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ABSTRACT 

This thesis attemptr. to present the d a i l y l i f e of the 
bread salesman i n such a way that c e r t a i n key t h e o r e t i c a l issues are 
explored and elaborated. This i s done w i t h an eye to allowing an 
ethnography to appear i n the reading made by others, bat I have been 
more concerned to produce a t h e o r e t i c a l understanding of " f i d d l i n g " , 
that i s , b l u e - c o l l a r occupational t h e f t from custodiers. 

The analysis i s based irpon extended periods of p a r t i c i 
pant observation and unstructured i n t e r v i e w i n g . The analysis looks 
f i r s t , i n Chapter Two-? at the *moral career' of the r e c r u i t salesman 
(how he i s taught to f i d d l e ) , and then, i n Chanter Tnree, at 
the everyday occupational s t r u c t u r a l support f o r f i d d l i n g which car-
be derived from the so c i a l context of ' s e r v i c e 1 . Chapter Pour then 
looks at the wider i n d u s t r i a l and econonic context of occupational 
t h e f t , and at possible t h e f t types. Chapter Four includes a d i s 
cussion of othei' ( t h e o r e t i c a l l y r e l a t e d ) "part-time" crimes, and 
t r i e s to show that the managerial tolerance of "inventory shrinkage" 
allows the deduction and t h e o r e t i c a l proposal of both a "hidden 
economy", and a system of " i n v i s i b l e wages'". Chapter Five returns 
to Wellbreads, the studied bakery, to see how the salesmen seem to 
combine possible t h e f t types i n a " p o r t f o l i o " o f techniques, the 
practice of which under the guise of one of va r i o u s l y available 
"characters" protects t h e i r i d e n t i t i e s both p r a c t i c a l l y and psychol
o g i c a l l y . Chapter Six considers the e f f e c t that brute occasions of 
enforcements have on these " p a r t i a l " i d e n t i t i es, and ].ocates f i d d l i n g 
norrnatively as a subterranean subculture of 'business' i t s e l f . Chapte 
Seven, the conclusion, attempts to l i n k up, and. re-express i n t e r 
mediate conclusions, and suggest that they a l l f i n d i n t e l l i g i b i l i t y 
i n a context then defined as that of Commercial Social Control. 



"'THE FIDDLER' : A SOCIOLOGICAL ANALYSIS OF 
FORMS GF BLUE-COLLAR EMPLOYEE THEFT AMONGST 

BREAD SALESMEN.; " 

Jason D i t t o n 

Ph.D. November 1975-

The copyright of this thesis rests with the author. 

No quotation from it should be published without 

his prior written consent and information derived 

from it should be acknowledged. 



( i ) 

CONTENTS 

Contents ( i ) 

Diagrams ( v i ) 

Acknowledgements ( v i i ) 

Chapter One INTRODUCTION: The VJellbread Bakery 

THE WELLBREAD BAKERY MID SALES LIFE i . 

A RESEARCH DIARY: GETTNNG TO KNOW ABOUT THE "FIDDLE" 7. 

A Note on the P a r t i c i p a n t Observer; The 
"Defrocked P r i e s t " of Method 15 • 

INTENTIONS 19* 

A "Theorised Ethnography" 24. 

Chapter Two PROCESS: The Moral Career of the Recruit 

OCCUPATIONAL THEFT AND MORAL CAREERS 29. 

THE PRE-TRAINING STAGE: BECOMING A RECRUIT A9• 

TRAINING: BECOMING A ROUNDSMAN 56. 

Stage 1: Chaperoned M o r t i f i c a t i o n and A l i e n a t i o n 62. 
Demonstrations and T r i a l s 62. 
Introductions t o I n e f f i c i e n c i e s 7.7* 



( i i ) 

Stage 2: Tensian, Transforrnat ion and Re-Birth 
Through the Fiddle 77. 

Bad Supervisors, Straights and "Good Boys" 84. 

THE POST-TRAINING STAGE: BECOMING A SALESMAN 90. 

Chapter Three INTERACTION; Managing Customers 

THE FADING OF SOCIALISATION: THE GROUNDING OF SECONDARY 
ADJUSTMENT 99. 

"SALESMANSHIP": SERVICE AS LITERAL DRAMA 102. 

Reading Goffman ' 102. 
Performers and Audiences: S t r u c t u r a l Modes 112. 
Structure of Performer/Audience Relationship 125• 
S i t u a t i n g Goffman: Locating the M a t e r i a l i s t 
Basis of "Performance" 142. 
Competence: Personal Codes I48. 
Facade and R e a l i t y : Generated I n t e r a c t i o n a l Order 157• 

CUSTOMER INTERACTIONS: ORGANISING A SERVICE FACADE AS 
PERFORMER 160. 

Facade as Construction: Service as a Presentation 160. 
Performer Expression Styles 174• 
Facade as Negotiated Order: Problems 188. 

MANAGEMENT INTERACTIONS: MANAGING A SALES REALITY AS AUDIENCE 194. 

Audience Impression Styles 195• 
Rea l i t y and Contest 200. 

MASQUERADING AS "A SALES PERSONALITY": ORGANISING SELF 209. 

Managing the Dilemma of I d e n t i f i c a t i o n 209. 
Service, S e l l i n g and The Fiddle 211. 



( l i i ) 

Chapter Four STRUCTURE; Conditions of Successful F i d d l i n g 
Steali ng and Dealing 

INTRODUCTION: ORGANISING PARAMETERS OF OCCUPATIONAL THEFT 213. 

STEALING FROM WORK 225. 

"Inventory Shrinkage" 225. 

Occupational Crimes:Analytic Ambiguity 240. 

"Part-Time Crime" 246. 

"PART-TIME" CRIMES AT WELLBREADS: FIDDLING, STEALING AND 
DEALING 250. 

F i d d l i n g 25O 

Stealing 265 

Dealing 273. 

PROBLEMS IN THE ORGANISATION OF OCCUPATIONAL THEFT 288. 

INVISIBLE-WAGE SYSTEMS 295. 

Wage Perk Payment 296 

Wage Pi l f e r a g e Systems 297* 

Wage Theft Structures 304. 

Chapter Five Public Negotiation and Managerial Reaction 

PROTOTYPICAL "CHARACTERS" AND ARCHETYPAL PORTFOLIOS 2>0g 

Stages i n the Process of Part-Time Theft 308 
Problems wi t h Role as Process: Types 311 
"Character" A s c r i p t i o n : Casting as Prototyping 315 
P o r t f o l i o Production: "Archetyping" as Accomplish
ment of Psychological and P r a c t i c a l M o r a l i t y 324 
P o r t f o l i o : The Practices of Characterisation 333 



( i v ) 

PORTFOLIOS IN THE MORAL ORGANISATION OF THEFT 338. 

P l a s t i c Archetypes; The "Shark" 338. 

E l a s t o - P l a s t i c Archetypes: The "Righteous S t r a i g h t " 342. 

E l a s t i c Archetypes: "Bent S t r a i g h t " and "Wise 
S t r a i g h t " 344. 

P l a s t c - E l a s t i c Archetypes: "Rogue", "Professional" 
and "Robin Hood" 347. 

STATUS RELATIONS IN "NORMAL" AND CRISIS TIMES 360. 

Normal Status 36O. 

C r i s i s and S t a t u s - s l i p : "Staying-in-Character" 
vs. Character-Lapse 362. 

Character Problems i n P o r t f o l i o Change.- Image 
Trouble 364-. 

EVERYDAY CHARACTER MANAGEMENT 366. 

Financial Account Management 366. 
Moral Control 375. 

Chapter Six Private Preservation: Getting Caught and 
Getting Off 

MOTIVATIONAL CONSTRUCTION AND SELF-MAINTENANCE 383 

The Symbolic Construction of Motives 384. 
C r i t i s i s m s and Confusions 387* 
An A l t e r n a t i v e : Self-Maintenance Terminologies 393* 

ALIBIS: PUBLIC COVERS-FOR-OTHERS: NEUTRALISATION OF 
OTHER-APPREHENSION (BLAME) 400. 

Preconditions of Standard I n t e r a c t i o n s 400. 
Vocabularies f o r P r a c t i c a l Consequences 4^4 • 

( i ) Posterior Getting Caught: Ordinary I d e n t i t y 
Negotiation: "Close Ones", Account Success and 
COVERY ' 407. 
( i i ) Posterior Getting Caught Out: Extra-
Ordinary I d e n t i t y S a c r i f i c e : "Slip-Ups", Account 
F a i l u r e arid DI3-C0VERY 417. 



(v) 

ALIASES: PRIVATE C0VER3-F0R-SELF: NEUTRALISATION OF SELF-
APPREHENSION (SHAME) 422. 

Vocabularies of Psychological Contemplation 422. 
( i ) A n t e r i o r Adjustment Rhetorics: INNOCULATION 
of Work A c t i v i t y from the Real Self (Denials of 
Res p o n s i b i l i t y ) THE PART-TIME SELF 423. 
( i i ) P osterior R e c o n c i l i a t i o n Rhetorics: 
INSULATION of Work Self from Real Self (Denials 
of Pejorativeness) THE PARTIAL SELF 432. 

THE STRUCTURAL ORIGINS OF NORMATIVE SUPPORT: A SUBCULTURE 
OF FIDDLING 443. 

Structure of Conventional Support and Betrayal 445* 
"Business" and the Fiddle: Conventional T r a d i t i o n 
and Subterranean Version 447 -

TILE POLITICS OF IDENTITY 454. 

Paradox i n the P r a c t i c a l Dispersal of Spoils 454-
Group Ideology and I n d i v i d u a l G u i l t 456 < 

Chapter Seven CONCLUSION: "Part-Time Crime" and 
Commercial Social Control 

"ULTIMATE" DEVIANCE 459 

A NOTE ON COMMERCIAL SOCIAL CONTROL 465 

CONCLUSIONS 478 

Bibliography 48 0. 



( v i ) 

DIAGRAMS 

1„ Performer Theoretical Typing F e a s i b i l i t i e s 110. 

2. Knovjledge Categories 114. 

3. Knov/ledge A v a i l a b i l i t y l n-9-
4. Example Semiological Structure 127. 
5- I n t e r a c t i o n a l Control i n L i t e r a l Performances 127. 
6. Empirical Semiological Structure of Service 145• 
7. Situation-Reading and Self-Alignment: Competence 

Va r i a t i o n s 149 • 
8. Facade Forms 158. 
9. Performer Expression Styles 176. 

10. Audience Impression Styles 197* 
11. Merchandise Categories 269. 
12. The V i l l a i n Response 325« 
13. 'Others': The Straight Response 325. 
14. Melodramatic Components of Characters 327. 
15» Performance 'Licences': Sources of Moral Immunity 

From Attack 329. 
16. The Processes of Character Defamation 331. 
17. Elements of P o r t f o l i o s 335• 
18. Self-Maintenance Terminologies 394. 
19. Empirical Use of Self-Maintenance Terminology by 

Wellbread Salesmen 399» 



( v i i ) 

ACKNOWLEDGEMENTS 

Richard Brown superivsed this research i n a painstak
i n g l y thorough, d e t a i l e d , and yet simultaneously h e l p f u l and 
sympathetic way. P h i l i p Corrigan spent a great deal of time 
not only systematically scouring newspaper and l i t e r a r y sources 
to provide me wit h m a t e r i a l , but also w r i t i n g detailed, c r i t i s i s m s 
of some of the chapters when they appeared i n i t i a l l y as seminar 
papers. Donald Roy stimulated t h i s work w i t h his i n t e r e s t , and 
a c t i v e l y encouraged me from the s i d e l i n e s . 

There i s also a d i f f e r e n t and unusual sort of acknow
ledgement. I have been lucky enough to work i n a department which 
has generously provided me with every conceivable technical res
ource. That I have managed to w r i t e a thesis i s due, as much as 
anything else, to the reprographic and photostat f a c i l i t i e s which 
were made a v a i l a b l e , to the room to which I had s o l i t a r y access, 
and to the teaching that I was able to do. That t h i s department 
has endeavoured to provide such excellent conditions f o r post
graduate research as a matter of course i s a s i g n i f i c a n t achieve
ment . 

At various times, Brian Taylor, Gerry Mars, Tony H i l l , 
Odis Bigus, and Stuart Henry have advised, argued, assisted and 
aided, and I am g r a t e f u l . 

I typed i t . 



Chapter One 

INTRODUCTION: The Wellbread Bake 



THE WELLBREAD BAKERY AND SALES LIFE 

"IS TIDE OUTDOOR LIFE FOR YOU? I f so, 
leave that, s t u f f y indoor job behind 
and j o i n the happy, healthy outdoor 
team of Wellbread salesmen who d a i l y 
tour our d e l i g h t f u l tov/n and country
side. " 

(Local Newspaper advertisement) 

"BO hours a v/eek and no perks" 
(Anonymously scrawled across a 
copy of the above advertisement 
which had been pinned to the 
notice board) 

The Wellbread Bakery^?"' i s a medium sized (6-sack) f a c t o r y 
production bakery i n the south-east of England. I t i s the major 
production bakery of a small chain which also includes two other 
production bakeries, and several smaller d i s t r i b u t i o n depots s t a f f e d 
only w i t h a packing and despatch operative, and a small van-sales 
f l e e t . 

At Wellbreads, production s t a f f work round the clock producing 
a v a r i e t y of bread, r o l l s , and confectionery. Despatch s t a f f break 
'runs' of production down i n t o the i n d i v i d u a l orders submitted by 
the salesmen, and prepare f o r each salesman a bread rack w i t h h i s 
completed order ready f o r him to load onto h i s van. Each morning, 
from 2 am onwards, salesmen begin to d r i f t i n t o work, load t h e i r vans, 
and get out t o .their customers. The Sales department at Wellbreads 
employs"about 17 wholesale salesmen (men d r i v i n g small l o r r i e s who 
d e l i v e r bread, as middle-men, to shops f o r resale) and about 27 r e t a i l 
men, who are "on the basket". R e t a i l men drive small vans, and they 
tour a "round" of domestic customers e i t h e r on the surburban housing 
estates, or i n the surrounding v i l l a g e s . 

(a) This name, and a l l others employed here, i s f i c t i t i o u s . Many other 
i r r e l e v a n t f a c t s have been a l t e r e d or disguised to protect the 
i d e n t i t i e s of those studied. 



2. 

The VJellbread chain began as a small, old-fashioned family 
baker up a side s t r e e t , Deal Street, i n the old part of the town. 
The owners, the Grundy fam i l y , went the way of many small and 
i n e f f i c i e n t bakeries. One employee, a female packer, remembered 
what i t was l i k e . She said: 

"...the bakery up the other place, Deal Street, 
th a t was a l l l i t t l e dark places you know, and 
when they used to make the hot-cross buns, that 
was r e a l l y nice. I t was a l l done i n the l a s t week 
(before Easter), and at every l i t t l e table or 
bench, there was men working...you know, kneading 
...and there was currants everywhere, you used to 
stand on them, walk on t h e i n . . . i t was nice to see 
a l l t h a t . . . " ( a ) 

Another r e c a l l e d what i t was l i k e , and also remembered how 
the Grundy family had got i n t o t r o u b l e : 

"...They used to have r e a l coke ovens and every
t h i n g , they used to have the coke stacked up i n 
the bakery there 1.... w e l l , i t was o r i g i n a l l y 
Grundy's, see?...but what they done, see, they 
borrowed too much money o f f of ( l o c a l 
f l o u r m i l l e r ) . . . u n t i l they kept lending i t , you 
know, to expand and expand...until eventually 
they couldn't pay o f f t h e i r debts, and so, of 
course, the M i l l took them over..." 

The M i l l that took Grundy's over renamed the bakery 'Wellbreads', 
and moved the works, lock, stock and b a r r e l up to a shiny new 
custom-built plant on the commercial o u t s k i r t s to the north of the 
town. Although the o l d management ( w i t h the a d d i t i o n of a few K i l l 
personnel) were retained, other things changed: 

"...YJell, i t was a l o t happier down there ( a t 
Deal Street) i t was a l o t more close l y k n i t . . . I 
mean i t was a l o t more l i k e a small community... 
there had only been about 15 of us working i n the 
place...and about 6 women...it was a r e a l l y happy 
place to work i n . . . " 

(a) Reported speech from bakery workers, management or salesmen i s taken 
from f i e l d notes or from typed t r a n s c r i p t s of tape-recorded interviews. 
I r r e l e v a n t d e t a i l , but not t e x t u a l , s y n t a c t i c a l or grammatical 
s t r u c t u r e , i s occasionally a l t e r e d to preserve anonymity. 
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The M i l l , i n i t s new Wellbread disguise, continued the old 
p o l i c y of allowing f l o u r customers to get too deeply i n t o debt, and 
then buying them out. The Wellbread chain began to emerge. The same 
man continued: 

"...course, they expanded even f u r t h e r . . . they were 
buying a l l these small bakeries... the M i l l was 
serving people... g e t t i n g them i n t o debt, closing 
them, and then opening them up again as Wellbreads, 
t h i s i s how they have grown r i g h t the way through.." 

At Deal Street, the despatch foreman looked a f t e r the salesmen 
as a sort of s i d e l i n e to his regular despatch duties. His experience 
as a salesman a c t u a l l y ceased w i t h the advent of motor transport a f t e r 
the f i r s t world war. His f i r s t hand experience w i t h a horse and c a r t , 
and his executive a b i l i t i e s with the f l e e t of broken-down, second 
hand f i r s t world, war ambulances which the Grandys were operating was 
not the sort of go-ahead team that the M i l l had i n mind. As one man 
said: "As soon as the M i l l s t a r t e d to get t h e i r feet i n , they decided 
that Sales Managers were the t h i n g of the future...so they sacked him 
o f f the sales side of things...and got a proper bloke i n . . . " . This was 
the beginning of the Sales department as i t i s at present c o n s t i t u t e d . 
I t also marked the onset of increasingly obvious differences between 
Sales and other "akery departments. Most other department heads h a i l 
from the old day.3, and are usu a l l y r e f e r r e d t o as the "Deal Street 
Boys" to d i s t i n g u i s h them from the "Blokes from the M i l l " . 

The move from Deal Street, and the subsequent import of a 
hard-nosed production manager from one of the bakeries which the M i l l 
had endebted, the increase i n production size, and the not-so-subtle 
transmission from c r a f t to f a c t o r y production, brought some e a s i l y 
noticed changes:^ a^ 

" . . . i t was t e r r i f i c a l l y hard work..it was to get 
harder as time went on...as they increased trade, 
and as they increased the speed of the p l a n t . . . 
things j u s t d r i f t e d apart...whereas everybody knew 

(a) For a s i m i l a r account of t h i s sort of change i n a d i f f e r e n t bakery, 
see: W.W. Daniel (1963, I964, I966). For p a r a l l e l accounts of l i f e 
i n bakeries- see Di t t o n - (1972, 1972a); Hoogerwerf (1972); Hansen 
(1974); and Kir k l a n d (1927). 
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everybody else by t h e i r f i r s t name at Deal 
Street.. .up at Wellbreads, you had d i f f e r e n t 
men coming i n who nobody knew, and, I dunno, 
things never seemed to be the same, i t was 
more impersonal than anything, I suppose..." 

The objective conditions f o r u n i o n i s a t i o n increased, and the 
Baker's Union got a foo t h o l d a f t e r one or two shaky s t a r t s . ^ a ^ I t 
was at t h i s point that the Sales department began to adopt openly 
a d i f f e r e n t i d e n t i t y t o that cloaking the rest of the workforce. 
At one time, at Deal Street, they had been part of the despatch-and-
sales department. From here on, new men, and aggressive, short-course 
t r a i n e d managers steeped i n progressive American sales techniques, 
and t h i n l y glossed i n a patina of anti-union conservatism began to 
remodel the Sales department: 

"...When they opened ^ an e s p e c i a l l y 
b u i l t production bakery 111 a nearby town), they 
hadn't got a b i t of trade there... three weeks 
before they opened, they hadn't got one shop, 
but they moved a team of canvassers i n there, and 
they got enough to run the plant w i t h i n three 
months of opening...and there was a Wheatkist 
bakery nearby, and they took that over and 
tra n s f e r r e d a l l the production to 

The current sales force i s run with the curious i d e o l o g i c a l 
mixture of s t r i c t a u t h o r i t a r i a n i s m and t e a m - s p i r i t . The salesmen are 
unorganised, and sporadic attempts from w i t h i n by the most experienced 
and senior salesmen to organise the salosforce as a branch of the TGWU, 
are f e r o c i o u s l y and speedily quashed by the sales management. One 
salesman commented: 

"...We had a meeting i n a pub about i t . . a n I r i s h 
f e l l o w organised i t , i t was ju s t when I was about 
to take over the wholesale round...well, about 16 
of us went along, and vie a l l joined f o r a week, and 
i t a l l f e l l through a f t e r t h a t . . , t h i s bloke kept 
saying: ' I f we a l l s t i c k i t , they can't f i r e a l l 
of us'...but I didn't see i t that way..they couldn't 
cover us a l l from blokes they had at Wellbreads, 
but they could b r i n g i n supervisors from the depots, 

(a) One man said: " . . . I t got going when became the -new branch 
secretary, they had to k i c k the other bloke out i n the end f o r 

he was on the f i d d l e , and he got the sack,.." 
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couldn't they?... anyway, the manager c a l l e d us i n , 
and accused me of s t a r t i n g i t . . . t h a t ' s always h i s 
way, he does that every time he gets a s n i f f of the 
Union..." 

There i s a sense i n which managerial antipathy to the Union 
i s born out of honestly believed conviction that they r e a l l y are on 
the same side as t h e i r men. Indeed, f o r the management, bakery l i f e 
i s as time-consuming as i t i s f o r the salesmen. As the Senior 
production manager once sourly said to me: "As ;ny wife keeps t e l l i n g 
me, i t ' s not a trade, i t ' s a bloody diseasel"' The Sales Manager l i k e d 
his job, but u l t i m a t e l y , he too agreed: 

"...take me, I earn a reasonable s a l a r y * . . I worked 
hard to get where I am mind you...but I've got a 
responsible job, and I enjoy i t . . . b u t . . . i t ' s not 
j u s t 12 hours a day you know, you've got that bloody 
telephone by your bed a l l the time..." 

His anti-union stance (when he was a salesman he was, according 
to an erstwhile f e l l o w salesman, a noted " l i c k - a r s e " ) i s p a r t i a l l y 
supported by the supervisory cushion which he has placed between 
himself and his men. For some organisational purposes i n the Sales 
department, the salesmen are a r b i t r a r i l y divided i n t o groups of four 
salesmen, f o r whom single supervisors have some moral and technical 
r e s p o n s i b i l i t y . Salesmen, as they c a u s t i c a l l y remark along the 
loading bays i n the earl y mornings, are those who said "no" to the 
managerial o f f e r to become a supervisor. Those who say "yes", and 
become supervisors, do so 'on a promise'. That i s , they f a l l f o r the 
rosy p i c t u r e of f u t u r e meteoric promotion glowingly sketched out f o r 
them i n the Sales manager's o f f i c e . I n e v i t a b l y , very fev; get promoted 
from supervisory ranks. The job of supervisor i s the most permanent 
imaginable step on an i l l u s o r y promotion ladder. 

I n d i v i d u a l dreams aside, the supervisors act as relief-salesmen 
f o r most of the time, perhaps leaving one or two days a month l e f t 
f o r 'proper' supervisory duties such as canvassing, checking on t h e i r 
group's performance, paper-work, and so on. "They use them blokes", 
as one despatch chargehand sourly remarked, " l i k e a piece of o l d rag". 
This administrative set-up allows the Sales manager to wallow undis
turbed i n a morass of pseudo-sentimental Human Relations mythology. 



He explained "to me: 

" . . . i f "the Union r e c r u i t anybody h e r e . . . I t 1 11 be 
my f a u l t . . . we don't need a Union'. ... what we've got 
here i s a team, _!'m one of them, I'm part of them, 
I consider them out there, as the f a m i l y , to me, 
they're second only to my own family, i f anyone's 
got a complaint, they can come s t r a i g h t to me, the 
man at the top, and bang'. . ..we' 11 have i t sorted out 
i n two h o u r s . . . ( l a t e r ) . . . we t e l l the salesmen that 
they are the most important people here, they're the 
ones wi t h the d i r e c t contact with the customer and 
that sort of time i s very e x p e n s i v e a n y f i r m 
depends on i t ' s salesmen, they're the men that 
r e a l l y count... sales representatives are the back
bone of any f i r m . . . o f course, they're not more 
important than the lavatory cleaner...we a l l have 
a part to play.. .however b i g . . ( sic'. ) . . " 

As I hope to show l a t e r , the main d i f f i c u l t i e s i n the 
Sales department, as f a r as the management are concerned, stem 
from the f a c t that none of the sales force shares t h i s viewpoii' 



A RESEARCH DIARY: GETTING TO KNOW ABOUT THE "FIDDLE" 

" . . . I t takes £100 to t r a i n a man...you haven't 
got a chance of being a roundsman as f a r as I 
can see... anyway, everything you f i n d out goes 
s t r a i g h t to xho booses at the H i l l doesn't i t ? . . . " 

(Sales supervisor commenting on my plan to do 
p a r t i c i p a n t observation, i n f r o n t of several 
salesmen) 

"...Trouble i s , h a l f the blokes out there w i l l 
say: 'Fuck you and your s i l l y questions'.." 

(Sales manager commenting on my plan to 
interview salesmen) 

I n 1971> a personal desire to apply f o r a graduate place to 
study f o r a Ph.D appeared to coincide f a i r l y n i c e l y with an 
epistemological-cum-methodological p o s i t i o n which seemed to be the 
l o g i c a l development of Matz,a-type (1969) n a t u r a l i s t i c f i e l d - w o r k . 
I wanted to embark upon a period of wholly unstructured, p a r t i c i p a n t 
observation research (as the only method that seemed to operationalise 
naturalism) wherein I would allow those studied to suggest the 
d i r e c t i o n and substantive content of analysis. 

But such methodological wooliness i s not the s t u f f that (even) 
graduate place a p p l i c a t i o n s are made of, and so a rather more formal 

(a) 
proposal was needed. I accordingly proposed ( and the proposal was 
subsequently accepted) to r e t u r n to Wellbreads (where I had previously 
vjorked i n the undergraduate vacations of I969 and 1970) and concentrate 
upon t r y i n g to discover whether or not workers paid by the hour 

(a) I t would be c h u r l i s h to dress t h i s attempt at a true research d i a r y 
up i n what Cohen and Taylor (1972, p 32-33) c a l l the "chronological 
l i e " . Looking back, I seem to have a s i m i l a r p i c t u r e to t h e i r s of 
what my research ' p r o j e c t 1 was. They remind- us t h a t : "...academic 
journals are f u l l of studies which f o l l o w a f i x e d sequence of aims, 
methods, presentation of r e s u l t s , and f i n a l l y the 'discussions' or 
'conclusion'...But as we have already indicated we st a r t e d without 
a problem, evolved a set of methods as we worked, and ended up w i t h 
a c o l l e c t i o n of observations, anecdotes, and descriptions rather 
than a table of r e s u l t s . . . " ( i b i d ) . 
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exhibited l o g i c a l l y s i m i l a r patterns of action to those noticed 
amongst workers paid by the piece ('output r e s t r i c t i o n ' ) , or amongst 
those i n mental h o s p i t a l s (the 'making out' so v i v i d l y described by 
Goffman, 1 9 6 l c ) . 

This was not too much of a s e l l - o u t of the o r i g i n a l decision 
to do wholly unstructured p a r t i c i p a n t observation, as even the i n i t i a l 
proposal was i n f a c t generated from two summers' bakery experience. 
Although the graduate grant didn't s t a r t u n t i l October 1971> I worked 
through the summer of 1971 as a plant worker, ne undercover p a r t i c i p a n t 
observer, at Wellbreads. Of course, by now, I knew most of the men, 
and had none of the oft-mentioned-on-the-methods-course-problems of 
g e t t i n g permission, g e t t i n g i n t o the f i e l d , g e t t i n g accepted, or 
g e t t i n g going. I n f a c t (and t h i s , I suggest, i s perhaps the mark of 
the t r u l y accepted observer) I had f a r greater problems i n g e t t i n g 

(a) 
out. My every attempt to leave, each t i m i d suggestion that I might 
discuss "research plans", was brushed aside, and I was p l i e d w i t h 
f u r i o u s pleas to stay and help the management out i n the perennial 
summer labour shortage period! 

Nevertheless, I was able to develop personal covert p a r t i c i p a n t 
observation s k i l l s . Right from the s t a r t , I found i t impossible to keep 
everything that I wanted to remember i n my head u n t i l the end of the 
working day (some of the s h i f t s were over 12 hours long) and so had to 
take rough notes as I was going along. But I was stuck "on the l i n e " , 
and had nowhere to p r i v a t e l y r e t i r e to to j o t things down. Eventually, 
the wheeze of using innocently provided l a v a t o r y cubicles occurred to 
me. Looking back, a l l my notes f o r that t h i r d summer were on Bronco 
t o i l e t paper'. Apart from the awkward tendency f o r p e n c i l l e d notes to 
be s e l f - e r a s i n g from hard t o i l e t paper (sometimes before I could even 
get home), my frequent requests f o r 'time out' a f t e r i n t e r e s t i n g 
happenings or conversations i n the bakehouse, and the amount of time 

(a) Donald Roy (personal communication), probably the most widely 
experienced and knowledgable p a r t i c i p a n t observer of them a l l , f i r s t 
suggested t h i s . For example, he r e c a l l s a s i t u a t i o n when he was 
working as a short-order cook i n New York during time o f f from 
p r o f e s s o r i a l d u t i e s , The senior cook took a paternal l i k i n g to him, 
took him under his w ing, and t r i "do 
his l i f e " ! 



that I was spending i n the lavatory began to get noticed. I had to 
p a c i f y some genuinely concerned work-mates, give up t o t a l l y under
cover operations, and "come out" as an observer - a l b e i t i n a l i m i t e d 
way. I eventually began to scribble notes more openly, but s t i l l not 
i n f r o n t of people when they were t a l k i n g . When questioned about t h i s , 
as I was occasionally, I coyly said that I was w r i t i n g things down 
that occurred to me about "my studies". 

U l t i m a t e l y , t h i s allowed me to r e t u r n to Durham and w r i t e 
(a) 

some i n i t i a l m aterial up, based upon e i t h e r d i r e c t bakery experience, 
or upon consideration of derived t h e o r e t i c a l issues. 

By February of 1972, I was beginning to hanker f o r some non-
sedentary a c t i v i t y . A common case of p a r t i c i p a n t observer's P y l e s . ^ ^ 
Subsequently, I s t a r t e d to open up (what turned out to be unsuccessful) 
contacts with a l l the large bakeries near Durham i n the hope of 
embarking upon a d e t a i l e d study of boredom, using the i n i t i a l Wellbreads 
experience as a hypothesis-generating p i l o t study. Each bakery I 
contacted refused permission - a l l f o r d i f f e r e n t reasons - that I would 
be i n the way, that there were no vacancies, that they were "reorgan
i s i n g " , or that the Union would object. 

But my con+acts w i t h Wellbreads were s t i l l good, and as a 
response to the d i f f i c u l t i e s that I'd had attempting to continue 
research i n Durham, I f i n a l l y decided to instead r e t u r n to Wellbreads, 
to study the Despatch and Sales departments (and bone up a l i t t l e on the 
production side of things) w i t h the aim of u l t i m a t e l y producing a 
three-part comparative study. I s t i l l intended to l e t the respondents 
suggest the research problems f o r me, and, assuming that these problems 
might w e l l be d i f f e r e n t f o r each department, thought t h a t the end r e s u l t 
would no doubt be of only very i n d i r e c t comparative value. 

(a) As D i t t o n 1972, 1972a, 1972b, 1975 ( o r i g i n a l l y 1972c) 
(b) Donald Roy (1975, p 219) names t h i s s t y l e of p a r t i c i p a n t observer 

research ( i . e . , that of providing a "running view of the war w i t h the 
compliments of one of the combatants", i b i d , p 218) as "Ernie P y l i n g " 
a f t e r the war correspondent Ernie Pylo, who was noted f o r mixing i n 
w i t h the a c t i o n , and who was probably a b i t empty without i t . 
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Thus, from Hay to December of 1972, I worked s o l i d l y as a 
despatch operative w i t h j u s t a few days refresher course on the p l a n t . 
From January to June 1973, I interviewed a l l the despatch workers, 
a m i n o r i t y i n considerable depth, and had them f i l l i n two questionn
ai r e s , one general one querying ordinary demographic data, and one 
sp e c i f i c one e l u c i d a t i n g preferences f o r the various jobs that 
despatch s t a f f had to do. Regrettably, involvement w i t h the f i r s t 
questionnaire gobbled up the analysis-time which I had planned to 
occur between periods of p a r t i c i p a n t observation. Although i n i t i a l l y 
designed purely as a b l i n d - so tha t a t t e n t i o n would be drawn away 
from the p a r t i c i p a n t side of things, and so that the workers would be 
able to div i d e my time i n t o 'actual research 1 ( d i s t r i b u t i n g question
naires) and ju s t ' g e t t i n g ready' to do i t ( a l l the rent of the time) 
to a t t r a c t any deliberate attempts to mislead me from the research 
proper; the f i r s t questionnaire grew i n t o a Frankensieinian monster. 
Greedily, because I thoughi; that I would have to spend a l o t of time 
designing, producing, d i s t r i b u t i n g and c o l l e c t i n g i t (even to f i n a l l y 
throw i t away, as I had o r i g i n a l l y intended) I thought t h a t I might 
as well t r y to extract a b i t of research value from i t , and so spent 
more time on i t than I otherwise might have done. 

A few salesmen, and most of the despatch men, but none of the 
plant men, the confectioners, the packers, storekeepers, mechanics, 

(a) 
f i t t e r s , or cleaners would f i l l i t i n . Although I was considerably 

(a) I had hoped to be able to compare the departments, at least at the 
footnoted demographic l e v e l . I never f u l l y discovered why I exper
ienced such wholesale r e f u s a l , but p a r t l y , I t h i n k , I should hot have 
asked f o r names, I should have reduced the length, and c l a r i f i e d the 
content. Unfortunately, i t d i d coincide w i t h the great Jeremy Thorpe 
Idi o c y about not f i l l i n g i n forms at census times. However, I don't f e e l 
that I l o s t any necessary information, and d i d , at l e a s t , get one 
splendid reply. A cleaner returned his copy to me w i t h the f o l l o w i n g 
scrawled across i t i n large, spidery l e t t e r s : "THE ONLY ANSWER YOU 
WILL GET IS FOR MORE FRESH AIR". The few who di d conscientiously f i l l 
i n the questionnaire d i d not c o n s t i t u t e a s u f f i c i e n t l y s i g n i f i c a n t 
sample to warrant analysis of t h e i r r e p l i e s . I n any event, I would 
stress that I do not consider the analysis to have suffered through 
the f a i l u r e of t h i s questionnaire. Whilst the information i t might 
have garnered would have sketched the p r a c t i c a l parameters of the 
sample, the "discovery" model of analysis (see below) does not require 
the otherwise routine i n c l u s i o n of standard v a r i a b l e s . 
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disheartened, t h i s was no great loss as f a r as the o r i g i n a l research 
plan was concerned. But I had j u s t concluded tortuous and d i f f i c u l t 
n egotiations w i t h the Sales manager to work as a salesman ( l u c k i l y 
the senior production manager intervened on my behalf) and by then, 
June 1973, I had to s t a r t p a r t i c i p a n t observation i n the Sales 
department. This l e f t me no time to s t a r t analysing the data that I 
had accumulated from my despatch experience, but i t was obvious that 
i f I delayed working i n sales, I would never get another chance. 
Four hundred typed foolscape pages of despatch data l i e s unanalysed 
i n my f i l i n g cabinet, although i t has been thoroughly searched f o r 
any information p e r t i n e n t to an analysis of the Sales department. 

But my experience i n despatch d i d mean that I could s t a r t 
work as a salesman w i t h some colossal advantages from the research 
point of view. I knew the ins and outs of a l l the despatch operations, 
i n f a c t , I was to discover t h a t I knew much more about the i n t e r n a l 
workings of the bakery than most of the regular salesmen. A d d i t i o n a l l y , 
I had worked, f o r nearly a year, i n despatch, and I had made many 
fr i e n d s amongst the salesmen. Without t h i s wholly i r r e p l a c a b l e 
background year working alongside the salesmen, I t h i n k i t h i g h l y 
u n l i k e l y that I would have got the interview and observation data 
that I was eventually to obtain. By the time I came to do research i n 
the Sales department, some of the salesmen had known me, as a casual 
worker and student, f o r four years. Sometimes I almost f e l t I was 
doing research on members of my own fami l y . 

But I must confess t h a t I began to work and observe i n the 
Sales department w i t h less than a wholly open mind concerning the 
'problems' that the research there would concentrate upon. I almost 
knew tha t I was going to study "the f i d d l e " , although, c o i n c i d e n t a l l y , 
i t both was the c e n t r a l problem of sales l i f e f o r most of the salesmen, 
and represented the p a r t i c u l a r form that 'making out 1 took i n that 
department / a ^ But ever since I f i r s t s t a r t e d working on the plant 

(a) I n the sense of "grounded theory" (which I discuss below), my 
"working hypothesis" (Geer, 1964) v/as no more sophisticated than 
t h i s . 
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"there was one topic which guar anteed discussion v e i l e d i n analogy, 
vagueness, m y s t i f i c a t i o n , a l l u s i o n , euphemism and ambiguity. Some 
of the older plant-hands "knew what went on" amongst the salesmen, 
but whenever I pressed them f o r f u r t h e r d e t a i l s , i t was always: 
" I can't say no more than t h a t " , or, "Ah*, tha t ' d be t e l l i n g " . 
Perhaps i f i t had been discussed d i f f e r e n t l y , i t would never have 
caught my a t t e n t i o n . But the mixture of awe, reverence, suspicion 
and ignorance with which the subject was t r e a t e d by the inside men 
absorbed my a n a l y t i c curiosity., 

Despatch i n t e r a c t i o n was roughly the same story. The men 
wouldn't say much, but i n f e r r e d t h a t they knew a l o t more. I n my 
f i r s t week there, the chargehand (an ex-salesman) took me aside and 
said: 

"...take him (a salesman who had j u s t walked 
p a s t ) , he's j u s t bought a new Viva.,.5127 a 
week he gets and he 1s got four kids that I know 
of...How does he do i t ? . . t h e r e must be a way, 
mustn't there?..." 

"The wholesale boys", another said, "are up to a l l the t r i c k s . 
They a l l , the others agreed, "make a b i t on the side", "have t h e i r 
l i t t l e perks", "make t h e i r tea money", "taka the odd l o a f " . And 
always the meta-communicative wink: "Y'know", "know what I mean?" 
The management was deprecating, the managing d i r e c t o r said to me: 
"This f i d d l i n g i s only a temporary t h i n g ( a f t e r sacking two dealing 
despatch men)...I've j u s t sacked the two men involved, so i t ' s a l l 
over now." And the night manager j u s t thought of i t as t o l e r a b l e 
shrinkage: " . . . I mean, you've got to allow f o r losses, you do get a 
percentage of loss i n every bakery...you get the odd loai" being 
taken home and not being paid f o r , a box of cakes goes, somebody has 
a n i b b l e . . " . But always the i n s i d i o u s : "You know (laugh) we a l l maize 
a b i t on the side...know what I mean?" Ho, I d i d n ' t , but by God, 
I was going t o . 

I must have been looking too hard, and c e r t a i n l y i n the wrong 
d i r e c t i o n w h i l s t I was working i n the despatch department. For, 
three months before I was eventually to s t a r t as a salesman, two 
men w i t h whom I had worked f o r seven months were sacked f o r s t e a l i n g 
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buscuits from the cake-store i n the middle of the ni g h t , and 
subsequently s e l l i n g them to wholesale salesmen. A t h i r d worker on 
the same s h i f t (who had i n fa c t been f u l l y involved, but not on 
the night i n question) l e f t under a cloud of suspicion. I l a t e r was 
able to interview the two men extensively, and obtain very persuasive 
proof t h a t there were not only regular instances of domestic s t e a l i n g , 
but t h a t large scale dealing had been i n progress, that i t had been 
going on f o r a long time, and that most of the salesmen" not only 
knew about i t , but also took part i n i t , and r e g u l a r l y . 

I t was not by chance that the sackings came as a surprise to 
me. The two men involved, one of them a chargehand, had taken great 
care to ensure that I and the other innocent operative were despatched 
on w i l d goose chases t o other depots to look f o r missing bread, or 
otherwise had our a t t e n t i o n waylaid and d i s t r a c t e d when dealing was 
i n progress. I t i s somewhat i r o n i c , but one of the sacked men l a t e r 
said to me: " I thought you knew a l l about i t , we thought you had the 
sense to know what was going on, but had enough sense to keep qu i e t . 
...we used to say: 'Oh, Jason knows about i t , but he won't say any
t h i n g ' . . . " . Whilst there are good reasons why i t i s p a r t i c u l a r l y 

( a) 
d i f f i c u l t to spot the occurrence of t h i s sort of a c t i v i t y without 
recourse to in v e n t o r i e s , or to jobs which involve checking the work 
of others ( n e i t h e r of which I had), incidents; l i k e t h i s ^ ^ always 
acutely embarrass researchers. L u c k i l y , i n t h i s p a r t i c u l a r case, by 
the time I s t a r t e d work i n the sales department, memories had b l u r r e d , 

(a) Bread i s not only "f u n g i b l e " (Henry, 197 4 > P 22) i . e . , i t i s i n d i s 
tinguishable from others of i t s kind, "dealing" i s also what Lemert 
(l953> P 101) c a l l s a very "low v i s i b i l i t y " crime, inasmuch as there 
i s nothing v i s u a l l y or o b j e c t i v e l y c r i m i n a l : i t i s very easy f o r 
bent inside men to conceal some extra bread on the racks of bread 
which await the salesman. I t would be f a r beyond the resources of one 
i n d i v i d u a l , even i f s p e c i f i c a l l y employed f o r that purpose, to check 
a l l the Wellbreads' salesman's racks. A d d i t i o n a l l y , the " s k i l l s " of 
passing out stolen bread are i d e n t i c a l to those required to issue 
l e g i t i m a t e goods (Lofland, 1969? P 83). As Lomask (l951> P 12) points 
out, employee t h e f t i s easy where the f i r m ( l i k e the bakery) manufact' 
ures large q u a n t i t i e s of small items. 

(b) A f t er one study r e p o r t i n g the lack of worker i n t e r e s t i n i n d u s t r i a l 
c o n f l i c t was published (Goldthorpe et a l . 1968) there was a prolonged 
and b i t t e r s t r i k e at the factory'. Every research p r o j e c t has i t s 
embarrassing moments, t h i s v/as mine. 
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and many of the salesmen f i r m l y believed that I had known a l l along, 
and could be t r u s t e d . I ' thus not only had in-depth information about 
a recent, a.nd relevant cs.se of commercial enforcement, I had something 
much more valuable: I pre-datcd the current despatch regime, and, 
even more i r r e p l a c a b l e , I was t r u s t e d . 

And so, from June to September of 197 3, I worked as a bread 
salesman, and f o r the rest of that year interviewed as many salesmen 
as I could. I was, by then, a f a i r l y experienced interviewer, having 
already completed taping and typing in-depth interviews w i t h a l l the 
despatch men. When I began int e r v i e w i n g salesmen I had developed a 
f a i r l y u s e f u l interview techniaue. I managed to conduct most i n i t i a l 

(a) 
interviews at the home of the respondent, and was s u f f i c i e n t l y 
s k i l l f u l by then to steer wives and c h i l d r e n from the roam, and p a c i f y 
any qualms about anonymity before s t a r t i n g . I had a rough c h e c k - l i s t 
of topics which I needed to cover, although i n most ca:es (aside from 
the i n e v i t a b l e and occasional interview which i s t o r t u o u s l y staccato) T 
put t h i s back i n my pocket a f t e r a few minutes and allowed each man 
to t a l k about whatever aspect of being a salesman most worried, 
concerned or i n t e r e s t e d him. None refused to t a l k about f i d d l i n g , 
many volunteering information f a r beyond the extent I dared to hope 
f o r . I had, by then, perfected a sort of grunt which I inserted i n t o 
the flow of conversation whenever i t seemed to p a l l . I t acted both 
as an immediate encouragement to the respondent to keep t a l k i n g , as 
a sign that I was s t i l l i n t e r e s t e d i n what was being said, and 
c r u c i a l l y , c ontributed nothing d i s t r a c t i n g to the reminiscence p a t t e r . 
Since I typed interviews verbatim afterwards I d i d not want a c t u a l l y to 
a l t e r the flow of anecdote, or i n t e r r u p t any t r a i n s of thought. With 
subtle use of the encouraging grunt, verbatim t r a n s c r i p t s came to 
resemble long paragraphs of f l u i d reminiscence, rather than merely 
b r i e f answers to various questions. 

I n December, 1973 I returned to Durham wi t h a t o t a l of over 

(a) The only "special q u a l i t i e s " ( c f . Skipper and McGaghy, 1972) these 
respondents had was the occasional i n a b i l i t y to be home at the time 
arranged, f o r an interview. Later interviews w i t h each man were alway 
arranged, at my f l a t ( b e t t e r f o r t-Qtping), once I could be sure that 
the respondent was going to come. 
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4,560 hours of p a r t i c i p a n t observation, and 34 taped and typed 
interviews under my research b e l t . 

Although my o r i g i n a l i n t e n t i o n to analyse a l l t h i s data s t i l l 
stood, i t soon became apparent that I had too much information. 
Analytic j u s t i c e could not have been done to more than a t h i r d of 
i t i n the remaining year and a h a l f of graduate study. I made no 
conscious decision about what to leave out, but analysis'of f i d d l i n g 
i n the Bales department soon grew i n t o an exclusive i n t e r e s t . Nothing 
had been w r i t t e n about f i d d l i n g from a s o c i o l o g i c a l viewpoint ( n e i t h e r 
Mars, 1973, nor 1974 had been published when I started to check 
references to f i d d l i n g ) although i t seemed to me to be a p a r t i c u l a r l y 
i n t e r e s t i n g case as i t appeared to confront many of the taken-for-
granted canons of t r a d i t i o n a l c r i m i n o l o g i c a l research. F i d d l i n g was 
practiced by most, and not j u s t a few of the salesmen. I t had neither 
p r a c t i c a l nor psychological p r i o r i t y ( i t wa.s physically and emotionally 
an i r r e l e v a n t part of l i f e ) , and, c r u c i a l l y , p r a c t i t i o n e r s were able 
to conceive of i t successfully as non-criminal action. F i n a l l y , i t 
was the most s u i t a b l e substantive and empirical coathanger that I 
could f i n d upon which a "theorised ethnography" of bread salesmen 
might be hung. 

A Note on the P a r t i c i p a n t Observer: The "Defrocked 
P r i e s t " of Method( a) 

"..You can put that i n your fucking book.." 
( I r a t e Despatch Chargehand) 

I have nothing very s i g n i f i c a n t to add to the ever expanding 
s o c i o l o g i c a l l i t e r a t u r e on the experiences, morals, ethics and 
practices of the p a r t i c i p a n t observer. I was p a r t i a l l y open ( a f t e r 
the unfortunate experience with the Bronco t o i l e t paper), but I 
never f u l l y declared that I was c h i e f l y i n t e r e s t e d i n f i d d l i n g . This 
i s p a r t l y e t h i c a l l y excusable (and at least not unique, Quinney, I963, 

(a) Goffman, 1959; P I63. One member of a group i s always prepared to 
s e l l i t s secrets to another group. 
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p 211-2, never disclosed to his subjects that he was in t e r e s t e d i n 
t h e i r pharmacy p r e s c r i p t i o n v i o l a t i o n ) , as the decision to concentrate 
upon f i d d l i n g was not made u n t i l some time a f t e r r e t u r n i n g to 
Durham. Nevertheless, towards the end of the f i e l d research, I had 
begun to t h i n k that an analysis of f i d d l i n g would be the basis of 
the proposed section on the Sales department. I must confess that 
I did resort t o sub-ethical research on occasions, although I would 
claim, w i t h Polsky (1963) "that there i s no a l t e r n a t i v e i f crime i s 
to be studied i n i t s n a t u r a l surroundings. A d d i t i o n a l l y , I would claim 
that p a r t i c i p a n t observation i s i n e v i t a b l y u n e t h i c a l by v i r t u e of 
being i n t e r a c t i o n a l l y d e c e i t f u l , whether or nor i n t e n t i o n s are 
declared or permission sought. 

I n the f i r s t case, I have sought to protect the i d e n t i t y 
of both the bakery and of those studied by o m i t t i n g names and 
changing other i r r e l e v a n t f a c t s . I have not changed sides since 
f i e l d research was undertaken, but I did not f u l l y disclose a l l 
possible i n t e n t i o n s t o those I watched and interviewed. By using a 
technique which Gerald Mars ( i n personal communication) c a l l s the 
"fals e question", I was able to note data on the f i d d l e w h i l s t i t was 
being discussed. I f something that was said seemed, important but 
l i k e l y to be s w i f t l y dropped i f I took w r i t t e n i n t e r e s t i n i t , I 
immediately i n t e r j e c t e d w i t h a wholly spurious question on job 
preferences or something, and under the apparent guise of noting 
t h e i r answers, was able to make the notes t h a t I wanted. Without 
reliance on some subterfuge: the practices of subterfuge w i l l not 
be opened to analysis. 

(a) Sutherland (l937» P 207) r e f e r s thus to the associational b a r r i e r s 
which thieves commonly and i n v i s i b l y throw around t h e i r a c t i v i t i e s : 
"...the b a r r i e r s can be penetrated from the outside only w i t h great 
d i f f i c u l t y . A stranger who enters a thieves' hangout i s c a l l e d a 
'weed i n the garden'. When he enters, conversation e i t h e r ceases 
completely or i s d i v e r t e d to innocuous t o p i c s . . . " . W.W. Daniel 
(1963, P 103) d i d not resort t o any unseemly and unethical practices 
i n h i s study of a bakery. Although the inside men of his study 
claimed that the salesmen were on the f i d d l e , the salesmen, i n 
interviews with Daniel, denied t h i s . Daniel concludes that the f a c t 
t h a t the roundsmen have cars and the inside men bi c y c l e s , i s to be 
explained by the f a c t t h a t the roundsmen could have part-time jobs, 
and that d i f f e r e n t expenditure preference patterns might operate. 
I cannot f i n d i t i n my heart to believe t h i s . 
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The very e t h i c a l concern w i t h which f i e l d studies are 
c u r r e n t l y s c r u t i n i s e d i s perhaps a temporary aberration. The young 
Tal c o t t Parsons, who used to s t r o l l h o s p i t a l c o r r i d o r s wearing a 
'borrowed' white coat i n the interests' of ( s o c i a l ) science, f o r 
example a p t l y comments (1970, P 108): "...Perhaps w i t h the current 
concern over e t h i c a l aspects of research, t h i s mild deception of 
p a t i e n t s would now be regarded as u n e t h i c a l . . . " . There i s a sense, 
also, i n which a l l observation breaks hidden rules s t r i c t u r i n g 
i n t e r a c t i o n . The researcher deals i n impression-management, character— 

(a) 
judgement and many other lay a r t s , but i n an undeclared way. He 
i s , as Goffman (1957? P 119) notes of the type: "...Conspicuously 
concerned to an improper.degree w i t h the way that the i n t e r a c t i o n , 
qua i n t e r a c t i o n , i s proceeding,- instead of becoming spontaneously 
involved i n the o f f i c i a l t o p i c of conversation..". I adopt Goffman's 
stance here, and suggest that i n p r a c t i c a l (although perhaps not i n 
e t h i c a l ) terms, p a r t i c i p a n t observation i s v a r i o u s l y a type of 
a l i e n a t i o n from i n t e r a c t i o n (above) a benign f a b r i c a t i o n (Goffman, 
1974? P 95) or a r e f a b r i c a t e d one ( i b i d , p 1 7 l ) . ^he sense, of course, 
i n which some ordinary actions share t h i s a t t r i b u t e l e g i t i m a t e s the 
s o c i o l o g i c a l v a r i e t y . Sociological research, from t h i s viewpoint, 
i s more of an exaggeration of conventional s o c i a l a c t i v i t i e s , than 
something separately constructed and separately j u s t i f i e d . 

I t would be a mistake f o r me to attempt to recapture the f l a v o u r 
of the research experience by encompassing i t w i t h i n the technical 
methodological metaphor. The research was done i n t u i t i v e l y , without 
textbooks clutched i n the l e f t hand: and so i t i s immediately unnecess
a r y to provide a ret r o s p e c t i v e technical a c c o u n t . U l t i m a t e l y , 

(a) Aside from mentioning i t , i t would be a mistake to make too much of 
the i n e v i t a b l e conclusion th a t research of t h i s sort i s merely an 
example of normal l i f e . For too much of t h i s , see P h i l i p s (1971, Ch._ 3) 

(b) Such an account would confuse o r i g i n a l i n t e n t i o n w i t h post hcc 
d e s c r i p t i o n . For comparative purposes however, looking back, the 
research seems to have wavered between the "complete p a r t i c i p a n t " 
and the " p a r t i c i p a n t as observer" (Gold, 1953). I was overt about 
research i n general, but, as i t turns out, covert about the c e n t r a l 
t o p i c of study. 
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"the e t h i c a l questions are not j u s t the r e s p o n s i b i l i t y of the researcher 
The researched must always face the r i s k that somebody w i l l "analyse" 
him behind h i s back, whether or not that somebody i s g a i n f u l l y 

( a) 
employed as a s o c i o l o g i s t . To subtract t h i s r e s p o n s i b i l i t y from 
those studied ignores t h e i r everyday competences and a b i l i t i e s . As 
one salesman said to me, some time a f t e r I had f i n i s h e d working 
f u l l time: 

" . . . I never approached you down the bakery, you 
stood out, see?...and most people r e a l i s e d that 
you stood out, you weren't suposed to be there, 
...and that was i t , you didn't look l i k e a bakery 
person... (despatch employee) i s a push 
over...he 111 give you bread any time..." 

(a) I merely wish to note here that I am aware both of the e t h i c a l 
dilemmas of research and involvement w i t h c r i m i n a l a c t i v i t y (but 
f u l l y support the programme o u t l i n e d i n Chapter 3 of Polsky, 1967) 
and of the ethical-moral problems associated w i t h secret or semi-
secret research (Erikson, l^&j; Roth I 9 6 I ct seq.). I f e e l t h a t , 
w i t h Roth, research can never be divided i n t o secret and non-secret 
and that unethical behaviour i s i n e v i t a b l e . Roth ( i b i d , p 283) says 

" . . . A l l research i s secret i n some ways and to some 
degree - we can never t e l l the subjects "everything"... 
so as long as there e x i s t s a separation of the r o l e 
between the researchers and those researched upon, the 
gathering of information w i l l i n e v i t a b l y have some 
hidden aspects even i f one i s an openly declared 
observer...". 
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INTENTIONS 

"...of what, then, am I certain? I am 
c e r t a i n only that my i n t e r p r e t a t i o n 
could be c o r r e c t . . . " 

(Abel, 1948, p A5) 

The research upon which t h i s thesis i s based was not set up 
to answer any empirical questions, or to v e r i f y o.ny empirical 
hypotheses. The i n t e n t i o n s of t h i s work are t h e o r e t i c a l , or, more 
s t r i c t l y , conceptual. I n a s t r i c t l y eirroirical sense, from the c l a s s i c a l 

( a f 
point of view, the data are patchy. A t t e n t i o n should accordingly 
be focussed not so much upon whether or not t h i s work has sa t i s f i e d , 
conventional empirical demands, but rather whether or not a c o n t r i b 
u t i o n to theory can be established. 

Chapter Four alone c o n s t i t u t e s a f a c t u a l digression: a, 
background needed not only to underpin the t h e o r e t i c a l work attempted i n 
the other chapters, but also as an i n i t i a l c o n t r i b u t i o n to a new 
empirical f i e l d . ^ ) The other chapters are p a r t i c u l a r l y intended to 
be doubly-readable: both as p o t e n t i a l t o o l s f o r ethnographic constuct-
ion, and as an e m p i r i c a l l y generated t h e o r e t i c a l discussion of various 
concepts, together i l l u s t r a t i v e of a p a r t i c u l a r s o c i a l process. 

This thesis i s not an attempt to provide a f u l l - b l o w n 

(a) A r i d e r taken, as were many other things, from Gregory Bateson 
(1973, P 9 ) . I n the sense of s t a t i s t i c a l s i g n i f i c a n c e , the data 
are possibly " d i r t y " . 

(b) Sutherland (1940, p 240) quoted a few cases of malpractice i n the 
early careers of some businessmen who were to go on to write auto
biographies. Sutherland mournfully noted (and i t i s s t i l l true today) 
t h a t : "No f i r s t hand research study from t h i s point of view has 
ever been reported". I hope, here, to redress t h i s empirical short
coming. 
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ethnography of the bread salesman, although I believe t h a t I have, 
i f only by imputation, provided a complete 'recipe' of how bread 
salesmen may successfully go about f i d d l i n g . But ethnography, as 
such, has an i n e v i t a b l e epistemologicaliy ad hoc status: i t i s 
impossible to provide a complete ethnography. My i n t e n t i o n i s not, 
then, to 'do' bread salesmen, but s p e c i f i c a l l y to explain t h e o r e t i c a l l y 
how " f i d d l i n g " (which i s a c r i m i n a l offence) can be " f i d d l i n g " 
( t h a t i s , p r a c t i c a l l y and psychologically t r i f l i n g ) . I have 
accordingly devoted a n a l y t i c a t t e n t i o n towa,rd describing those 
general s o c i a l processes by which a group of men can simultaneously 
break the c r i m i n a l lav;, and yet f u l l y believe themselves to be 
ordinary, good c i t i z e n s . I w i l l concentrate then, upon exposing the 
nature of the "enabling processes" (Rodgers and Buffalo 1974a> P 112) 
through which salesmen may simultaneously stay good and yet deviate, 
rather than upon providing analysis of bread salesmen as a r e a l , 
substantive u n i t . 

I n an i n i t i a l , simple procedural sense, the Wellbreads material 
i s not displayed here i n c l a s s i c a l doctoral sequence. To so reconstruct 
t h i s p a r t i c u l a r research experience would be to indulge i n 
"retrospective f a l s i f i c a t i o n " (Barber and Fox, 1958) of the seren-
- d i p i t y p a t t e r n which a c t u a l l y characterised the research, and to 
s l a v i s h l y kowtow to the aged academic mandate to w r i t e i n the-
v e r i f i c a t i o n r h e t o r i c . Rather than d r y l y and t e c h n i c a l l y present a 
pre-selected assortment of elements of the processes which served 
the end r e s u l t of the analysis of f i d d l i n g , I have t r i e d , instead 
to r e l a y the experiences of those studied (very s t r i c t l y speaking) as 
ordinary ones. I have attempted to lodge the analysis s p i r i t u a l l y 
somewhere between the in-human accounts so often found, i n c r i m i n o l o g i c a l 
l i t e r a t u r e , and the sub-human ones given by j o u r n a l i s t s . I t i s usef u l 
i f , as Glaser and Strauss (1967, p 3) have suggested, t h e o r i s i n g 
grounded i n s p e c i f i c empirical material should be " r e a d i l y understand-
-able to s o c i o l o g i s t s of any viewpoint, to students, and to s i g n i f 
icant laymen," So, rather than f i l l i n g i n the form of the conventional 
doctoral o u t l i n e , I have presented the material i n a l o g i c a l , rather 
than s p e c i f i c a l l y chrono-logical sequence. 
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The aim i s not c a t e g o r i c a l l y to type a nev; crime or c r i m i n a l . 
I t i s rather to i l l u s t r a t e the u t t e r l y confusing normality with which 
the c r i m i n a l enterprise can sometimes he clothed. I n so doing, one 
learns not so much about 'them' (or even, come to t h a t , about the rest 
of 'us') but that such d i v i s i o n s are f a l s e . To paraphrase Goffman 
(l96.'3, p 152), i t i s implied then, that i t i s not to the. ordinary that 
one should look f o r understanding our ordinariness, but to the d i f f e r e n t . 
I have t r i e d to understand the f i d d l i n g salesman oua person, and not 
qua f i d d l e r . Looking back ( f o r the purposes of epistemological l o c a t i o n 
and procedural comparison) I seem to have produced "grounded theory" 
(Glaser and Strauss, 1967). Grounded theory i s the opposite of l o g i c a l 
deduction from a p r i o r i assumptions. I t i s instead based upon the 
p r i n c i p l e of generating t h e o r e t i c a l propositions from observations 
i n d u c t i v e l y gained from data. I t s procedural basis i s the constant 
comparative use of ethnographic incidents (Glaser, I965) which are 
co l l e c t e d and c o l l a t e d f o r t h i s purpose. Relative s i g n i f i c a n c e emerges 
as data-saturation at each l e v e l of theory construction, wherein the 
constant comparison of incidents generates t h e o r e t i c a l properties, 
categories, and int e g r a t e d theory r e s p e c t i v e l y . 

The subsequent reduction i n status of the empirical c o n t r i b u t i o n 
to the f i n a l report necessitates a short note on the l o g i c a l nature 
of the quoted m a t e r i a l . I have not t r i e d , i n the t e x t , to indicate 
that t h i s piece was taped, t h i s statement noted immediately, that 
speech r e c a l l e d a f t e r a couple of months. I n other words, I have not 
attempted to grade the evaluative c o n t r i b u t i o n to f a c t u a l quotation. 
The i n a b i l i t y , u l t i m a t e l y , to d i s t i n g u i s h f a c t from theory - to 
separate the objective from the, however unconscious, subjective 
i n j e c t i o n , produces a dilemma. On the one hand, one might opt f o r the 
deprecating shrug - the plea f o r more o b j e c t i v i t y , and the weaknesses 
of the current r e p o r t . On the other, one might stand by the overt 
c e l e b r a t i o n of i n e v i t a b l e s u b j e c t i v i t y by encoding i t a p o l o g e t i c a l l y 
i n method. The s o c i a l s c i e n t i s t i s faced w i t h datum which i s not 
only saturated w i t h l a y i n t e r p r e t a t i o n , but also impregnated w i t h 
theory by himself. A d d i t i o n a l l y , the simu l t a n e i t y of c o l l e c t i o n and 
analysis not only b l u r s the epistemological status of the material at 
hand, but also implies the eventual collapse of data i n t o theory. To 
re t u r n to Glaser and Strauss (1967, p 45) f o r a moment, replacing the 



22. 

v e r i f i c a t i o n r h e t o r i c w i t h the discovery model of analysis involves 
one i n " t h e o r e t i c a l sampling", which i s "...the process of data 
c o l l e c t i o n f o r generating theory whereby the analyst j o i n t l y c o l l e c t s , 
codes, and analyses h i s data and decides what data to c o l l e c t next and 
where to f i n d them, i n order to develop his theory as i t emerges..". 
This p a r t i c u l a r p o s i t i o n allows data as the medium through which 
concepts should be explored: the window through which relevant theory 
i s espied. 

Adoption of the t h e o r e t i c a l sampling frame allows the analyst 
to surmount the d i f f i c u l t y of using mixed status i l l u s t r a t i v e examples 
to demonstrate l o g i c a l l y obvious categories which may f i n d no actual 
expression i n the empirical f i e l d at hand. The attempt to use the 
actual research f i e l d to germinate general conceptual and t h e o r e t i c a l 
understanding i s hamstrung i f examples drawn from personally unres-
earched f i e l d s are unavailable. Accordingly, I have also t r i e d to 
select v a l i d a t i n g examples from diverse sources which I give a 
s i m i l a r epistemological standing to material which I have e i t h e r 

( a) 
personally researched, or "clipped". G arfinkel (1956b) re f e r s to 

(a) I have t r i e d to ground possible d i s t i n c t i o n s between s p e c i f i c 
assertions about Wellbread salesmen, and general statements about 
the wider a n a l y t i c category of occupational t h e f t , by reference to 
a f a i r l y systematic c o l l e c t i o n of " c l i p p i n g s " which I have taken 
from n a t i o n a l newspapers. With varying degrees of thoroughness, I 
have scoured representative n a t i o n a l newspapers f o r any references 
to occupational crimes reported since e a r l y i n 1971' Although I 
have c o l l e c t e d reports of 120 cases of occupational t h e f t , and 
65 r e l a t e d c u t t i n g s of some r e l a t e d relevance, I only use them 
i n d i v i d u a l l y as ex-amples, and not c o l l e c t i v e l y as a sample, never
theless, t h i s material was c o l l e c t e d w i t h great care, and o f f e r s a 
p a r t i c u l a r l y u s e f u l aid in.the absence of a l t e r n a t i v e empirical 
s o c i o l o g i c a l studies i n the f i e l d . A l l "cases" were given a case 
number ( 1 to 103, and H.l to H.17) and dated as of f i r s t newspaper 
re p o r t . Only reported cases which conformed to the f o l l o w i n g 
d e f i n i t i o n of occupational t h e f t were c o l l e c t e d . "A successful 
i n i t i a t i o n of a prosecution i n the U.K., for- the i l l e g a l u t i l i s a t i o n 
of f a c i l i t i e s , or the removal and conversion to one's own use of 
company or p r i v a t e property, access to which has been gained by the 
l e g i t i m a t e persuance of an occupation." Where t h i s concerned blue-
c o l l a r workers, some (ge n e r a l l y successful) attempts were made to 
gather a d d i t i o n a l information by w r i t i n g to l o c a l newspapers 
s i t u a t e d near the i n i t i a l reported court hearing. "Clippings" 
which were i n t e r e s t i n g ( i . e . , only p a r t i a l l y s a t i s f i e d the above 
d e f i n i t i o n ) were separately c o l l e c t e d .as "cut-tj.ngs". _Ln the t e x t 
t h a t f o l l o w s , these c l i p p i n g s are re f e r r e d t o as f o l l o w s : CASES 
1-42 ( c o l l e c t e d between January 1973, and September 1974), 
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t h i s as the "documentary method". Research proceeds by c u l l i n g examples 
from d i v e r s e areas o f s o c i a l l i f e and comparing them w i t h ones 
e m p i r i c a l l y a t hand w i t h o u t a t t e m p t i n g t o impose a h i e r a r c h y o f 
a c c e p t a b i l i t y upon them. G o f f man (Preface t o 1956 ecln. o f Goffman, 
1959) suggests: "..The j u s t i f i c a t i o n f o r t h i s approach (as I take t o 
be the j u s t i f i c a t i o n o f Simmel 1s a l s o ) i s t h a t the i l l u s t r a t i o n s 
t o g e t h e r f i t i n t o a coherent framework t h a t t i e s t o g e t h e r b i t s o f 
experience the reader has a l r e a d y had..". So, f o r example i n Chapter 
S i x I have t r i e d t o i l l u s t r a t e t h e m o t i v a t i o n a l w o r l d o f the f i d d l e r 
by w i t t i n g l y comparing h i s statements w i t h those o f o t h e r s who may 
be q u i t e d i f f e r e n t s t r u c t u r a l l y . Because, however, t h e r e i s an 
e m p i r i c a l warrant f o r ethnographic d e s c r i p t i o n i n t h i s area, I have 
not merely used m a t e r i a l as a s p r i n g b o a r d f o r " f o r m a l " t h e o r i s i n g 
o f t h e s o r t recommended by Glaser and Strauss (1967). I n s t e a d , I 
have t r i e d t o p i t c h t h i s a n a l y s i s somewhere between t h a t o p t i o n , and 
the ( t h e o r e t i c a l l y i m p o s s i b l e but oft-avowed) one o f 'pure' ethnography. 
Commenting upon t h i s use o f the " n a t u r a l metaphor", G a r f i n k e l ( i b i d , 
p 190) c l a i m s : 

"...by t h i s i t i s meant t h a t t h e r e are formal 
s i m i l a r i t i e s i n the s i t u a t i o n s o f persons 
l o c a t e d at d i f f e r e n t p o i n t s i n the s o c i a l 
o r d e r . These s t r u c t u r a l l y repeated s i t u a t i o n s , 
though t h e y may be known t o the p a r t i c i p a n t s 
by d i f f e r e n t names, are o r g a n i s a t i o n a l l y 
i d e n t i c a l . . . " 

U sing t h i s method, re s e a r c h attempts t o document a v a r i e t y o f 
i n s t a n c e s , and from them deduce an u n d e r l y i n g f o r m a l p a t t e r n . I t i s 
not t h e case t h a t i m a g i n a t i o n i s s u b s t i t u t e d f o r f a c t ( n o t e here the 
p a r t i c u l a r care t h a t Goffman takes t o produce examples), on the 
c o n t r a r y , e x t r a o r d i n a r y i n s t a n c e s are sought f o r t h e i r v e r y a b i l i t y 
t o ^ r e i n t r o d u c e f a c t . Jacobs (1967, p 64) , preceeding an a n a l y s i s of 

( c o n t d ) CASES 43-103 ( s y s t e m a t i c a l l y c o l l e c t e d from the Times and 
from the Guardian between October 1974 and September 1975) and 
II.CASES (HEATHROW CASES) 1-17 ( f r o m January 1971 t o September 
1975: t h e r a c k e t s i t u a t i o n a t Heathrow i s so e x t r a o r d i n a r y t h a t 
b o t h cases and c u t t i n g s w i t h r e f e r e n c e s t o i t were c o l l a t e d 
s e p a r a t e l y ) . CUTTINGS I - 5 0 were c o l l e c t e d between January 197 3 
and September 1975, and H.CUTTINGS (HEATHROW CUTTINGS) 1-15 
were c o l l e c t e d between December 1971 and September 1975• 
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s u i c i d e notes, commented: " I t i s the auth o r ' s b e l i e f t h a t such 
v e r i f i c a t i o n i s not c o n t i n g e n t upon these notes i n p a r t i c u l a r , but 
t h a t any set o f notes c o l l e c t e d from w i t h i n t h e same c u l t u r a l 
environment v.'oulrl do as w e l l . " I would accord s i m i l a r i n t e r c h a n g e a b l e 
s t a t u s t o the c o l l e c t i o n s from my own m a t e r i a l which I have used 
below. D i v e r s e cases i n d i c a t e an u n d e r l y i n g r e a l i t y : method a l l o w s 

( a ) 
s u r f a c e d i v e r s i t y to.be drawn t o g e t h e r . 

A "Theorised Ethnography" 

"...Theory i s t h e a r t i c u l a t e d v i s i o n 
o f experience. * ' ( L a i n g , I967, p 20) 

I arn concerned somehow t o present the o r d i n a r y , d a i l y 
experiences of the salesmen. One way of doi n g t h i s would be t o 
w r i t e a n o v e l . Consider, f o r example, S o l z h e n i t s y n ' s (1968) 'day 
i n the l i f e o f t r e a t m e n t o f the p r i s o n e r , o r Bukowski's (1973) 

amazingly funny y e t a c h i n g l y s e r i o u s d e s c r i p t i o n o f 12 years as a 
postman. 

R e g r e t t a b l y , the a n a l y t i c v e r s i o n o f t h i s , t h a t L o f l a n d 
(1974, p 104) c a l l s t h e unfrained "Then They Do T h i s " e c l e c t i c 
c atalogue o f vaguely a s s o r t e d anecdotes i s r u d e l y t h e o r i s e d sub-
a n a l y s i s masquerading as r e p o r t e d ethnography. True o r f a l s e , t o 
b e l i e v e t h a t t h i s s t y l e c o n t a i n s l e s s t h e o r y ( t h a n perhaps l a t e r 
' a n a l y s i s ' ) i s s i m i l a r t o the b e l i e f t h a t some days d i s p l a y l e s s 
weather than o t h e r s . Theory, l i k e weather, i s a zero-sum concept: 
i t cannot be more or l e s s t h e r e , o n l y more o r l e s s r ecognised and 
re - o r d e r e d . Naked experience i s s t r i c t l y u n - p r e s e n t a b l e as i t stands, 
one can merely be more or l e s s aware o f the i n t r u s i o n o f the s e l f upon 
the o b j e c t o f a n a l y s i s . Thus, w h i l s t as Rock (1973) a s t u t e l y n o t i c e s 

( a ) And i n c i d e n t a l l y p r e v e n t s what Douglas ( l971» ? 15-16) c a l l s 
"Bongo-Bongoism". Bongo-Bongoism i s t o suggest of a t h e o r y : 'Ah, 
yes, t h a t may w e l l be so, but i t doesn f.t apply t o the Bongo-Bongo 
t r i b e . " 

http://to.be
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a programmatic t e n s i o n n e c e s s a r i l y e x i s t s between phenomenalism 
( n a t u r a l i s t i c r e p r o d u c t i o n ) and o s s e n t i a l i s m ( d e p i c t i n g fundamental 
s o c i a l processes) i n the study of deviance, t h e r e i s no p r a c t i c a l 
way t h a t phenomenalism can be presented.. Rock ( i b i d , p IS) adds J 
"Of course, d e s c r i p t i o n cannot ijroceed v e r y f a r i f i t i s couched 
s o l e l y i n the c o n s t r u c t s employed by the i n h a b i t a n t s o f a d e v i a n t 
v j o r l d . Some necessary a b s t r a c t i o n and e l a b o r a t i o n must be undertaken 
so t h a t the v/orld's contours are more f u l l y understood.," 

P e r v e r s e l y , the t h e o r e t i c a l i m p o s s i b i l i t y o f p r o d u c i n g pure 
ethnography l e g i t i m a t e s the o v e r t c e l e b r a t i o n of t h e o r y - i m p r e g n a t i o n . 
I hope t o i l l u s t r a t e the everyday l i f e o f the salesman by a n a l y s i n g 
i t : an a p p r o p r i a t e and ad hoc ethnography w i l l have t o be r e c o n s t r u c t e d 
by t h e reader. A l l t h a t the a n a l y s t can ever do i s l o g i c a l l y t o 
c o n s t r u c t a set of sense-assembly r u l e s - here, a s o r t o f salesman-
i n - k i t - f o r m , from which the p e r s p i c a c i o u s reader may b u i l d s e n s i b i l i t y , . 

A c c o r d i n g l y , I have not merely r e p o r t e d the experiences o f the 
salesmen, but have, at every stage, extended the e m p i r i c a l l y generated 
a n a l y s i s t o i n c l u d e d.iverse examples i n the i n t e r e s t s o f p r o d u c i n g 
f o r m a l statements. I t i s t h i s sense ( t h e p r o d u c t i o n of l o g i c a l l y 
e x h a u s t i v e t y p o l o g i e s o f t h e o r e t i c a l p o s s i b i l i t i e s , r a t h e r t h a n j u s t 
those o p t i o n s taken out by those a c t u a l l y s t u d i e d ) which d e f i n e s the 
" t h e o r i s e d ethnography". Such developed t y p o l o g i e s do not 'get any
where' , as t ^ e y are not designed t o s p e c i f i c a l l y i l l u s t r a t e e m p i r i c a l 
data-at-hand. A d m i t t e d l y , by i m p l i c a t i o n , such an approach cannot hope 
t o match the r u t h l e s s v i g o u r and e x h a u s t i v e coverage of t h e s o c i o l o g i c a l 
" p o r t r a i t " . I have not t r i e d t o s a t i s f y t h e e m p i r i c a l c h e c k - l i s t f o r 
such a p r o d u c t i o n . I n s t e a d , I have s e l e c t e d from my own experiences 
as a salesman, s e v e r a l t h e o r e t i c a l coathangers (such as motive and r o l e ) 
and upon them hung r e l e v a n t data i n such a, way as t o induce conceptual 
embellishment. 

I n p r o d u c i n g such a c o n s c i o u s l y t h e o r i s e d ethnography of 
salesmen, I have f o l l o w e d t h e r u l e of g r o u n d i n g t h e i n t e r p r e t a t i o n of 
f i d d l i n g as an "Everyman Performance". That i s , I have t r i e d t o 
O O 7"> 1 r> + n i l ^ " r 1 ! r> 1 « W + ^ A n fl "i + " I /~\ v-i <-i -p /-\ Y* ^ T 1 P r ) r " " i " ' ' 1 - " 1 ' ' A '"'̂  "**» ~f~ '~' pt v* *-» 1 r\ -v. •(* T fl r l l • i n n ' 

t o be ( a f t e r r e a d i n g them) under the circumstances a r a t i o n a l performance. 
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Bateson (1936, p l ) p u t s 'this v e r y w e l l i n the i n t r o d u c t i o n t o 
Haven: 

" . . . i f i t were p o s s i b l e adequately t o present 
the whole of a. c u l t u r e , s t r e s s i n g every aspect 
e x a c t l y , as i t i s s t r e s s e d i n the c u l t u r e 
i t s e l f , no s i n g l e d e t a i l would appear "bizarre 
o r strange or a r b i t r a r y t o the reader, but 
r a t h e r the d e t a i l s would a l l appear n e u t r a l 
and reasonable as th e y do t o the n a t i v e s who 
have l i v e d a l l t h e i r l i v e s w i t h i n the c u l t u r e . . " 

I n the absence o f r e l e v a n t e m p i r i c a l c r i t e r i a o f s i g n i f i c a n c e , 
i t i s a complex issue t o assess whether or not the a n a l y s i s which 
f o l l o w s makes f i d d l i n g appear ' n a t u r a l ' . Does the re s e a r c h succeed? 
I n a l l n o n - e r n p i r i c a l research of t h i s n a t u r e , the a n a l y s t i s face d 
w i t h the p r o c e d u r a l dilemma so a s t u t e l y d e s c r i b e d by Ma c l n t y r e 
(l973> p 1-2). He asks how we are t o decide whether or not an 
in s t a n c e o f a phenomenon i s a counter-example, or not an example 
at a l l - a dilemma, I suggest, which i n e v i t a b l y a r i s e s when grounded 
t h e o r i s i n g i s coupled w i t h a n a l y t i c i n d u c t i o n : 

"...Vie use c e r t a i n c r i t e r i a t o i d e n t i f y t h i s o r 
t h a t as g o l d or as amino a c i d or a Christmas 
pudding. I f c e r t a i n c h a r a c t e r i s t i c s are present 
and o t h e r s absent, then t h i s w i l l s u f f i c e i n a l l 
normal circumstances f o r the i d e n t i f i c a t i o n . 
But what i f t h e standard c r i t e r i a are s a t i s f i e d 
and then i t t u r n s out t h a t t h i s o t h e r w i s e normal 
g o l d emits r a d i a t i o n . . . o r t h a t t h i s Christmas 
pudding t a l k s ? . . . A r e we t o say t h a t t h i s i s not 
g o l d o r not a Christmas pudding, or are we t o 
say t h a t we were mistaken about t h e p r o p e r t i e s o f 
g o l d o r o f Christmas puddings?...." 

T h i s i s an e x t r a o r d i n a r i l y complex i s s u e . I n an attempt t o 
av o i d t h e p i t f a l l s o f i g n o r i n g i t , I have ( d u r i n g r e s e a r c h ) attempted 
what Glaser (1965) c a l l s the 'constant comparison 1 o f ethnographic 
i n c i d e n t s , u n t i l i t seemed t h a t f u r t h e r r e s e a r c h was merely b r i n g 
i n g i n repeated examples o f e m p i r i c a l l y the same ma t t e r . At t h i s 
p o i n t , a c c o r d i n g t o C-laser, the t h e o r e t i c a l c a t e g o r y i n q u e s t i o n i s 
a p p r o p r i a t e l y " s a t u r a t e d " . I am not convinced t h a t Glaser s a t i s f a c t 
o r i l y r e s o l v e s the H a c l n t y r e Dilemma ( o r , indeed, t h a t i t i s a t a l l 
r e s o l v a b l e ) and, r a t h e r than c l o s e any o p t i o n s , I have most 
p r o b a b l y over quoted the experiences of the salesmen i n the t e x t . 
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T h i s seemed t o be a w i s e r d e c i s i o n than t h a t recommending a j u d i c i o u s 
s e l e c t i o n o f what might be a r e p r e s e n t a t i v e experience, The same issue 
a r i s e s again d u r i n g t h e o r e t i c a l work: Are the t y p i c a l s o c i a l i s i n g 
experiences o f r e c r u i t s t o Wcllbreads s u f f i c i e n t l y s i m i l a r t o 
those o f r e c r u i t s elsewhere t o warrant c a l l i n g t h i s experience 
a 'moral career'? Or, are t h e d i f f e r e n c e s ( w h i c h c e r t a i n l y e x i s t ) 
s u f f i c i e n t l y g r e a t t o warrant i n v e n t i n g a d i f f e r e n t t h e o r e t i c a l 
tag? F u r t h e r , should I say t h a t i t i s not a 'moral career'? Or, 
perhaps, t h a t i t i s a 'sub-type'? Or ( f i n a l l y ) t h a t t h i s piece o f 
re s e a r c h i s s u f f i c i e n t evidence t o change the d e f i n i t i v e c o n d i t i o n s 
e s t a b l i s h i n g the presence of moral careers? 

I have r e s o l v e d t h i s issue 021 a pro r a t a / ad hoc i n t u i t i v e 
b a s i s when i t has a r i s e n . E s t a b l i s h i n g ' s u f f i c i e n t d i f f e r e n c e ' t o , 
or ' s u f f i c i e n t s i m i l a r i t y ' w i t h p r e v i o u s f o r m u l a t i o n s i s always an 
i d i o s y n c r a t i c d e c i s i o n . - ( w h e t h e r or not i t i s d e c l a r e d as such) and 
i s , t h u s , one always open t o c r i t i s i s m . 

Grounding the i n t e r p r e t a t i o n o f f i d d l i n g as an Everyman 
Performance i n v o l v e s t h e a n a l y s t i n making what we might c a l l the 
"Hughes Assumption". Hughes (1962, p 25) asks: 

"...How c o u l d such d i r t y work be done among 
and, i n a sense, _by_ the m i l l i o n s of o r d i n a r y , 
c i v i l i s e d German People?... You w i l l see t h a t 
t h e r e are two o r d e r s o f q u e s t i o n s . One set 
concerns the good people who d i d not themselves 
do t h i s work. The o t h e r concerns those who d i d 
do i t . But t h e two s e t s are not r e a l l y s eparate; 
f o r the c r u c i a l q u e s t i o n concerning the good 
people i s t h e i r r e l a t i o n t o the people who d i d 
t h e d i r t y work, w i t h a r e l a t e d one which asks 
under what circumstances good people l e t t h e 
o t h e r s get away w i t h such a c t i o n s . An easy 
answer c o n c e r n i n g the Germans i s t h a t t h e y 
were not so good a f t e r a l l . We can a t t r i b u t e 
t o them some s p e c i a l i n b o r n or i n g r a i n e d race 
consciousness, combined w i t h a penchant f o r 
s a d i s t i c c r u e l t y and. u n q u e s t i o n i n g acceptance 
of whatever i s done by those who happen t o be i n 
a u t h o r i t y . . . ( b u t ) I o n l y want t o c l o s e one easy 
way out o f s e r i o u s c o n s i d e r a t i o n o f t h e problem 
of good p r o p l e and d i r t y work, by d e m o n s t r a t i n g 
t h a t the Germans were and are about as good and 
about as bad as the r e s t o f us..." 
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The concern i s not merely t o l o c a t e a co n t e x t i n which 
i n t e l l i g i b i l i t y f o r a l l ' the data can be found ( a l t h o u g h t h i s i s 
als o the case ) , i t i s r a t h e r t h a t we have t o e x p l a i n t h a t good 
people do d i r t y work not because t h e y are r e a l l y bad people, but 
because, under t h e circumstances, d i r t y work i s what good people do. 
Lemert 1s (1962) b r i l l i a n t a n a l y s i s i f p a r a n o i a i s a f i n e example 
of p e r f e c t a n a l y t i c o p e r a t i o n o f the Hughes Assumption. Lernert 
d e l i c a t e l y e x p l a i n s p a ranoia i n such a way t h a t at every stage 
the reader should e x c l a i m t o h i m s e l f : "WhyI t h a t ' s j u s t what I 
would d o / s a y / f e e l I " Both the a c c u s a t i o n s , and f e e l i n g s o f paranoia 
become, under L e m e r t 1 s s k i l l f u l t u t e l a g e , an Everyman Performance. 

T h i s i s not a demand f o r t h e a n a l y t i c p r o d u c t i o n o f l o g i c a l 
and o b j e c t i v e t r a n s p e r s o n a l c r i t e r i a o f the good, which r e s e a r c h 
c o u l d attempt t o match w i t h t h e sample. I n s t e a d , vie ask how i t 
c o u l d happen ( n o t j u s t i n the t e c h n i c a l sense, b u t ) , a f t e r making 
the Hughes Assumption, what s o c i a l processes are necessary f o r a 
su c c e s s f u l i n f r a c t i o n and the r e t e n t i o n o f "goodness". To add a 
r a t h e r c l e v e r (and p r o t e c t i v e ) q u a l i f i c a t i o n : Donald Cressey (1953) : 

has s u c c e s s f u l l y demonstrated embezzlement as an Everyman Performance. 
F o l l o w i n g the r e c i p e s p r o v i d e d by Gressey would generate s u c c e s s f u l 
embezzlement w i t h o u t any i n f r i n g e m e n t o f the a c t o r ' s moral s o c i e t a l 
s t a t u s . Cressey c e r t a i n l y makes the a c t i v i t y ^reasonable": but can 
we, a f t e r N e t t l e r (1974) ^dd t h a t n e v e r t h e l e s s , i t i s e m p i r i c a l l y 
l i k e l y t h a t embezzlement w i l l occur f o r "bad" ( t h e t r a d i t i o n a l 
' f a s t women and slow horses') r a t h e r than "good" (Cressey's) reasons? 
The answer, I t h i n k , l i e s i n the perhaps reduced ( b u t sounder) c l a i m 
f o r the Hughes Assumption. We may say t h a t v / h i l s t Cressey i s c e r t 
a i n l y m e t a p h o r i c a l l y c o r r e c t , N e t t l e r may w e l l be l i t e r a l l y so. 
However, m e t a p h o r i c a l goodness (as a programmatic goal f o r r e s e a r c h ) 
serves t o j u s t i f y c o n c l u s i o n s which run co u n t e r t o p r a c t i c a l badness 
and moral i m p e r f e c t i o n ( n e c e s s a r i l y ) assumed by enforcement agents 
and enforcement s o c i o l o g i s t s . 

I hope t o do f o r the f i d d l e r what ( a l b e i t i n a d i f f e r e n t way) 
Cressey d i d f o r the embezzler. The assumption i s t h a t one's s u b j e c t s 
are good: I have made i t o f the salesmen. 



Chapter Two 

PROCESS: The Moral Career o f the R e c r u i t 
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OCCUPATIONAL THEFT AND MORAL CAREERS 

To s t a r t w i t h : 
"...How I s t a r t e d was q u i t e funny r e a l l y , I 
was a t the mushroom f a c t o r y r and I was o f f e r e d 
a j o b d r i v i n g f o r t h i s o t h e r f i r m . . . s o I handed 
i n my n o t i c e , and then t h e y s a i d I hadn't got 
the r i g h t l i c e n c e f o r the job..and t h a t was s o r t 
of panic s t a t i o n s . . . so I went up t o th e bakery.. 

" . . . t h e n , I was a goody-goody, a l i t t l e honest 
innoce n t l i t t l e boy, I d i d n ' t know no t r i c k s . . . 
no, I was j u s t an innocent l i t t l e boy...20 years 
o l d . . . " 

" . . . I saw i t i n the paper, and I went down f o r 
an i n t e r v i e w . . . a n d I ' l l be honest w i t h you, he 
h a d n 1 t been t a l k i n g f o r l o n g , when I wondered 
what the h e l l he was t a l k i n g about...he t o l d me 
the p i t f a l l s , the t h i n g s you might come up 
a g a i n s t , b ut I don't t h i n k he mentioned the 
company much...he d i d n ' t t r y and s e l l me the 
j o b , he j u s t t o l d me the f a c t s o f the j o b . . . " 

Then: 
" . . . I r e a l i s e d t h a t f i r s t day t h a t I'-d have t o 
l e a r n a l o t more than I t h o u g h t . . . " 

" . . . I wasn't t o know, but a l l he was concerned 
w i t h a l l t h e f i r s t few days, I d i d n ' t know 
n o t h i n g , a l l he taugh t me was where t o go, t h a t 
was t h e main t h i n g . . . " 

"...as we went round, I g r a d u a l l y took a b i t 
more i n t e r e s t , and t h o u g h t : 'Well, t h e r e are 
f i d d l e s i n t h i s ' , I reckoned t h e r e were b e f o r e 
. . . ( b u t ) I was dim from t h e s t a r t , I j u s t 
f o l l o w e d him round, and on the t h i r d day, I 
c a r r i e d the basket up t o th e door, and he d i d 
a l l t h e money...it wasn't u n t i l the t h i r d day 
t h a t I r e a l i s e d he was adding i t on..." 

"...he d i d n ' t t e l l me much about i t , not a t 
f i r s t , lie j u s t used t o add a penny and a h a l f 
penny on...he d i d n ' t t e l l me too much about i t . . 
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L a t e r : 
" . . . t h i s i s the best 'way t o e x p l a i n t o a chap, 
what I say i s : 'Everybody makes mistakes, and 
one o f these days, you're g o i n g t o lose a f i v e r , 
so make a penny where you can, and you 1 1 1 always 
be covered ther., and they won't be s t o p p i n g 
money out o f your wage packet' .." 

". . . t h e n , he near enough s a i d : 'This'11 h e l p you 
run your car and buy c i g a r e t t e s ' . . s o r t o f say i t 
and l a u g h . . . " 

Then: 
"...but I never r e a l l y d i d i t , not f o r the f i r s t 
s i x months, I d i d n ' t know much about i t . . . I j u s t 
c a r r i e d on, and charged the r i g h t p r i c e s . . . U n t i l 
W c l l b r e a d s t a r t e d t o say I was s h o r t , and a l l the 
r e s t o f i t . . . " 

"...when I was w i t h him, he used t o put on the 
bottom o f the debt-sheet: ' i l 2 Discount' , put a 
c i r c l e around i t , and put h i s i n i t i a l s t h e r e . . . 
w e l l , a f t e r a b i t I c o t t o n e d on t o t h i s , then I 
used t o w r i t e a d i s c o u n t i n , put a c i r c l e around 
i t , and s c r i b b l e near i t , hand i t i n and get a 
d i s c o u n t . . " 

"... t h e y used t o say: 'Put a penny on here, and 
a h a l f on h e r e ' . . . i t was the f i r m t h a t made me 
change... once you t h i n k a t the end o f the week, 
'Oh', here's an e x t r a £3 i n my pocket, I ' l l t r y 
and do i t a g a i n next week' ... t h a t ' s how i t carrjeS 
on..." 

" . . . I don't w o r r y about i t now...I clo know t h a t 
i f I d i d n ' t overcharge... my re c . wouldn't come 
out r i g h t , I can't t h i n k o f anybody down t h e r e 
who i s n ' t d o i n g i t . . . i t ' s p a t h e t i c r e a l l y , but 
you c o u l d n ' t s u r v i v e w i t h o u t doing i t . . . " 

And, f i n a l l y : 
" ...Let's face i t , you can t e l l them a n y t h i n g and 
t h e y ' l l b e l i e v e i t . . . a n y b o d y can do anybody, t h e y 
t h i n k t h e y ' r e wise t o you, and what yoa do, but 
the y haven't got any i d e a . . . I sometimes wonder how 
the h e l l some o f these shops ever make a p r o f i t . . . " 

"...Look, i n every j o b , where t h e r e ' s a l o o p h o l e , 
t h e r e ' s a f i d d l e . . . " 

"...he's got cash, and anybody who takes cash i s 
on the f i d d l e . . . " 

" . . . I ' v e had a h e l l o f a week, I made £18 on Monday 
alone, and j u s t y e s t e r d a y , I made £ 3 2 . . . " 
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"...he's been doing a ton... ( £ 1 0 0)...on the s i d e , 
t h e y ' r e j e a l o u s . . . b u t i f t h e y ' r e going t o t i g h t e n 
up on everybody, t h e y ' l l l o s e them a l l , i f nobody 
can make a penny on a perk, nobody's g o i n g t o s t a y 
...you can take t h a t . . . n o t one w i l l s t a y . . . " 

These c h r o n o l o g i c a l l y arranged, e x c e r p t s from the o c c u p a t i o n a l 
b i o g r a p h i e s o f experienced salesmen were c o l l e c t e d e i t h e r i n 
c o n v e r s a t i o n s t h a t I had w i t h t h e men w h i l e I was a p a r t i c i p a n t 
observer i n the Sales department, or l a t e r d u r i n g taped i n t e r v i e w s . 
The easy c o m p a t i b i l i t y o f these t i t b i t s from salesmen's l i f e -
accounts p o i n t s t o an u n d e r l y i n g c o n t i n u i t y o f experienced progress 
d e r i v e d from the e x i s t e n c e o f s o c i a l i s i n g p a t t e r n s which cannot 
w h o l l y be t r a c e d t o i n d i v i d u a l p r e d i l e c t i o n s . The reason f o r q u o t i n g 
t h i s p a s t i c h e of comment i s t o throw some a n a l y t i c l i g h t on the 
processes i n v o l v e d when an employee goes bent. I n t h i s case, how 
and why salesmen, from b e i n g raw and innocent r e c r u i t s , become 
adept and experienced " f i d d l e r s " . 

Some measure o f sympathy f o r p r a c t i t i o n e r s of t h e " f i d d l e " 
emerges from a c o n s i d e r a t i o n of t h e i r harsh employment c o n d i t i o n s . 
As Sharpe (1974) a s c o r b i c a l l y n o t i c e s : " I f t h e r e i s an a r i s t o c r a c y 
of l a b o u r the bakery worker i s , w i t h o u t doubt, the peasant." For 
a s i x day week, w i t h some workdays of over 14 hours, salesmen are 
p a i d on a f l a t - r a t e s a l a r y b a s i s coupled w i t h commission earnings 
f o r p a s s i n g i n d i v i d u a l s ales t a r g e t s , and bonus earnings f o r good 
s a l e s r e c o r d s d u r i n g s p e c i a l c o m p e t i t i o n s . T h i s employment s t r u c t u r e 
produced an average earnings f i g u r e ( i n the research summer o f 1973) 

o f £ 3 2 . 5 0 per week gross . On t o p o f t h i s , s a les l i f e i s o r g a n i s a t i o n 
a l l y c o n s t r u c t e d f o r each salesman i n terms o f weekly f i n a n c i a l 
a c c o u n t a b i l i t y . Every salesman i s h e l d t o be p e r s o n a l l y r e s p o n s i b l e 
f o r e n s u r i n g t h a t t h e cash c o l l e c t e d by him from h i s customers 
s a t i s f a c t o r i l y matches the value o f the goods despatched t o him. 

To ensiire f u l f i l m e n t o f such d u t i e s , o f f i c e s t a f f s prepare a 
weekly a u d i t f o r each man, but sy s t e m a t i c and s o p h i s t i c a t e d means 
of c hecking these v e r d i c t s are r e g u l a r l y denied salesmen. I n d i v i d u a l 
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r e s p o n s i b i l i t y i n e n s u r i n g t h a t a s u i t a b l e balance i s n e g a t i v e l y 
achieved by managerial a p p r o p r i a t i o n s from the wage packets of those 
whose f i n a n c i a l v e r d i c t i s ' s h o r t ' of t h e r e q u i r e d sum. I n s i g n i n g 
an employment ' c o n t r a c t ' w i t h the f i r m on e n t r y , most men b e l i e v e 
t h a t such deductions are l e g a l l y e n f o r c a b l e . Such an employment 
s t r u c t u r e might beg a more bas i c q u e s t i o n than why employees go 
bent. Why do they j o i n the f i r m i n the f i r s t place? 

The managerial r e c r u i t m e n t and t r a i n i n g t a c t i c s not o n l y 
manage t o impress s u f f i c i e n t numbers of e n t r a n t s t o balance a h i g h 
v/ork—force t u r n o v e r t h r o u g h c o n t r o l l e d suppression and r e l e a s e o f 
u n f a v o u r a b l e i n f o r m a t i o n ; but a l s o , those managerial d e l e g a t e s 
c r e d i t e d w i t h l o o k i n g a f t e r novices are h e l d p e r s o n a l l y r e s p o n s i b l e 
f o r e n s u r i n g t h a t c o n t r i v e d , staged c o r r u p t i o n of neophytes occurs 
d u r i n g the t r a i n i n g p e r i o d . The processes of t r a n s f o r m a t i o n of 
n a i v e t e i n t o s o p h i s t i c a t i o n r e l y upon s u c c e s s f u l i n t e r n a l i s a t i o n 
by the r e c r u i t o f two o p e r a t i o n a l premises o f the Wellbread Sales 
department: f i r s t l y , t h a t t h e department must remain s o l v e n t i n the 
accomplishment o f i t s p r a c t i c a l a f f a i r s ( t h e sum o f i n d i v i d u a l a u d i t s 
must not be i n t h e r e d ) ; and secondly, the o c c u p a t i o n a l b e l i e f t h a t 
the processes of c o n v e r t i n g bread i n t o money are f r a u g h t w i t h 
i n e v i t a b l e mistakes d i s a d v a n t a g i n g the depar+ment. 

The essence o f s u p e r v i s o r ' s s t r a t e g i e s f o r the p r e s e n t a t i o n 
o f t a s k - r e l e v a n t i n f o r m a t i o n t o neophytes i s t h a t i n t e r p r e t a t i o n s 
are o n l y dispensed i f s u i t a b l e degrees o f commitment t o t h e f i r m can 
be p e r c e i v e d . T r a i n i n g thus c o n s i s t s o f a process of i n f o r m a t i o n 
t r a n s m i s s i o n , a c c e l e r a t i n g at p e r c e p t i v e t u r n i n g p o i n t s i n the 
d e f i n e d u n d e r s t a n d i n g o f t h e r e c r u i t . By the time the newcomer 
r e a l i s e s q u i t e what i s expected of hirn, i t i s hoped t h a t h i s progress 
has made the p r e v i o u s l y u n t e n a b l e d i g e s t i b l e , and t h a t h i s commitment 
t o the f i r m d i s s o l v e s any l i n g e r i n g doubts t h a t he may have concern
i n g t he p r o p r i e t y o f sales l i f e . 

I n s h o r t , onoe the ( a p p a r e n t l y honest) a p p l i c a n t has s u r v i v e d 
t h e r i g o r s o f the i n t e r v i e w , he i s e l e c t e d t o t r a i n e e - s t a t u s , where, 
w h i l s t l e a r n i n g the j o b , he i s g r a d u a l l v made av.Tare o f the f a c t t h a t 
'mistakes' ( r e s p o n s i b i l i t y f o r which he has a l r e a d y agreed t o ) and 



33. 

thus 'shortages' are i n e v i t a b l e . Once low pay and l o n g hours 
have become a r e a l i t y f o r him, he i s considered t o be m o r a l l y and 
t e c h n i c a l l y ready f o r a de m o n s t r a t i o n t h a t b o t h problems may be 
solv e d by ov e r c h a r g i n g customers. For most men, the r e l i e f a t 
f i n d i n g a s o l u t i o n d i l u t e s any remaining moral qualms, and many 
go on from here t o make money f o r themselves i n ways not e x p l i c i t l y 
accepted by the f i r m . 

Thus, we are faced not w i t h a c o n v e n t i o n a l example o f b l u e -
c o l l a r o c c u p a t i o n a l t h e f t . U s u a l l y , employees e i t h e r adopt i l l i c i t 
means t o rob the o r g a n i s a t i o n which employs them, (see, eg, D a l t o n , 
I964), or th e y u t i l i s e occasions o f managerial l a x i t y and t o l e r a n c e 
t o s t e a l from customers (e g , sec Mars, 1974)«°^ At Wellbreadc, 
i n s t e a d wc c o n f r o n t a s i t u a t i o n where i n s t i t u t i o n a l s o c i a l i s i n g 
arrangements are d e l i b e r a t e l y c o n s t r u c t e d i n o r d e r t o coax and 
coach r e c r u i t s t o co n s p i r e w i l l i n g l y and e f f i c i e n t l y i n s y s t e m a t i c 
o r g a n i s a t i o n a l c o r r u p t i o n , whose i n t e n t i o n i s r e g u l a r l y and 
i n v i s i b l y t o rob bona f i d e c l i e n t s , on b e h a l f of and a t the behest 

J? J . I ( C ) ox t h e company. 

( a ) P h i l i p G o r r i g a n has p o i n t e d out ( i n p e r s o n a l communication) t h a t 
t h i s s t r i c t l y n o t i c e s t h e neophytes' ' s i t u a t e d honesty', r e l a t i v e 
t o what i s here expected of him. Honesty i s o n l y t a c t i c a l : few 
workmen have not had something away at some ti m e , and thus i t i s 
subsequently a moot p o i n t as t o whether or not t r a n s f o r m a t i o n i s 
" r a d i c a l " or " o r d i n a r y " (McIIugh, 1965-66, p 357;. I suspect t h a t 
those r e c r u i t s who leave m o r a l l y a f f r o n t e d would r e q u i r e system
a t i c d e s o c i a l i s a t i o n and r e s o c i a l i s a t i o n , and not t h e mere 
e l a b o r a t i n g s o c i a l i s a t i o n t h a t t h e y r e c e i v e . Honesty i s thus 
"frame r e l e v a n t " (Goffman, 1974> P 573), and i t i s not r e l e v a n t 
t o t h e working c l a s s r e - w o r k i n g o f work. 

( b ) A l t h o u g h most of the t r a i n e d salesmen go on t o l a t e r develop 
a p o r t f o l i o of employee t h e f t t echniques t h a t g e n e r a l l y i n c l u d e s 
these types (see, Chapter F o u r ) , b o t h i n the sense o f t h e i r 
c h r o n o l o g i c a l moral development and i n t h a t o f s o c i o l o g i c a l 
( t h e o r e t i c a l and e m p i r i c a l ) r e l e v a n c e , ' f i d d l i n g ' i s a p r i o r 
and more i m p o r t a n t t y p e . 

( c ) T h i s i s a ni c e example of what Leonard and VJeber (1970, p 416) 
s y m p a t h e t i c a l l y and s e l f - e x p l a n a t o r i l y c a l l "coerced" crime. 
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We may c h a r a c t e r i s e t h i s s i t u a t i o n as b e i n g an example of 
the way t h a t s t r a t e g i c a l l y managed "disengaged involvement" by the 
p o w e r f u l ( t h e i r power o v e r r i d e s the apparent c o n t r a d i c t i o n i n t h a t 
phrase by f i a t ) produces the e f f e c t of an " i l l u s o r y p a r t n e r s h i p " ^ a ^ 
i n crime, which, when the chips are down, becomes w h o l l y one-sided 
c o l l u s i o n . ̂ 3 ̂  The management i m p l i c i t l y encourage the f i d d l i n g 
a c t i v i t i e s o f t h e i r men, but do so v i a a meta-cornmunicative wink -
a secondary i n j u n c t i o n ('don't f i d d l e ' ) a c t u a l l y c o n t r a d i c t i n g 
the f i r s t ( 1 f i d d l e ' ) - making i t s i m u l t a n e o u s l y c l e a r t h a t the 
pr i m a r y message w i l l be denied i n any dangerous s i t u a t i o n s . Those 
of the men p e r c e p t i v e enough t o a c c u r a t e l y read the accompanying 
meta-message f i n d no solace i n the hidden r i d e r which p r e v e n t s 
them from s u c c e s s f u l l y exposing the c o n t r a d i c t i o n which d e f i n e s t h e i r 
s a les employment. U l t i m a t e l y , the management are more l i k e l y t o 
be b e l i e v e d i n any enforcement s i t u a t i o n t h a n the men. 

Thi s s i t u a t i o n i s a weak, h e t e r o c l o x i c a l d o u b l e - b i n d 
( d e r i v e d from Bateson, 1942, et seq., expanded i n Chapters Three and 
Po u r ) . That i s , t h e v i c t i m s can 'comment* on t h e i r s i t u a t i o n ( t h e 
men f r e q u e n t l y and v o c i f e r o u s l y p o i n t t o managerial 'double-standards') 
and i t i s i n a h e t e r o d o x i c a l d i r e c t i o n ( i t i s s p e c i f i c a l l y symmetrical 
w i t h g e n e r a l power d i r e c t i o n s ) . I t i s a d o u b l e - b i n d , r a t h e r than a 
mere b i n d , as the v i c t i m s ' comments, w h i l s t u s e f u l f o r o t h e r purposes, 
cannot undo the s i t u a t i o n . Thus a r e l a t i v e l y e f f e c t i v e 'can't w i n 1 

s i t u a t i o n f o r the men, i s , t r a n s v e r s e l y , a 'can't l o s e ' one f o r 
management. 

( a ) The Wellbreads s i t u a t i o n i s an a c t i v e " i l l u s o r y p a r t n e r s h i p " . I n 
ot h e r words, the management are p e r s o n a l l y i n v o l v e d i n , and t h e n 
disengaged from each r e c r u i t , and do not p a s s i v e l y r e l y upon 
h i s t o r i c a l precedent and workforce custom t o produce the rewards 
t h a t t h e y g a i n from workforce f i d . d l i n g . The l a t t e r i s t r u e i n 
c o n v e n t i o n a l wage-theft systems which share a f a m i l y resemblance 
t o t h e c u r r e n t s i t u a t i o n inasmuch as t h e y provid.e s u f f i c i e n t l e g a l 
d i s t a n c e between the payment o f low wages, and the subsequent 
i l l i c i t supplementary income. ( T h i s i s more f u l l y d e s c r i b e d i n 
Chapter F o u r ) . 

( b ) Very n i c e l y r e f e r r e d t o by Goffman as c o l l u s i o n w i t h the e x c o l l u d e d 
(Goffman, 1974> P 575). The t r i a l s r e p o r t e d as the I n c r e d i b l e 
E l e c t r i c a l Conspiracy show how l e g a l l y e f f e c t i v e "disengaged 
i n v o l v e m e n t " can be; see Geis (1967); Smith (1961); Brooks (1969)* 
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T h i s i s the sense i n which t h e bread salesman l i v e s h i s 
o c c u p a t i o n a l l i f e as a wry r e f l e c t i o n o f the s t r u c t u r a l f a c t t h a t 
a l l workers l i v e the c o n t r a d i c t i o n s of c a p i t a l i s m . 

I n i t s s i m p l e s t e m p i r i c a l form, " f i d d l i n g " i s o v e r c h a r g i n g . 
The salesman overcharges the customer as a way o f e x e r t i n g c o n t r o l 
i n , and p r o f i t from customer t r a n s a c t i o n s . The o r g a n i s a t i o n o f 
i n t e r n a l company a c c o u n t i n g however, d i v i d e s and co m p l i c a t e s the 
process. The f i r s t stage ("making" money) e x p l o i t s the t r u s t f u l 
b a s i s o f c u s t o m e r - r e l a t i o n s s p e c i f i c a l l y b u i l t up f o r t h a t purpose, 
w i t h t h e t a l e n t and poise of the con-man. The second stage ( " t a k i n g " 
the p r o f i t ) i s engineered w i t h the d e l i c a t e p o s i t i o n a l cover o f the 
embezzler. I n t e r p e r s o n a l t r u s t i s t h e s t r u c t u r a l b a s i s f o r c o r r e c t 
f i d d l i n g , and once e s t a b l i s h e d , t h e customer i s deluded i n t o 
r e g u l a r o r p e r i o d i c a d o p t i o n o f the l o s e r r o l e . The ' f i d d l e ' i s 
n o r m a l l y c l o t h e d i n the p r o t e c t i v e f i c t i o n o f the l e g i t i m a t e 
r i t u a l s a l e s a c t i v i t y which p r o v i d e s o p e r a t i o n a l p r o t e c t i o n f o r 
the f i d d l e r and i l l u s i v e s a t i s f a c t i o n f o r t h e consumer. 

I w i l l a t t e n d t o the problem o f d e f i n i n g f i d d l i n g again i n 
Chapter Four. To b r i e f l y a n t i c i p a t e those arguments: a ' f i d d l e ' i s 
a t h e f t by a s e r v i c e agent from h i s oustomer which i s p r a c t i c e d i n 
such a way as t o make i t i n t e r a c t i o n a l l y and i n v e n t o r i l y i n v i s i b l e . 
T h e f t from t h e f i r m by a s e r v i c e agent ( i r r e s p e c t i v e o f whether or 
not i n v e n t o r i e s have been a l t e r e d t o cover t h e l o s s ) i s e i t h e r 
" s t e a l i n g " , when openly i n d i v i d u a l i s t i c , o r " d e a l i n g " when i t a l s o 
i n v o l v e s the s u b v e r s i o n of o t h e r employees. T h i s d i s t i n c t i o n between 

( a ) 
f i d d l i n g and s t e a l i n g i s not f o r m u l a t e d t h r o u g h . c o n s i d e r a t i o n of 
l o g i c a l c r i t e r i a , but i s one f i r m l y and i r r e f u t a b l y made by the 
bakery management. I have taken t h i s ' r e a c t i o n t o deviance' by the 

( a ) Henry (1974)? w o r k i n g at the supra-ethnographic l e v e l , i n t e r e s t i n g 
t akes the t e c h n i c a l c r i t e r i a o f the p r o v i s i o n of i n v e n t o r y - c o v e r 
(as opposed t o my own c r u c i a l c r i t e r i a o f who loser.) as d e f i n i t i v e 
o f which t h e f t s count as f i d d l e s , and which as s t e a l s . C u r r e n t l y , 
b o t h these f o r m u l a t i o n s have some ad hoc u t i l i t y (as does Gera l d 
1'ia.rs' , .197 3, e a r l i e r f o r m u l a t i o n d e f i n i n g ' f i d d l e s ' as the group 
noun r e l e v a n t t o a l l employee t h e f t t e c h n i q u e s ) and n e i t h e r y e t 
i s u n i v e r s a l l y accepted. Again, I w i l l develop t h i s i n Chapter Fou 
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p o w e r f u l as b e i n g more persuasive 'than any a n a l y t i c c o n s i d e r a t i o n s 
as i t , r a t h e r than any l o g i c a l f o r m u l a t i o n s , d i c t a t e s the r e a l i t y 
a t hand. To i l l u s t r a t e t h i s , I once asked a sa l e s s u p e r v i s o r why 
men were sacked f o r ' f i d d l i n g ' . He s a i d : 

"...Who?...Who gets f i r e d f o r f i d d l i n g then? 
I've never known anybody get f i r e d f o r f i d d l i n g 
s i n c e I've been here...can you name anybody? 
( I d i d ) . . A h I , he wasn't caught f o r f i d d l i n g , 
was he?...he was s t e a l i n g . . . I know i t sounds 
f u n n y . . ( b u t ) t h e y don't care what you do i n 
shops, as l o n g as the s a l e s are O.K., and you 
don't come s h o r t . . . t h a t b l oke ( t h a t I had 
mentioned) was t a k i n g i t from despatch, and 
t h a t ' s an e n t i r e l y d i f f e r e n t t h i n g . . . " 

As a t h e o r e t i c a l problem, f i d d l i n g i s a s p e c i a l k i n d o f 
deviance. As i t i s d e c i d e d l y not i n the i n t e r e s t s o f those i n the 
know t o attempt t o c l e a n up the problem, accomodation prompts 
processes o f s t r u c t u r a l n o r m a l i s a t i o n t o i n t e r v e n e at weak p o i n t s 
i n the f i d d l e - s y s t e m t o prevent a c t i o n b e i n g taken. T h i s s u b t r a c t i o n 
of c o n t r o l p r e c i p i t a t i n g meaning from the i n f r a c t i o n s h o r t - c i r c u i t s 
the u s u a l deviancy e n t r a p m e n t - a m p l i f i c a t i o n s p i r a l . Salesmen even 
o c c a s i o n a l l y f i n d t h a t t hey can f i d d l e w i t h the f u l l knowledge, 
and even c o o p e r a t i o n , o f the customer'. For example, one man s a i d : 

"...some of them don't c a r e , one o f my customers 
t o l d rne t h i s summer t h a t he had t o add so much 
on t o one of h i s customer's b i l l s t o cover what 
I f i d d l e d him...so he o b v i o u s l y knew I was f i d d l i n g 
him, b ut he wasn't bothe r e d , he passes the f i d d l e 
on..." 

Because the salesmen do not have t o cope w i t h the a d d i t i o n a l 
problems o f o t h e r s a t t e m p t i n g t o mal i g n t h e i r c h a r a c t e r s , they do 
not have t o r e c o n s t r u c t a p r i v a t e s e l f i n accord w i t h d r a s t i c changes 
i n t h e i r p u b l i c i d e n t i t y . Every r e c r u i t i s a l l o c a t e d a 'round' of 
customers, each w i t h a h i s t o r y o f customer-roundsman i n t e r a c t i o n s , 
s p e c i f i c a l l y c o l o u r e d w i t h the successive b i o g r a p h i e s o f departed 
salesmen. They d i s c o v e r a " s i t u a t e d s e l f " (Goffman, 196la, p 4 l ) 

a w a i t i n g them i n the e x p e c t a t i o n s o f t h e i r customers. T h i s i d e n t i t y 
develops s e p a r a t e l y from the r e a l 'me' t h a t each man c o n s t r u c t s 
out o f work hours, and i s r a r e l y aggregated w i t h o t h e r moral 
experiences i n the p r o d u c t i o n of a complete s e l f . Thus, f i d d l i n g i s 
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supported "by t h e p a r t - t i m e s e l f of work, and thus has a u x i l i a r y 
o r p a r t i a l ( r a t h e r than master) s t a t u s i n the develonment o f each 

( a ) 
man's i d e n t i t y . Supported i n t h i s way, f i d d l i n g has an o c c a s i o n a l 
q u a l i t y f o r the p r a c t i t i o n e r ' s psyche. As Becker (1968b, p 335-6) 

suggests, i t o n l y becomes p a r t of a way of l i f e : 
" . . . T h e i r " c r i m i n a l " a c t i v i t i e s are n o t , f o r 
them, the one o v e r r i d i n g f a c t about themselves 
which they must never f o r g e t , which they must 
always c o n s i d e r , no m a t t e r what they p l a n t o do. 
Crime i s , i n s t e a d , j u s t another of t h e i r many 
a c t i v i t i e s , e x c i t i n g and d a r i n g f o r some, r o u t i n e 
and commonplace f o r o t h e r s . . . ( h e ) expects, at 
the c l o s e of the d a y 1s a c t i v i t i e s t o go about 
h i s normal business l i k e any o t h e r c i t i z e n . . . " 

P i d d l i n g , t h e n , does not become ' d e v i a n t ' as a r e a c t i o n t o 
( o r as the p a r a d o x i c a l and un i n t e n d e d consequences o f ) s o c i a l c o n t r o l , 
but i s a s t r a i g h t f o r w a r d c o n s t r u c t i o n of m a l p r a c t i c e as the 
i n t e n d e d ( a l b e i t p o s s i b l y v e r b a l l y disavowed) consequence o f 
p r a c t i c a l business p o l i c y . F i d d l i n g i s thus primary d e v i a t i o n ( i n 
t h e sense of i t s i m p l i c a t i o n s f o r the s e l f ) and the a c t i o n s of 
c o n t r o l l e r s a c t i v e l y p r e v e n t , r a t h e r than e x p l i c i t l y seek, the 
usu a l development o f secondary d e v i a t i o n . W h i l s t e s s e n t i a l l y an 
i n f r a c t i o n , f i d d l i n g i s no 'crime'. As Bensman and Gerver ( l963» p 593) 

d e f i n e i t : 

"...A "crime" i s not a crime so l o n g as i t s 
commission i s c o n t r o l l e d by those i n a u t h o r i t y 
towards goals which t h e y d e f i n e as s o c i a l l y 
c o n s t r u c t i v e . . . " 

But i f the f i d d l e does not have a m p l i f i e d n e g a t i v e consequences 
f o r t h e f i d d l e r , i t does have one i r r e v e r s i b l e e f f e c t . Once he has 
f i d d l e d , the f i d d l e r can never l o o k at the w o r l d i n q u i t e the same 
way a g a i n . As Hughes (195^9 P 19) puts i t , l e a r n i n g t o f i d d l e i s l i k e 
p a s s i n g t h r o u g h a ' m i r r o r ' i n t o t h e d i f f e r e n t w o r l d o f those ' i n the 
know', from where one i s condemned t o "seeing the w o r l d i n r e v e r s e " . 

( a ) I n t h i s f a s h i o n , I should p o i n t out t h a t i t i s not r e a l l y l e g i t i m a t e 
f o r me t o r e f e r t o a ' f i d d l e r ' . E f f e c t i v e l y , t h i s i s the same as 
r e f e r r i n g t o a person who o c c a s i o n a l l y p l a y s the piano as a ' p i a n i s t 
I do r e f e r t o the salesmen as f i d d l e r s t o c l a r i f y the d i s c u s s i o n . 
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The processes i n v o l v e d c r e a t e a c u m u l a t i v e a c q u i s i t i o n o f knowledge. 
I f one knows how t o f i d d l e , one may e a s i l y s t o p f i d d l i n g , but one 
cannot stop knowing about i t . S t r a uss, i n h i s b r i l l i a n t a n a l y s i s 
(1959, P 92) puts t h i s p e r f e c t l y : 

" . . . I n coming t o new terms a person becomes 
something o t h e r than he once was. T e r m i n o l o g i c a l 
s h i f t s n e c e s s i t a t e , but a l s o s i g n a l i s e , new 
e v a l u a t i o n s of s e l f , and o t h e r s , of events, a c t s . 
and o b j e c t s ; and the t r a n s f o r m a t i o n o f p e r c e p t i o n 
i s i r r e v e r s i b l e ; once having changed, t h e r e i s 
no g o i n g back. One can l o o k back, but he can 
e v a l u a t e o n l y from h i s new s t a t u s . . . " 

However, i t i s q u i t e p o s s i b l e t h a t extenuated changes o f 
s t a t u s might e v e n t u a l l y l e a d an e r s t w h i l e p r a c t i t i o n e r t o r e g r e t 
h i s past and f e e l s y m b o l i c a l l y prevented from renewed p a r t i c i p a t i o n 
i n i n f r a c t i o n (Matza, 1964, P 54)• What i s more l i k e l y , o r so i t 
would seem, i s t h a t a d e l i b e r a t e d e c i s i o n not t o p a r t i c i p a t e i s 
c o n t i n u a l l y adhered t o . The p o i n t b e i n g t h a t once an i l l e g a l a c t i v i t y 
has been t r i e d and l e a r n e d , then i t i s always 1 on' f o r the a c t o r t o 
r e - i n d u l g e . Matza (1969, P 110, 147 > et passim) n i c e l y a n t i c i p a t e s 
t h i s p o i n t , but f a i l s t o f o l l o w i t up i n h i s d i s c u s s i o n o f the 
i n i t i a l " i n v i t a t i o n a l edge" of deviance. As an i r o n i c consequence 
of t h e i n c r e a s e i n t h e mediated component i n one's knowledge of 
d e v i a n t a c t i v i t y ( w h i c h accompanies the growth of mass s o c i e t y ) 
the a c t u a l f i r s t commission of d e v i a n t a c t s i s made awkward. The • 
a c t o r , i n t h i s s i t u a t i o n , i s f a c e d w i t h a dilemma: the d i s j u n c t i o n 
between h i s secondary, mediated and e v i l l y s t e r e o t y p e d c o n c e p t i o n 
of t h e a c t i v i t y , and h i s p r i m a r y , a c t u a l and o r d i n a r y i n v i t a t i o n t o 
i n d u l g e i n i t lodges him t e m p o r a r i l y i n an " i n i t i a l p a r t i c i p a t i o n 

a ( a ) 
quandary". I t i s not so much t h a t the p o t e n t i a l d e v i a n t has t o 

( a ) A n i c e l y a p p r o p r i a t e analogy i s t h a t o f g o i n g f o r the f i r s t swim 
of the year. Such occasions arc o f t e n prece^ded by h a l f - f e a r f u l 
a n t i c i p a t i o n , t o e - d i p p i n g , and p r o c r a s t i n a t i o n . Once i n , o f course, 
the w o r l d changes c o m p l e t e l y . I t may p a r t i a l l y r e v e r t t o the way 
i t was j u s t b e f o r e the next swim, and the plunge w i l l i n e v i t a b l y 
become something o f a f e a t on the f i r s t o ccasion the next year. 
To mix the metaphor: once one has plunged i n t o deviance, one can 
never q u i t e get out a g a i n . 
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decide whether or not he i s going t o do i t ( i n f a c t , t h a t d e c i s i o n 
i s pushed i n t o the "background), hut r a t h e r , he has t o work out 
which i n t e r p r e t a t i o n i s the r e a l i s t i c one. I r o n i c a l l y , the b l a c k e r 
t h e mediated s t e r e o t p y e , t h e l e s s l i k e l y t h a t the a c t o r w i l l 
i d e n t i f y the a c t i v i t y a t hand as an example o f i t . I n f a c t , i f 
t h i s "quand^y" i s r e s o l v e d i n t h e d i r e c t i o n o f p a r t i c i p a t i o n , t h e n 
t h e a c t o r ( i f he i s t o remain 'good') w i l l e i t h e r have t o d e f i n e the 
act as not-an-exarnple o f t h e s t e r e o t y p e , o r , the s t e r e o t y p e as 
n o t - a c c u r a t e - o n - t h i s - o c c a s i o n . At the bakery, (as i s the case w i t h 
most a l t e r - d i r e c t e d moral c a r e e r s ) arrangements are made t o commit 
t h e r e c r u i t toward p a r t i c i p a t i o n i n the f i d d l e b e f o r e he has 
r e s o l v e d the p a r t i c i p a t i o n - d i l e m m a . This i s done t o i n d i c a t e t o 
him t h a t he can e a s i l y cope w i t h the p s y c h o l o g i c a l i m p l i c a t i o n s o f 
i n f r a c t i o n . 

'The outcome o f t h i s process of accumu l a t i n g knowledge of 
i l l i c i t company p r a c t i c e s , t o g e t h e r w i t h i n c r e a s e d p s y c h o - l e g a l 
involvement and r e s p o n s i b i l i t y f o r them, c o n s t i t u t e s a change i n 
p e r s o n a l s t a t u s f o r t h e i n d i v i d u a l i n the d i r e c t i o n o f a p r e f e r r e d 
o r g a n i s a t i o n a l r a t i o n a l e . The r e c r u i t s u c c e s s f u l l y completes some 
stages i n a h o r i z o n t a l , o c c u p a t i o n a l l y based inoral c a r e e r , and i s 
i n c r e a s i n g l y committed t o c o n t i n u i n g the process. Career, here, i s 
used i n Goffman's sense (l957a» P 119) : 

" . . . t o r e f e r t o any s o c i a l s t r a n d of any person's 
course t h r o u g h l i f e . . . u n i q u e outcomes are n e g l e c t e d 
i n f a v o u r of such changes over time as are ba s i c 
and common t o t h e members o f a s o c i a l c a t e g o r y . . . 
Such a car e e r i s not a t h i n g t h a t can be b r i l l i a n t 
o r d i s a p p o i n t i n g ; i t can be no more a success 
t h a n a f a i l u r e . . . " 

A l t h o u g h t h i s concept o f car e e r was o r i g i n a l l y e r e c t e d t o 
f a c i l i t a t e d i s c u s s i o n o f types of deviance, i t s use i s more g e n e r a l . 
I t i s a 'moral' c a r e e r , not because i t i s based upon any r e l a t i o n 
s h i p t o s t a n d a r d i s e d conceptions o f m o r a l i t y , but r a t h e r because i t 
a l l o w s a n a l y s i s t o take account o f the i m p l i c a t i o n s t h a t s t a t u s -
passage has f o r the s e l f . P r i m a r i l y , i t r e f e r s t o the process o f 
r e s h a p i n g the s e l f , and may be t r e a t e d a n a l y t i c a l l y i n terms o f the 
s u c c e s s f u l n e g o t i a t i o n o f t e s t i n g 'benchmarks' en r o u t e t o in-group 
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acceptance as a q u a l i f i e d p r a c t i t i o n e r . C o n c e p t u a l i s a t i o n o f 
development i n t h i s sense as a s e r i e s o f r e l a t e d t r a n s f o r m a t i o n s 
o f p s y c h o l o g i c a l s t a t u s i s e x i s t e n t i a l l y d i s t i n g u i s h a b l e from 
movement d e f i n e d e i t h e r as g o a l - a t t a i n m e n t ( v i a staged success along 
a continuum o f development) or as p e r i p h e r a l change l a y e r e d upon 
an e s s e n t i a l l y unchanged b e i n g . 

L e a r n i n g the f i d d l e i s not simply a c q u i s i t i o n o f knowledge. 
I t i s t r a n s f o r m a t i o n o f being - and t h u s , d o i n g . The process i s 
also open-ended: w h i l s t the s u p e r v i s o r i s aware at the b e g i n n i n g 
o f the s o r t s of a c t i o n s , motives and r a t i o n a l e s t h a t t h e r e c r u i t w i l l 
have t o encounter, even he cannot be sure o f smooth acceptance o f 
a l l o r g a n i s a t i o n a l premises. Moral c a r e e r s t h a t 1 go wrong' i n t h i s 
sense can a l s o have r e p e r c u s s i o n s f o r the i d e n t i t y of t h e t r a i n e r . 
F a i l u r e t o i n c u l c a t e s u i t a b l e knowledge might lose him f a c e , and 
p e r s i s t a n t f a i l u r e might j e o p a r d i s e h i s own o c c u p a t i o n a l c a r e e r . 
CJoffman (1959a, p 119, 154) c o n t i n u e s : 

" . . . t h e moral aspects of ca r e e r - t h a t . . i s , the 
r e g u l a r sequence of changes t h a t c a r e e r e n t a i l s 
i n the person's s e l f and i n . h i s framework o f 
imagery f o r j u d g i n g h i m s e l f and o t h e r s . . . t h e moral 
c a r e e r o f a p e r s o n . . . i n v o l v e s a s t a n d a r d sequence 
o f changes i n h i s way of c o n c e i v i n g of s e l v e s , 
i n c l u d i n g , i m p o r t a n t l y , h i s own. These h a l f -
b u r i e d l i n e s o f development can be f o l l o w e d by 
s t u d y i n g h i s moral experiences - t h a t i s , happen
i n g s which mark a t u r n i n g - p o i n t i n t h e way i n 
which a person views the w o r l d . . . " 

( a ) S a r b i n and A d l e r (1970) have attempted an i n d u c t i v e a n a l y s i s o f 
many cases o f behaviour change and subsequently p o s i t a g e n e r a l 
" s e l f - r e c o n s t i t u t i o n process". They c l a i m t h a t a l l such processes 
have f i v e common themes: a symbolic d e a t h / r e b i r t h r h e t o r i c ; a 
r e q u i r e d r e f e r e n c e group and c e n t r a l " t e a c h e r " o t h e r ; r i t u a l 
b e h a v iour ( s i n g i n g , p r a y i n g ) ; p r o p r i o c e p t i v e s t i m u l i ( p h y s i c a l 
s t a t e s ) ; and " t r i g g e r s " (movement p r e c i p i t a t i n g e x p e r i e n c e s ) . The 
moral c a r e e r d e s c r i b e d here would be an example of such a process. 
I p r e f e r Goffman's u n i f i c a t i o n of these p r o p e r t i e s i n t o the moral 
c a r e e r format as opposed t o S a r b i n and A d l e r 1 s t r e a t m e n t of them 
as d i s p a r a t e g e n e r a l f a c t o r s . Goffman's s i m p l e r a n a l y s i s a l s o seems 
more a p p r o p r i a t e t o an a n a l y s i s o f i n t e n t i o n a l l y n o r m a l i s e d e t h e r -
r e c o n s t i t u t i o n - o f - s e i f unmarred by any g l o s s a l i s t i c o r t r a n c e - l i k e 
G yiC C G o (i G • 
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M i c r o - s o c i o l o g i c a l l y , a d u l t s o c i a l i s a t i o n r e f l e c t s a s i m i l a r 
s t r u c t u r e t o the c h i l d h o o d processes o f d e v e l o p i n g coping s t r a t e g i e s 
t o c r e a t e an aura o f s o c i a l competence. Goffman (1971, p 293) 
reminds us t h a t a b i l i t i e s t h a t a d u l t s take f o r g r a n t e d (such as 
w a l k i n g ) , o r i g i n a l l y became competent performances t h r o u g h an 
anxious a c q u i s i t i o n process t y p i f i e d by a s e r i e s of f o r m a l t e s t s 
under s u p e r v i s i o n , c u l m i n a t i n g i n r e a l and f a t e f u l s o lo t r i a l s . 

S u c c e ssful moral career passage i n l a t e r l i f e n e c e s s i t a t e s 
adepiness i n f o r m a l l y s i m i l a r i n t e r p e r s o n a l s k i l l s . Again, the 
n o t i o n of moral c a r e e r i s not here used t o convey any necessary 
a l t e r a t i o n i n m o r a l i t y . The concept i s thus a p p l i c a b l e t o such 
d i v e r s e s k i l l - a c q u i s i t i o n areas and s e l f - r e c o n s t i t u t i o n processes 
as bocorning a marihuana user (Becker, I963), r e l i g i o u s c o n v e r t 
(James, I 9 0 2 ) mental p a t i e n t (Goffrnan, 196lc), boxer (Weinberg 
and Arond, 1951)? p r o s t i t u t e (Bryan, 1965)5 c o r r u p t policeman 
(Haas, 1973; Sherman 1973), bum ( S p r a d l e y ) and r e l i e f masseuse 
( V e l a r d e , 1975). I n f a c t , the r e h a b i l i t a t i v e c o n s t r u c t i o n o f 
c o n f o r m i t y from v i l l a i n y i s s i m i l a r l y s u b j e c t t o moral c a r e e r 
a n a l y s i s . HcGaghy (1968, p 49) suggests t h a t a c c e p t i n g r e s p o n s i b i l i t y 
( i . e . , i d e n t i t y ) f o r t h e i r p e r v e r s i o n i s the essence o f t r e a t m e n t 
f o r c h i l d m o l e s t e r s , and Turner (1971, P 315) notes t h a t t h e 
r a t i o n a l e o f A l c o h o l i c s Anonymous demands d e v i a n t s e l f - i d e n t i f 
i c a t i o n as the f i r s t step i n r e c a n t a t i o n and r e h a b i l i t a t i o n . 
A d d i t i o n a l l y , T r i c e and Roman (1969) have shown t h a t such " s t a t u s -
r e t u r n " ceremonies are c h a r a c t e r i s t i c a l l y s t r u c t u r a l l y and symbol
i c a l l y s i m i l a r t o G a r f i n k e l ' s (1956) " s t a t u s - d e g r a d a t i o n " ones. 
They r e p o r t t h a t A l c o h o l i c s Anonymous's t y p i c a l c o n s t r u c t i o n &£• 
of a r e p e n t a n t r o l e i s b u i l t around an o f t e n over-exaggerated 

s t a t u g - d r o n , thus s e t t i n g the scene f o r e l a b o r a t e l y s u c c e s s f u l 
( a) 

"comeback accomplishments" ( i b i d , p 543). Borne d e v i a n t moral 

( a ) More r e c e n t l y Bigus (1974, P 20) r e f e r s t o a "supplantLng process" 
wherein a l c o h o l i c s disengage from n o r m a l i t y , e n t e r a r e h a b i l i t a t i o n 
c e n t r e ^ and e v e n t u a l l y emerge t o reengage n o r m a l i t y again. I have 
o n l y been concerned here v.'ith t h e r e h a b i l i t a t i o n o f i n d i v i d u a l s , 
and not w i t h the movements t o l i b e r a t e groups from stigma. Rehab-
- i l i t a t i o n i n f e r s changing the i n d i v i d u a l , l i b e r a t i o n , a l t e r n a t i v e ! 
t h a t the i n d i v i d u a l keeps up the p r a c t i c e as a s t e i i toward i t s 
e v e n t u a l r e d e f i n i t i o n . The l i b e r a t e d (see Mawby 1975) share w i t h 
the u n l a b e l e d , a p a r t i a l d e v i a n t i d e n t i t y . 
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careers t h r i v e upon avowal/disavowal c y c l e s , once p a r t i c i p a n t s have 
p r e f e c t e d c e r t a i n techniques ( S r r a d l e y , 1972; Ray, I964). A l s o , 
Rock (1973b) shows t h a t d e b t - c o l l e c t o r s stage the t r e a t m e n t o f 
debtors as a s o r t o f moral a n t i - c a r e e r , wherein s i g n i f i c a n t o t h e r s 
are c h i e f l y concerned t o prevent i n d i v i d u a l s from moving t o the 
next stage o f enforcement. S i m i l a r l y , even e x c e s s i v e l y normal 
s i t u a t i o n s l i k e becoming an a t t o u r n e y (Sudnow, I 9 6 4 ) r e q u i r e t h a t 
p a p e r - q u a l i f i e d beginner becomes immersed i n t y p i c a l i t i e s , 
' p r o v e r b i a l c h a r a c t e r i s a t i o n s ' , and ' p r o t o t y p i c a l p o r t r a y a l s ' used 
t o l o c a t e cases-in-hand i n terms of t h e i r s i m i l a r i t i e s w i t h o t h e r 
c a s e s - o f - t h i s - s o r t , before becoming acceptable as p r a c t i c e d . Once 
the s p e c i f i c s o c i o l o g i c a l usage o f the word 'moral' i s grasped, 
i t n e i t h e r becomes p o s s i b l e nor n e c e s s a r i l y d e s i r a b l e ( w i t h f i d d l i n g 
as w i t h o t h e r c a r e e r s ) t o attempt t o d i s e n t a n g l e c o m p l e t e l y moral 
from o c c u p a t i o n a l c a r e e r . 

However the two (moral and o c c u p a t i o n a l c a r e e r ) are not 
connected merely by coinc i d e n c e of t i m i n g . Aside from a minor sense 
i n which any o c c u p a t i o n a l career i n v o l v e s changes i n the s e l f , and 
thu s developments of t h a t s e l f s moral ca r e e r when the l a t t e r concept 
i s t i g h t l y d e f i n e d i n the s t r i c t s o c i o - p s y c h o l o g i c a l sense i n which 
Goffman (1959a) i n t e n d e d , t h e r e i s a major e m p i r i c a l sense i n which 
t h e o c c u p a t i o n a l c a r e e r acts as p r a c t i c a l cover and p u b l i c l e g i t 
i m a t i o n f o r the (more l o o s e l y d e f i n e d ) moral ca r e e r as a d e v i a n t . 
I am concerned not t o separate t h e two i n o r d e r t o preserve t h i s 
p a r a s i t i c r e l a t i o n s h i p f o r a n a l y s i s . 

Of c r u c i a l importance i n any moral ca r e e r i s the presence o f 
s i g n i f i c a n t o t h e r s ( e x p e r i e n c e d u s e r s , r e v i v a l i s t s , p s y c h i a t r i s t s , 
t r a i n e r s and so on) and i n s t i t u t i o n a l arrangements (pads, churches, 
mental h o s p i t a l s , a p p r e n t i c e s h i p s , c o n t r a c t s ) which n e g o t i a t e the 
c h r y s a l i s s e l f - i n - t r a n s i t i c n t h r o u g h the i d e n t i t y c r i s i s o f s t a t u s 
passage. As Goffman (1959a, p I 3 8 ) puts i t : 

"...The s e l f a r i s e s not merely out o f i t ' s 
possessor's i n t e r a c t i o n s w i t h s i g n i f i c a n t o t h e r s , 
b u t a l s o out o f the arrangements t h a t are evolved 
i n an o r g a n i s a t i o n f o r i t s members..". 
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The s e l f i s thus not changed. I t i_s the process of change 
i t s e l f . As Mead (1956, p 199) reminds us: 

"...The s e l f i s something which has a d e v e l 
opment: i t i s not i n i t i a l l y t h e r e at " b i r t h 
"but a r i s e s i n t h e process of s o c i a l experience 
and a c t i v i t y , t h a t i s , develops i n the g i v e n 
i n d i v i d u a l as a r e s u l t of h i s r e l a t i o n s t o 
t h a t process as a whole and t o o t h e r i n d i v i d u a l s 
w i t h i n t h a t process..." 

I n career terms, t h i s becomes ( S u t t e r , 1972, p 78): 

"...The changing p e r s p e c t i v e i n which a person 
o r i e n t a t e s h i m s e l f i n r e l a t i o n t o o t h e r s , t o the 
p a t t e r n e d sequence of p o s i t i o n s he comes t o 
occupy w i t h i n a s o c i a l network, and t o a person's 
d e v e l o p i n g sense o f i d e n t i t y which s y m b o l i c a l l y 
emerges i n the course of s h i f t i n g group a f f i l i a t i o n . . . " 

C r i t i c a l l y , moral careers i n f u s e d w i t h o c c u p a t i o n a l n e c e s s i t i e s 
have t h r e e separable stages: recru i t i n e n t . , l e a r n i n g and p r a c t i c e . 
These r e f l e c t g e n e r a l p r o p e r t i e s o f s e l f - r e c o n s t i t u t i o n : processes 
o f 'beginning' have t o be i n i t i a t e d , s k i l l s have t o be l e a r n t t o 
the l e v e l of 'passing', and development o f post e x i s t e n t i a l r e -

l a ) 
b i r t h p r a c t i c e denotes 'becoming'. W h i l s t becoming i s a stage 
which can never be completed, the process i s not one t h a t can be 
r e v e r s e d : t h e s e l f g e t s another l a y e r , and i d e n t i t y has s h i f t e d an 

( a ) Van Gennep (1908) e l u c i d a t e s t h r e e s i m i l a r stages o f r o l e - c h a n g i n g 
ceremonies, o r , r i t e s - d e - p a s s a g e . The Stage of S e p a r a t i o n ( p r e l i m -
i n a l d i s s o c i a t i o n ) ; t h e M a r g i n a l P e r i o d ( l i m i n a l m y s t i c t r a n s f o r m 
a t i o n ) ; and the Stage of Agg r e g a t i o n ( p o s t l i m i n a l r e b i r t h ) . T h is 
has become a f a m i l i a r metaphor. Sa r b i n and A d l e r (1970) have 
s u c c e s s f u l l y attempted t o d e r i v e an i n d u c t i v e set o f u l t i m a t e 
dimensions o f a l l s e l f - r e c o n s t i t u t i o n processes. They s t a t e (p 614) 

" . . . I n a l l these procedures t h r e e c e n t r a l processes 
seem t o be at work: ( l ) a p h y s i c a l and/or p s y c h o l o g i c a l 
a s s a u l t ( s y m b o l i c d e a t h ) ; a d e v e l o p i n g c o n f u s i o n about 
s e l f and o t h e r b e l i e f s ( t h e b r i d g e between death and 
r e b i r t h ) ; (2) su r r e n d e r and d e s p a i r (becoming a nonperson), 
and (3) a wor k i n g t h r o u g h , a c t i v e master;/, r e e d u c a t i o n 
or a d a p t i o n processes ( t h e r e b i r t h e x p e r i e n c e ) . IJe 
have found t h a | forms of the process t o be c o n s t a n t , 
though the metaphors v a r y t o meet the needs and val u e s 
o f groups o f i n d i v i d u a l s . . . " 

J^ncapturing t h e sense o f t h i s w i t h i n the l a b e l i n g mctaohor, 
Rotenbcrg (1974? P 343) r e f e r s t o " t r a n s f o r m a t i v e l a b e l i n g " , which 
i s c h a r a c t e r i s e d by the n e c e s s i t y f o r c a t e g o r i c d e l a b e l i n g t o occur 
p r i o r t o r e l a b e l i n g i f the assigned new l a b e l i s i n c o m p a t i b l e w i t h 
e s t a b l i s h e d c a t e g o r i c s e l f - i d e n t i t y . 
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i r r e v e r s i b l e degree t o g a i n another f a c e t . 

As a s t a t u s passage, the t r a n s i t i o n o f the embryonic 
f i d d l e r i s a v o l u n t a r i l y undertaken change (as opposed t o , f o r example 
a g e i n g ) , and because of i t s i n t r i c a t e r e l a t i o n s h i p t o o c c u p a t i o n a l 
knowledge, may be p a r t i a l l y r e p e a t a b l e on those occasions when an 

( a ) 

i n t e r n a l round-change wa r r a n t s some r e t r a i n i n g . For t h e neophyte 
salesman, the t y p i c a l s i t u a t i o n i s t h a t t h e r e c r u i t m e n t and 
p r a c t i c e stages o f t h e c a r e e r are l e f t more or l e s s t o chance, and 
the l e a r n i n g stage i s e x c e s s i v e l y o r g a n i s e d and o v e r - i n s t i t u t i o n a l i s e d 
by the r e l e v a n t s i g n i f i c a n t o t h e r s . The c r u c i a l l e a r n i n g stage has 
f o u r commonly arranged c h a r a c t e r i s t i c s . F i r s t l y , because one i s 
not born w i t h t h e r e l e v a n t s k i l l s , t h e y have t o be l e a r n t . S k i l l s , 
as such, are hard t o l e a r n i n i s o l a t i o n and i m p o s s i b l e t o l e a r n 
i n s t a n t a n e o u s l y . Here, since f i d d l i n g i s not a l e g i t i m a t e d r o l e , 
t h e r e can be no " a n t i c i p a t o r y s o c i a l i s a t i o n " (l<ierton i n Goffman 
1959> P 79 5 and Skipper and McGaghy, 1969? P 399)such as t h a t which 
preceeds the a d o p t i o n o f standard r o l e s such as f a t h e r or husband. 
There i s a sense, of course, i n which the symbolic requirements 
o f the s i t u a t i o n take precedent over the t e c h n i c a l needs. Goffman 
(1959? P 55) notes how symbolic a f f r o n t was generated when the US 
Army i n n o c e n t l y but adequately t r a i n e d r e c r u i t chemists and j e w e l l e r s 
i n 5 "to 6 weeks ( i t t akes f o u r years a t c o l l e g s ) and c o n t i n u e s t o 
suggest t h a t t h e r e e x i s t s : 

"...a k i n d o f ' r h e t o r i c of t r a i n i n g ' whereby 
l a b o u r u n i o n s , u n i v e r s i t i e s , t r a d e a s s o c i a t i o n s 
and t h e i r l i c e n c i n g bodies r e q u i r e p r a c t i t i o n e r s 
t o absorb a m y s t i c a l range and p e r i o d of t r a i n i n g , 
i n p a r t t o m a i n t a i n a monopoly, but i n p a r t t o 
f o s t e r t h e i m p r e s s i o n t h a t the l i c e n c e d p r a c t i t 
i o n e r i s someone who has been r e c o n s t i t u t e d by 
h i s l e a r n i n g experience and i s now set a p a r t 
from o t h e r men..." 

( a ) This a n a l y t i c smoothness masks what might be a c r u c i a l l e g a l 
d i s t i n c t i o n . Both Robin (1967) and Spenser (l965> P 337) i n d i c a t e 
t h a t d i f f e r e n t d i s p o s i t i o n s are l i k e l y t o be a t t a c h e d t o those 
who take a t r u s t f u l p o s i t i o n i n good f a i t h ( t h e naive r e c r u i t ) 
and those who i n t e n t i o n a l l y set out t o d e f r a u d ( t h e experienced 
roundsman undergoing r e t r a i n i n g ) . 
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A c c o r d i n g l y , t h e c a r e e r l e a r n i n g path has t o n e g o t i a t e 
s u c c e s s f u l l y ' c o n t i n g e n c i e s ' ( p r e c i p i t a t e d i s m i s s a l ) and. 'dangers' 
( ' m i s t a k e s ' ) , b o t h o f which are o f t e n p r o d u c t i v e o f 'moral 
experiences' i n the pro c e s s u a l sense of speeding p s y c h o l o c i c a l 
t r a v e l toward an e t h i c a l benchmark i n the c a r e e r . 

Secondly, stage a p p r o p r i a t e s t a t u s must be arranged and 
s u i t a b l y p u b l i c i s e d t h r o u g h procedures which serve t o d i f f e r e n t i a t e 
l e a r n e r s from p r a c t i t i o n e r s . At Wellbreads, a s u p e r v i s o r always 
accompanies a now man t o each c a l l . As Douglas (1966, p 117) r i g h t l y 
p o i n t s out " t o behave a n t i - s o c i a l l y i s the proper e x p r e s s i o n of 
t h e i r m a r g i n a l p o s i t i o n " : however, i n symbolic terms ( t o be 
developed i n Chapter Three),, m a r g i n a l i t y i s dangerous as i t i s 
p a r a d o x i c a l . Douglas ( i b i d , p 116) c o n t i n u e s : "Danger l i e s i n 
" t r a n s i t i o n a l s t a t e s ; s i m p l y because t r a n s i t i o n i s n e i t h e r one s t a t e 
nojr the o t h e r . " But a d i s p l a y o f ma r g i n a l r o l e - s i g n s i s c r u c i a l 
i f o t h e r s are t o i n t e r p r e t c o r r e c t l y any mistakes t h a t t h e r e c r u i t 
makes as u n i n t e n t i o n a l ( i n the sense of i d e n t i f y i n g him as an 
a c t o r not y e t at the stage o f s o p h i s t i c a t i o n t h a t would a l l o w him 
t o be capable of making a. d e l i b e r a t e and malevolent mis' t a k e ) . 
W h i l s t the si g n s o f passage ease t h e l e a r n i n g p a t h , they s i m u l t a n 
e o u s l y p u b l i c a l l y d i s q u a l i f y the margina l member from making any 
a c c r e d i t e d statements about r e a l i t y . For the l e a r n e r , t h i n g s t h a t 
he d e f i n e s as r e a l , w i l l not be r e a l i n t h e i r consequences, as 
h i s d e f i n i t i o n s w i l l have t o be demolished i n o r d e r t o accomplish 
t h e s u p e r i o r s t a t u s and r o l e o f the t r a i n e r . For r e c r u i t salesmen, 
w h i l s t passage signs public,#3"ly d e c l a r e h i s s t a t u s , t h e y o n l y d e c l a r e 
h i s l e a r n e r - s t a t u s i n a g e n e r a l sense. For t h e i n t e n t s and purposes 
o f t h e p u b l i c at l a r g e , s t a t u s - p u b l i c a t i o n r e f e r s t o o c c u p a t i o n a l , 
r a t h e r than moral t r a i n i n g . 

T h i r d l y , p rogress t h r o u g h status-change must be c e r e m o n i a l l y 
r i t u a l i s e d and r o u t i n i s e d ( t h r o u g h ' t e s t s ' at the end o f t h e t h r e e -
week t r a i n i n g s e s s i o n ) . F o u r t h l y , progress must be balanced w i t h 
c a r e f u l l y handled s t r a i n s and t e n s i o n s ('readiness' and. ' f a i l u r e ' ) 
t h a t occur at the t u r n i n g - p o i n t s along the c a r e e r l i n e , a t which 
i d e n t i t y and the s e l f are p a r t i c u l a r l y f r a i l . W h i l s t 'passing' r i t u a l 
i s minimised f o r salesmen a t Wellbreads, the sudden absence o f an 
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accompanying s u p e r v i s o r s i g n i f i c a n t l y changes a man's s t a t u s i n 
the eyes of h i s customers. Banton (19 65 5 p 93-4) n o t i c e s : 

" . . . f o r an i n d i v i d u a l t o move from one r o l e t o 
another i s not always an easy m a t t e r . . . ceremony 
helps the i n d i v i d u a l who i s changing r o l e s t o 
a p p r e c i a t e t h a t t h i s i s a c r i t i c a l moment; f o r 
a l i t t l e w h i l e i t l i f t s him out o f h i m s e l f and 
helps him t o f e e l as i f he h i m s e l f has changed 
i n some way; t h i s f a c i l i t a t e s h i s p s y c h o l o g i c a l 
r e o r i e n t a t i o n . . . " 

Such i n s t i t u t i o n a l i s a t i o n o f the l e a r n i n g - s t a g e o f a moral 
career p r i m a r i l y d e l e g a t e s s u c c e s s f u l management o f status-passage 
t o a s i g n i f i c a n t o t h e r l e g i t i m i s e d by h i s r o l e i n accepted 
o r g a n i s a t i o n a l arrangements as one san c t i o n e d t o prepare novices. 
W i t h i n such an a n a l y s i s , t h a t f i d d l i n g i s an i n f r a c t i o n i s j u s t 
another c a r e e r c o n t i n g e n c y . 

As such, i n a l l cases where the care e r i s a d d i t i o n a l l y a g a i n s t 
some or o t h e r law, extra, care must be taken by r e l e v a n t i n s t r u c t o r s 
t o prevent unwarranted c a r e e r - e x i t s on those grounds. The presence 
o r absence of v a r i o u s laws, t h e n , would a l t e r the content of the 
staged i n d u c t i o n , but not t h e u n d e r l y i n g mechanisms o f s t a t u s passage 

But q u i t e why i s t h e r e an o r g a n i s a t i o n a l need f o r bent 
employees i n the We l l r e a d Sales department? E s s e n t i a l l y , those 
r u n n i n g the department see themselves f a c e d w i t h a set o f m u t u a l l y 
i n c o m p a t i b l e problems c r e a t i n g a d e f i c i e n c y which can o n l y be coped 
w i t h at the employee l e v e l . On t h e one hand, the department i s 
s t r i c t l y accountable f o r a l l the goods t h a t i t s salesmen are 
d e b i t e d w i t h . On t h e o t h e r , they see the process o f changing these 
goods i n t o cash as f r a u g h t w i t h i n e v i t a b l e and u n i n t e n t i o n a l mistakes 
These mistakes are not seen t o be somehow s e l f - b a l a n c i n g as i t i s 
b e l i e v e d t h a t customers are l e s s l i k e l y t o r e p o r t mistakes t o t h e i r 
advantage, than those o b v i o u s l j r d i s a d v a n t a g i n g them. Those r u n n i n g 
the f i r m have a l s o , i t seems, decided t h a t t h i s problem must be 
r e s o l v e d t o t h e f i n a n c i a l c r e d i t o f the f i r m , i n the o n l y p r a c t i c a l 
way. One of the Su p e r v i s o r s s a i d : 
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" . . . I mean, you've got t o t h i n k of the 
company h e r e . . . l o o k , i f you get a mathemat
i c i a n from th e London School o f Economics 
t o t r y i t , I guarantee t h a t he won't come 
r i g h t . . . i t ' s an i m p o s s i b i l i t y . . . " 

Another r e l a t e d problem f o r the department i s t h a t r e c r u i t m e n t 
i s expensive (average t r a i n i n g i s e s t i m a t e d by them t o cost £100 per 
man), so r e c r u i t s must be b o t h brought t o peak e f f i c i e n c y q u i c k l y and 
encouraged t o s t a y as long as p o s s i b l e . C u r r e n t l y , they are faced w i t h 
an e s t i m a t e d l a b o u r t u r n o v e r o f around 03 p e r c e n t . the f o l l o w i n g 
e x t r a c t shows, they see p a r t of t h e answer l y i n g i n more i n t e n s e and 
more s o p h i s t i c a t e d t r a i n i n g : 

"...A l a r g e p r o v i n c i a l bakery, w i t h t h r e e f a c t o r i e s , 
n i n e d i s t r i b u t i o n depots, and t h r e e hundred vans, 
...noted t h a t s t a f f t u r n o v e r amongst i t s van 
salesmen was r a p i d l y soaring...The t r a i n i n g 
o f f i c e r . . . d r e w up a t h r e e week t r a i n i n g programme, 
which was f o l l o w e d by a f o u r day summing up 
...(and) i n l e s s thalft two years, l a b o u r t u r n 
over decreased by 2'-y/o, s a v i n g some £10,000 p. a...." 

( P u b l i s h e d pamphlet r e f e r r i n g t o Wei Threads) 

On t o p of t h i s , l a b o u t t u r n o v e r breeds a d i s t i n c t l o s s o f 
customer g o o d w i l l . The ongoing s o l u t i o n t o a l l these problems i s t o 
attempt t o m a i n t a i n departmental f i s c a l solvency by encouraging 
roundsmen t o cover mistakes i l l e g a l l y , which, i n t u r n , by removing 
t h e i r presumed w o r r i e s about d e d u c t i o n s from t h e i r wage-packets on 
account o f shortages, decreases l a b o u r t u r n o v e r . 

Those r u n n i n g the department admit t o t h e need f o r t h e i r 
employees t o abet c o r r u p t p r a c t i c e s , but f a l l s h o r t of a s s i g n i n g 
t o themselves f u l l r e s p o n s i b i l i t y f o r t h i s . A s e n i o r s u p e r v i s o r s a i d : 
" . . . t h e r e ' s f i d d l e s everywhere... i t 1 s l i k e a r a t , i f you b l o c k the 
hole up, t h e y ' l l f i n d another one...". O p e r a t i o n a l l y , those i n charge 
of t r a i n i n g d e f i n e the s i t u a t i o n as one where the o r g a n i s a t i o n needs 
bent employees, but t h a t t h e o r g a n i s a t i o n should do t h e bending, over 
a p e r i o d o f t i m e , w i t h g r e a t c a r e , and i n such a way t h a t t h e thus 
bent employee w i l l s t a y w i t h t h e f i r m . The same s e n i o r s u p e r v i s o r 
a l s o s a i d : "...You always have t o t e l l a man the t r i c k s o f the t r a d e , 
. . . t h e r e ' s always an easy way t o do the job;...and i f t h e r e ' s a f i d d l e , 
i t ' s a bad t h i n g i f the man f i n d s out f o r h i m s e l f . , . " . 
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To c a t e r f o r t h e needs of the o r g a n i s a t i o n , r e c r u i t s must 
appear s u f f i c i e n t l y honest t o prevent customer-loss, and t o accept 
t h a t f i d d l i n g must be done f o r the b e n e f i t o f the f i r m o n l y . To 
ensure t h a t t h i s o c curs, r e l e v a n t i n s t i t u t i o n a l arrangements 'con' 
b a s i c a l l y honest men i n t o the f i r m , and then go about s y s t e m a t i c a l l y 
c o n s t r u c t i n g a p p r o p r i a t e l y staged moral changes i n them. 

The next p a r t of t h i s c h a p t e r d e s c r i b e s ( v i a amalgams o f 
s e v e r a l cases) the p o s s i b i l i t i e s o f normative management o f i d e n t i t y 
change. I am not concerned j u s t v / i t h bare ethnographic d e s c r i p t i o n of 
normal cases. This c h a p t e r i s concerned t o d e s c r i b e what Rock 
(1973a, p 63) c a l l s t h e "basic c a r e e r " of the l e a r n e r . O r d i n a r i l y 
s u c c e s s f u l members become i n sequence: p r o s p e c t s , a p p l i c a n t s , 
i n t e r v i e v j e e s , r e c r u i t s , n o v i c e s , roundsmen and salesmen. 
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THE PILE-TRAINING STAGE: BECOMING A RECRUIT 

E l e c t i o n t o p r e - t r a i n e e s t a t u e i s a necessary c o n d i t i o n o f , 
but not t h e f i r s t s tep i n the moral c a r e e r . The d i f f e i - e n c e between 
the m otley assortment of p r o s p e c t s , and the r e s t of the p o p u l a t i o n , 
l i e s i n an a c t i v e attempt by the former t o pursue vague c u r i o s i t i e s 
about p o s s i b l e l i n e s o f a c t i o n (Becker, 19&3> P 42)= 

To become a l e a r n e r d r i v e r , f o r i n s t a n c e , p r o s p e c t s ( a p p l i c a n t s 
or c a n d i d a t e s f o r r e c r u i t s t a t u s ) must s a t i s f y those c o n t r o l l i n g 
admission t o p r o v i s i o n a l l i c e n c e h o l d e r s t a t u s t h a t t h e y possess 
e n t r y g r o u n d - c o n d i t i o n q u a l i f i c a t i o n s . F i l l i n g i n the a p p l i c a t i o n 
form weeds out b l i n d people, j u v e n i l e s , those banned, and so on. 
I n f a c t , the essence o f p r e - s e l e c t i o n procedures i s r e j e c t i o n o f 
the u n s u i t a b l e , r a t h e r than s e l e c t i o n of the s u i t a b l e . The c o n d i t i o n s 
of e n t r y may thus be conceived o f as a " f u n n e l " (.Lofland, I966, p 3 l ) . 
I n o t h e r words: "a s t r u c t u r e which s y s t e m a t i c a l l y reduces the number 
of persons who can be considered a v a i l a b l e f o r r e c r u i t m e n t and at 
the same time s p e c i f i e s who i s a v a i l a b l e " ( j j ^ j j i ) . 

Novices n e g o t i a t i n g i n i t i a l acceptance ( o r a t t e m p t i n g t o 
n e g o t i a t e t h e agreement t o be t a u g h t at a l a t e r stage) i n the Wellbread 
s a l e s department o f f e r an account o f the p r i o r circumstances of t h i s 
move as a random c i r c u l a t i o n w i t h i n the ranks o f the i n d u s t r i a l l y 

( a ) 
d i s s a t i s f i e d . Some t y p i c a l statements were: 

(a ) Recruitment i s e s s e n t i a l l y u n p r o b l e m a t i c f o r Wellbreads management. 
A l t h o u g h i t i s , on occasions e m p i r i c a l l y d i f f i c u l t ( a l t h o u g h c f . the 
problems experienced i n d e v e l o p i n g s, c u l t f o l l o w i n g as i l l u s t r a t e d 
i n L o f l a n d , 1966, ch 5? et nasaim). Both " d i r e c t disembodied" 
(newspaper a d v e r t i s e m e n t s J and " i n d i r e c t disembodied" ( r e p u t a t i o n f o 
p o s s i b l e vacancies) mediated r e c r u i t m e n t channels are used. There i s 
no a c t i v e l y "embodied" approach. For the men, e n t r y i s c l a s s i c a l l y 
" a d v e n t i t i o u s " ( S h e r l o c k and Cohen, I966, quoted i n Skipper and 
McGaghy, 1969* p 398), spontaneous and f o r t u x t i o u s , based upon 
s i t u a t i o n a l pressure and contingency. Most salesmen, l i k e most 
s t r i p p e r s ( i b i d , p 400) become so "..more by chance than d e s i g n , 
more by d r a f t than a s p i r a t i o n . . " ( i b i d ) . 
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" . . . I l ooked i n the paper again, and saw 
t h a t IJellbreads wanted b l o k e s . . . " 

" . . . I had a l i t t l e b i t of an argument w i t h 
the management, and got out...never h a v i n g 
been on the d o l e , I j u s t took the f i r s t job 
t h a t came a l o n g . . . I j u s t took i f f o r the money 
at the t i m e . . . I saw i t i n the paper..." 

" . . . I was a p l a s t e r e r , and where we worked, 
we used t o sec the baker every clay, and I 
t h o u g h t : 'One day, I ' l l t r y t h a t ' . . . I never 
thought I would, but I got so s i c k o f p l a s t e r 
i n g one day, because of the weather, t h a t I 
happened t o go past VJellbreads, and I j u s t 
c a l l e d i n on the o f f chance..." 

" . . . I got stood o f f from the b u i l d i n g , and I 
went up t o Wellbreads and the Creamy D a i r y a,bout 
j o b s . . . t h e y b o t h o f f e r e d me one, s t a r t i n g the 
Monday, the d a i r y at 6.00 am, and t h e baicery at 
6.30 am...I t h o u g h t : 'Which s h a l l I take? M i l k 
or bread?...and then I t h o u g h t : ' I ' l l go t o 
Wellbread, i t ' s n e a r e r ' . . . " 

" . . . I d i d n ' t a p p l y f o r any j o b , I j u s t went down 
t h e r e on the o f f chance..." 

The almost t o t a l l a c k of sy s t e m a t i c i n s t i t u t i o n a l i s a t i o n o f 
•entry r o u t e s f o r bread salesmen i n d i c a t e s t h e i n f o r m a l i t y (and not 
n e c e s s a r i l y the u n c e r t a i n or hazardous n a t u r e ) o f the subsequent 
status-passage. Again the p r o b l e m a t i c d i s t i n c t i o n between o c c u p a t i o n a l 
and moral c a r e e r a r i s e s . The moral career i s r e g u l a t e d ( o r so i t seems 
i n the c o l l e c t i v e r e c o l l e c t i o n s of the men) a l t h o u g h p u b l i c knowledge 
o f t h i s sequence i s not necessary f o r s a t i s f a c t o r y p r o g r e s s . Of 
course, Wellbreads can p u b l i c a l l y a d v e r t i s e vacancies by r e f e r r i n g 

( a ) 
s o l e l y t o the o c c u p a t i o n a l side of the proposed c a r e e r . Learning 
t o f i d d l e i s a temporary, c o n v e n t i o n a l l y p e r i o d i c , t r a n s i e n t status.-
General t i e - s i g n s o f status-passage are s u b s t i t u t e d f o r a c t u a l 
i n d i c a t o r s of s p e c i f i c m a r g i n a l i t y . The embryonic f i d d l e r might have 
symbolic, a l b e i t g e n e r a l i s e d , "L" p l a t e s , but he doesn't have 
" t r a i n e e - f i d d l e r " emblazoned on h i s c o a t . 

( a ) P r o s p e c t - c o n t a c t does not , t h e n , pose t h e problems faced by those 
i n i t i a t i n g r e c r u i t s i n t o e x c l u s i v e l y d e v i a n t (ra,ther than 
o c c u p a t i o n a l - c u m - d e v i a n t ) moral c a r e e r s . S u t h e r l a n d (l937> P 212) 
notes how the former o f t e n have t o r e l y upon the i n n a t e a t t r a c t i o n 
o f t h e c a r e e r and v o l u n t a r y r e c r u i t m e n t , r a t h e r than drumming up 
custom. 
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Nobody i s r e f u s e d the chance t o f i l l i n an employment 
a p p l i c a t i o n form, and a l t h o u g h r e j e c t i o n may r e s u l t from the 
i n t e r p r e t a t i o n of q u i t e i r r e l e v a n t d e t a i l s entered t h e r e , r e j e c t i o n 
i s never a g r e a t blow t o the p r o s p e c t . At t h i s stage, p r o s p e c t s a p p l y , 
and are r e j e c t e d / a c c e p t e d almost randomly by u n w i t t i n g l y d e m o n s t r a t i n g 
c h a r a c t e r blemishes or career s t a i n s . The Sales manager once discussed 
t h i s w i t h me: 

"...Come i n t o my o f f i c e and I ' l l show you what 
I m ean...(later)...see? ( l a r g e f o l d e r of r e j e c t e d 
a p p l i c a t i o n s ) . . . a l l those blokes are r e j e c t e d f o r 
v a r i o u s reasons... see t h i s one here?... i d e a l , been 
a roundsman b e f o r e , f o r t h e d a i r y , t h a t means t h a t 
he doesn't mind g e t t i n g 1 up i n the mornings, but l o o k 
at t h a t : "LAST JOB: £32 a week"... t h a t ' s r u l e d him 
o u t , he was a good prospect though..." 

Those not r e j e c t e d o u t r i g h t pass t o the i n t e r v i e w stage, where 
once again the most c u r i o u s c r i t e r i a r u l e OUT. a p p l i c a n t s . Again, t h e 
Sales manager: 

"...some of them don't l a s t t e n minutes, i t t h e y 
corne i n here, and they've got t a t o o s a l l over t h e i r 
hands f o r i n s t a n c e , . . . I had one bloke i n here the 
o t h e r day, g r e a t l o n g f i n g e r n a i l s , f i l t h y d i r t y 
underneath...you don't waste time w i t h blokes l i k e 
t h a t . . . o u t t h e y go...another type i s t h e bloke who 
comes i n here w i t h a mate, I always say t h a t i f two 
a p p l y t o g e t h e r , o n l y take one of them...another time 
i s when a b l o k e comes f o r an i n t e r v i e w t h a t you've 
arranged a f t e r hours, and he hasn't even got the 
decency t o wash and change...or, i f a bloke comes 
f o r an i n t e r v i e w , and he leaves h i s mate t o w a i t 
f o r him i n r e c e p t i o n . . . o b v i o u s l y , b o t h are unemployed, 
and are l i k e l y t o s t a y t h a t way..." 

As Goffman, i n t h i s case most a p t l y , comments ( l 9 6 l a , p 4 1 ) : 

"...Recruitment f o r p o s i t i o n s i s r e s t r i c t i v e l y 
r e g u l a t e d i n some way, assuming t h a t the incumbents 
w i l l possess c e r t a i n minimal q u a l i f i c a t i o n s , o f f i c i a l 
and u n o f f i c i a l , t e c h n i c a l l y r e l e v a n t and i r r e l e v a n t . 
Incumbency tends t o be symbolised t h r o u g h s t a t u s cues 
of dress and manner..." 

Fox" those who get t o s i t down, however, a ceremonial f i c t i o n a l 
m o r a l i t y p l a y (which Wheeler, 1966, p 85 , c a l l s the "guided t o u r " ) i s 
enacted. For the management, e n t r y i s a p r a c t i c a l q u e s t i o n of how t o 
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manage the advance p r e p a r a t i o n GO as t o i n c r e a s e the p r o b a b i l i t y 
o f a s u c c e s s f u l outcome (Wheeler, i b i d , p 8 3 ) . The r e c r u i t , on the 
o t h e r hand, i s denied c o n t r o l of e n t r y and o n l y p a r t i c i p a t e s 
s y m b o l i c a l l y w h i l s t d e c i s i o n s are made about, and f o r him. Van Gennep 
c h a r a c t e r i s e s such occasions as " r i t e s of the t h r e s h o l d " (1908 , p 20 -1) 

which p r e c e d e l a t e r r i t e s o f p r e p a r a t i o n f o r t r a n s i t i o n . 

The i n t e r v i e w e r p o r t r a y s a j o l l y , b ut f i c t i o n a l " l i f e ( t h e y are 
a l l e g e d t o r e f e r t o such f a l s e props as " h e a l t h y " , "happy outdoor 
e x i s t e n c e " and "clean vans") which i s p r o f f e r e d h o p e f u l l y t o balance 
i n t e r v i e w e e pessimism stemming from the p a r t i a l d e s c r i p t i o n s o f seedy 
r e a l i t y which are s i m u l t a n e o u s l y d e c l a r e d i n o r d e r t o weed out those 
w i t h a v a s t l y o v e r - o p t i m i s t i c c o n c e p t i o n of sales l i f e . I n t h i s sense 
alone the bakery i s more honest t h a n those managing e n t r y channels t o 
s i m i l a r moral careers ( i . e . , those where the u l t i m a t e i n t e n t i o n o f 
t r a i n i n g i s i n i t i a l l y w i t h h e l d from the r e c r u i t ) . Moral t r a i n i n g 
t h a t shares t h i s p a r t i c u l a r o b l i q u e f e a t u r e o f t e n use what we may 
r e f e r t o as the "coy a d v e r t i s e m e n t " . Employers a d v e r t i s e f o r , and 
p o t e n t i a l employees a p p l y f o r a n i c e l y e u p h e m i s t i c a l l y worded v e r s i o n 
of the a c t u a l j o b . Skipper and McGaghy ( 1969 , P 400) admit t h a t many 
s t r i p p e r s i n i t i a l l y n a i v e l y a p p l i e d f o r jobs as "show g i r l s " o r 
" e x o t i c dancers" o n l y t o f i n d t h a t a l i t t l e more show than was 
e s t i m a t e d , or r a t h e r more e x o t i c dancing t h a n was a n t i c i p a t e d , i s 
i n f a c t r e q u i r e d . V e r l a r d e (1975 > P 252) notes t h a t many women 
at one t i m e n a i v e l y a p p l i e d f o r a d v e r t i s e d jobs as masseusses, and t h a t 

"...During the i n i t i a l i n t e r v i e w , t h e owner d i d 
not d i s c l o s e any o f the sexual a c t i v i t i e s a s s o c i a t e d 
w i t h the j o b , h i s r e l u c t a n c e being due t o s t r i c t 
s o l i c i t i n g laws. One owner s t a r t e d o f f by t e l l i n g 
a p p l i c a n t s t h a t "customers are going t o be e x p e c t i n g 
you t o j a c k them o f f ! " lie was q u i c k l y a r r e s t e d f o r 
s o l i c i t i n g a woman t o perform a lewd a c t . The owner's 
grapevine used t h i s event f o r a r a t i o n a l e f o r evading 
t h a t t o p i c i n subsequent d i s c u s s i o n s w i t h the masseuse 
as t o what was expected o f her. An owner s a i d : ' I don't 
do t h i n g s t h a t can get me b u s t e d . . . ! wouldn't t e l l a 
masseuse t o g i v e l o c a l s - t h a t ' s s o l i c i t i n g ; . Let some
one else t e l l her, l i k e her f i r s t John ( c u s t o m e r ) ' . . . " 

At Wellbreacls, one o f the s e n i o r s u p e r v i s o r s s a i d : 
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" . . . I f I had t o i n t e r v i e w a man f o r t h e j o b . . . I 
would spend at l e a s t h a l f an hour t e l l i n g him the 
worst p o i n t s , and th e n ask him i f he's s t i l l 
i n t e r e s t e d . . . t e l l him about shortages, what he 
comes up a g a i n s t , t h e r e ' s a l o t of snags i n the 
j o b . . . s h o r t s , the weather, t h e hours..." 

The Sales manager a l s o r e l i e d upon a c r u c i a l ' t e s t ' ; 

"...When I d_o get a bloke who i s a l i k e l y c a n d i t -
a t e , I t e l l him the worst b i t s f i r s t , about w o r k i n g 
u n t i l 6.00 prn on a Saturday, and the s i x - d a y week. 
...but the f i r s t t h i n g I f i n d out i s i f they 
watch the f o o t b a l l , i f they've been g o i n g t o watch 
C i t y every week f o r the l a s t t h r e e y e a r s , then 
t h e y a r e n ' t g o i n g t o s t i c k a t a job where they have 
t o work u n t i l 6.00 pm on Saturday, are th e y ? . . . . " 

I n the case o f moral c a r e e r s p u b l i c a l l y l e g i t i m a t e d by 
(a ) 

o c c u p a t i o n a l ones, i t i s not p o s s i b l e f o r the i n t e r v i e w e r t o openly 
d e c l a r e , and p u b l i c a l l y a d j u d i c a t e upon the a c t u a l s e l e c t i o n c r i t e r i a . 
I n t e r a c t i o n , a t t h i s stage, must proceed as i f i t were on the b a s i s 
of s t a n d a r d i s e d s e l e c t i o n c r i t e r i a f o r o c c u p a t i o n a l s u i t a b i l i t y , 
w h i l s t the i n t e r v i e w e r s e c r e t l y a p p r i s e s the a p p l i c a n t f o r h i s p o s s i b l e 

A 
moral c a r e e r . 

The i n a b i l i t y o f Wellbreads i n t e r v i e w e r s t o make c o r r e c t 
d e c i s i o n s c o n c e r n i n g p o s s i b l e performance (perhaps, a l s o , the 
i r r e l e v a n c e o f such d e c i s i o n s i n t h e l i g h t o f a b i l i t i e s o f s u p e r v i s o r s 
t o c o n s t r u c t s u i t a b l e performances i n t r a i n i n g ) leads t o a p e c u l i a r 
r e c r u i t m e n t f o r m u l a based upon e n t r y c r i t e r i a alone. For example, 
the o r g a n i s a t i o n does not attempt t o r e c r u i t d i s h o nest persons. I t 
att e m p t s i n s t e a d ( a f t e r weeding out the o b v i o u s l y u n s u i t a b l e m o r a l l y 
r i g h t e o u s c r the w h o l l y c o r r u p t ) t o i n t a k e b a s i c a l l y honest, but 
s u f f i c i e n t l y ' w o r l d l y ' men. I n Brown's (1963) r a t h e r e c l e c t i c 
phraseology, a p p l i c a n t s are s u c c e s s f u l i f t h e y g i v e o f f the im p r e s s i o n 
t h a t honesty i s a p e r i p h e r a l , r a t h e r than a n u c l e a r c h a r a c t e r t r a i t . 
For managerial purposes, i t takes j u s t two s o r t s t o make the w o r l d : 
the good and the bad (see Chapter F i v e ) . The m o r a l l y i d e a l a p p l i c a n t 
i s one who i s both i n h e r e n t l y good, yet s u f f i c i e n t l y w o r l d l y t o be 

(a ) H a l l (194S, p 332; shows t h a t even when o c c u p a t i o n a l c a r e e r s have HQ 
no u n d e r l y i n g moral shadow, and where e x h a u s t i v e t e c h n i c a l c r i t e r i a 
are a v a i l a b l e , the i n t e r v i e w e r i s s t i l l l i k e l y t o be working on an 
a d d i t i o n a l and s h a d i e r wavelength t o the a p p l i c a n t . 
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persuaded t o go bad - b u t , i n a p p r o p r i a t e d i r e c t i o n s . W h i l s t the 
management f r e e l y admit t h a t a few 'bad' ones s l i p i n t o the f i r m , 
s o c i a l i s a t i o n p r a c t i c e s are geared t o the good. Thus, the key assumption 
o f s o c i a l i s a t i o n i s t h a t r e c r u i t s are not i n i t i a l l y w i l l i n g t o engage 
i n devious p r a c t i c e s . S u s p i c i o n l i n g e r s around those r e c r u i t s who are 
deemed over eager t o f i d d l e , or who d i s p l a y a b i l i t i e s i n t h a t d i r e c t i o n 
b e f o r e the app o i n t e d t i m e . I t i s u s u a l l y f e l t t h a t t h e i r presumpticus 
readiness i s d e r i v e d from g e n e t i c d e f i c i e n c y which w i l l - p r o p e l ! them 
i r r e t r e v i a b l y towards u s i n g management-taught methods e x c l u s i v e l y f o r 
t h e i r own use. S u b s c r i p t i o n t o a d u a l i s t i c vie 11ansohauung of t h i s 
n a t u r e e n g u l f s the management w i t h a warm glow of s e l f - r i g h t e o u s n e s s , 
and endows them ( i n t h e i r own eyes) w i t h the p r o s e l y t i s i n g moral 

( a ) 
zeal of c r u s a d i n g a s s i m i l a t i v e reformism. One s e n i o r s u p e r v i s o r 
complained: 

"...You w i l l always have the chaps who are out 
t o make a bomb out o f i f . . . t h e y k i l l t he goose 
t h a t l a i d 'the golden egg...the m a j o r i t y o f them 
would do i t whatever phase of l i f e t h e y ' r e i n , 
f o r the s o r t o f person whose going t o do t h i s , 
he's g o i n g t o do i t from the word 'go'...the 
c o r r u p t i o n i s t h e r e i n the mind every t i m e , we 
don't c o r r u p t people, we t r y t o put them o f f , or 
warn them not t o overdo i t . . . . " 

But any i n t e r v i e w can be f i x e d . Most o f the a p p l i c a n t s who 
have got t h i s f a r , have got t h i s f a r elsewhere many times b e f o r e . 
Even i f t h e y do not go t o the e x t e n t o f f i x i n g the i n t e r v i e w , t h e y 
are u n l i k e l y t o b e l i e v e what occurs i n the i n t e r v i e w room. Two 
s u c c e s s f u l c a n d i d a t e s s a i d : 

" . . . h i s main concern seemed t o be: ' I f you l i k e 
f o o t b a l l , t h e job's no good t o you'..although I 
was a f o o t b a l l e r , I d i d n ' t t e l l him, I watched i t , 
and I was s t i l l p l a y i n g . . . " 

"...He i n t e r v i e w e d me, and gave me a marvellous 
i m p r e s s i o n o f the j o b . . . ( l a u g h ) . . . . h e s a i d t h a t 
t h e r e was supposed t o be a l l t h i s s o c i a l and 
canteen side o f i t . . . ( l a u g h ) . . . which we pay i n t o 
every week, never d i d see much o f i t . . . a l l the b u l l 
s h i t . . . " 

( a ) G u s f i e l d 1963> P 68 et sea. A r e l e v a n t term when the immoral can be 
d e f i n e d as savable r a t h e r t h a n as l o s t . P a r t i a l i d e n t i t i e s are 
redeemable: master i d e n t i t i e s immutable. 
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The f i d d l e i s never mentioned t o c a n d i d a t e s . I n s t e a d , f i c t i o n a l 
rewards l i k e ' h i g h commission' are o f f e r e d . T h i s , f i r s t l y , cons the 
man i n t o a c c e p t i n g a p o s i t i o n i n the o r g a n i s a t i o n ( t h e f i c t i o n may 
be m a i n t a i n e d u n t i l w e l l i n t o t r a i n i n g , i n f a c t , u n t i l the time i s 
r i p e f o r i t s replacement w i t h more s u i t a b l e and r e a l i s t i c r e w a r d s ) . 
Secondly, i t p r o v i d e s the r e c r u i t w i t h a moral memory d i s t a n c i n g 
the management from murky, u n d e r l i n e p r a c t i c e s , and.from which he can 
l a t e r s e l e c t r e c o l l e c t i o n s t o s u b s t a n t i a t e t h e o r g a n i s a t i o n a l need f o r 

( a ) 
d e n i a l o f such a c t i o n s . 

S u c c essful n e g o t i a t i o n of an i n t a k e s e l e c t i o n outcome e l e c t s 
the a p p l i c a n t t o t r a i n e e s t a t u s . A b r u p t l y , he w i l l f i n d t h a t 
encounters designed t o i n v a l i d a t e and d i s m i s s him change t o those 
designed t o commit him. Having s u r v i v e d the unspoken t e s t s of 
a p p l i c a t i o n , the c andidate i s now i n the p o s i t i o n from which the 
f i r s t step i n the moral career o f becoming a salesman can be ma.de. 
Acceptance as a r e c r u i t i n d i c a t e s the s t a r t i n t h e o c c u p a t i o n a l 
career. As the f i d d l e has not y e t been mentioned, the moral career,-
the f i r s t s tep i n which i s u n w i t t i n g r u l e - i n f r a c t i o n by the neophyte, 
(Becker, 1963, p 25) has y e t t o be encount/bd by him. 

( a ) A p a r a l l e l p r a c t i c e ( f c r w h i t e - c o l l a r employees) came t o l i g h t 
d u r i n g the t r i a l of the I n c r e d i b l e E l e c t r i c a l C o n s p i r a t o r s . 
Having been meta-communicativcly encouraged t o c o n s p i r e t o p r i c e -
f i x , the defendants r e c e i v e d an o f f i c i a l d i r e c t i v e u r g i n g them t o 
obey the a n t i - t r u s t laws, ( G c i s , I967, p l l u ) . A l l 'read' the 
memo and s i t u a t i o n w i t h n i c e t y , d e c l a r i n g t h a t t hey f e l t t h a t 
the " d i r e c t i v e was o n l y f o r ' p u b l i c consumption' 7 and not t o be 
taken s e r i o u s l y " , ( i b i d ) . 
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TRAINING: BECOMING A ROUNDSMAN 

As a p r o c e s s i n g system, sales t r a i n i n g i s r e l a t i v e l y u n d i f f 
e r e n t i a t e d acccjmodation o f i n d i v i d u a l r e c r u i t s i n t o a s e r i a l l y 
composed membership group. D u r i n g the i n i t i a l stages o f the t r a i n i n g 
p e r i o d , c o n s i d e r a b l e energy i s e x e r t e d i n p e r f e c t i n g method and 
t e c h n i q u e , w i t h the i n s t r u c t o r t a k i n g over, or coming t o the rescue 
at c r i t i c a l moments. The i n s i i - u c t o r communicates the bases o f the 
o c c u p a t i o n a l s k i l l s w i t h dramatic a r t i f i c i a l i t y (see Young, 19^5» 
p 193) i n the use of techniques o f i d e a l i s a t i o n , m y s t i f i c a t i o n , and 
m i s r e p r e s e n t a t i o n . Such s t r a t e g i e s combine t o present a s t r i c t 
r u l e - f o l l o w i n g model o f a c t i o n f o r b e g i n n e r s . W h i l s t , w i t h some 
degree o f mastery, the neophyte w i l l b e g i n t o ask q u e s t i o n s , o n l y 
when he can be p e r c e i v e d by the i n s t r u c t o r t o have i n t e r n a l i s e d the 
s t r i c t r u l e s , w i l l he be a l l o w e d t o temper n e g o t i a t i o n s o f s i t u a t i o n s 
w i t h good sense. S u t h e r l a n d (l937» P 213) comments upon the v e r y 
' s i m i l a r form which the t u t e l a g e of the embryonic p r o f e s s i o n a l t h i e f 
t a k e s : 

" . . . I f he performs these minor d u t i e s s a t i s f a c t o r i l y 
he i s promoted t o more i m p o r t a n t d u t i e s . D u r i n g t h i s 
p r o b a t i o n a r y p e r i o d the neophyte i s a s s i m i l a t i n g the 
g e n e r a l standards o f m o r a l i t y , p r o p r i e t y , e t i q u e t t e , 
and r i g h t s which c h a r a c t e r i s e the p r o f e s s i o n , and he 
i s a c q u i r i n g " l a r c e n y sense"..." 

A l l moral c a r e e r s r e f l e c t the t u t o r ' s search i n the neophyte 
f o r some evidence of the p a r t i c u l a r "career sense". S u p e r v i s o r s search 
t r a i n e e s at Wellbreads f o r i n d i c a t i o n s o f " sales sense", which i s 
u l t i m a t e l y the i n t e r p r e t e d presence o f sales-conducive p e r s o n a l i t y 
c h a r a c t e r i s t i c s . S u p e r v i s o r s e i t h e r b e l i e v e i n the e x i s t a n c e o f 
"sales sense" or n o t , but i n any case concur t h a t i t i s n e i t h e r 
t e a c h a b l e nor communicable. Teaching i s i n s t e a d a m y s t i c a l ' b r i n g i n g 
out' o f such a b i l i t i e s . L i k e "news sense" (Rock, 1973c, p 74)j ^nd 
" g r i f t sense" (Maurer, 1953)} the innateness of the sense i s due t o 
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t h e o r d e r i n g "by l e a r n e d p r a c t i t i o n e r s of unconscious knowledge of 
competence. I t i s ' o b v i o u s l y ' i n n a t e , because one i s j u s t o b l i v i o u s 
t o the processes which would make i t not so. N e v e r t h e l e s s , judgement: 
of i t ' s presence are f a t e f u l . S u t h e r l a n d (1937? P 214) c o n t i n u e s : 

"...This more g e n e r a l knowledge i s seldom 
t r a n s m i t t e d t o the neophyte as f o r m a l v e r b a l 
i n s t r u c t i o n s but i s a s s i m i l a t e d by him w i t h o u t 
b e i n g recognised as i n s t r u c t i o n s . However, he 
i s l i k e l y t n be dropped from p a r t i c i p a t i o n i n 
f u r t h e r p r o f e s s i o n a l a c t i v i t i e s f o r f a i l u r e t o 
a s s i m i l a t e and use t h i s more ge n e r a l c u l t u r e 
as f o r f a i l u r e t o a c q u i r e the s p e c i f i c d e t a i l s 
of the techniques o f t h e f t . . . " 

Howton and Rosenberg (1965, p 28l) s p e c i f i c a l l y d e b a t i n g sale; 
i d e o l o g y and s e l f - i m a g e r y , make a n i c e d i s t i n c t i o n i n these terms 
between t e c h n i c a l and p s y c h o l o g i c a l ground knowledge: 

"...The two forms o f s k i l l ( t e c h n i c a l and 
p s y c h o l o g i c a l ) appear t o be e q u a l l y i m p o r t a n t , 
but they are not e q u a l l y easy t o a c q u i r e . One 
of t h e most e m p h a t i c a l l y s t a t e d and unambiguous 
themes i n the p r o t o c o l s i s t h a t : " t h e r e ' s no way 
of a c t u a l l y p r e p a r i n g y o u r s e l f f o r saJ.es...the 
i n g r e d i e n t s are i n b o r n " . The same might have been 
s a i d , i n a l l c o n s i s t e n c y , of the " a b i l i t y t o p i c k 
up t e c h n i c a l i n f o r m a t i o n " . But i t was not s a i d . 
A p p a r e n t l y , the a b i l i t y t o i n f l u e n c e people i s 
seen as more p r o b l e m a t i c , r a r e r and more p r e c i o u s , 
when i t comes t o the q u e s t i o n o f i^rhat makes a 
good salesman..." 

I n i t i a l l y , t h e r e c r u i t has t o demonstrate w i l l i n g n e s s and 
a b i l i t y t o be a l e a r n e r , and not a p r a c t i t i o n e r . The f i r s t unspoken 
t e s t i s s u c c e s s f u l a d o p t i o n of t h e neophyte r o l e . As Goffman ( l 9 6 l a , 
p 82) n o t e s , a main p a r t o f the neophyte r o l e c e n t r e s upon over 
emphasis o f the p r e s c r i p t i v e aspects of the f i n a l r o l e . There i s a 
r i t u a l requirement t h a t t h e r e c r u i t "prove h i s competence, s i n c e r i t y 
and awareness of his p l a c e , l e a v i n g the showing of d i s t a n c e from a 
r o l e t o a time and place when he i s f i r m l y " v a l i d a t e d " i n t h a t r o l e " 
( i b i d ) . 

C r u c i a l l y , the s e l f of the l e a r n e r i s e v e n t u a l l y persuaded 
from t h e s t r i c t r u l e - f o l l o w i n g model, ana i s encouraged t o adopt 
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a more s u i t a b l e g l o s s a r y of a c t i o n s , and a more ' p r a c t i c a l ' 
v o c a b u l a r y of accounts and motives. Successful judgements o f 
t e c h n i c a l a b i l i t y a l l o w i n s t r u c t o r s t o move on t o i n t r i c a c i e s and 
s h o r t - c u t s . Acceptance o f s h o r t - c u t s prompts judgements of moral 
readiness t o proceed w i t h o t h e r ' t e s t s ' . 'Passing' i n d i c a t e s 
s u c c e s s f u l status-passage i n t o p o s t - t r a i n i n g stages. 

Some h i n t o f t h e processes of accomodating novices t o new and 
i l l i c i t r o u t i n e s i s g i v e n i n Bensman and Gerver's (1963) account of 
t h e i l l i c i t use of the " t a p " i n an a i r c r a f t f a c t o r y . The " t a p " i s a 
h a r d s t e e l screw, o f f i c i a l l y outlawed i n t h e f a c t o r y , but w i d e l y 
used by employees t o r e a l i g n nuts and p l a t e openings d i s t o r t e d i n 
t h e assembly of a i r c r a f t . Bensman and Gerver ( i b i d , p 59-1) not e : 

"...To most workers e n t e r i n g an a i r c r a f t p l a n t , the 
t a p i s an unknown i n s t r u m e n t . . . The new worker does 
not come i n t o c o n t a c t w i t h the tap u n t i l he f i n d s 
i t i m p o s s i b l e t o a l i g n the h o l e s . . . I n d e s p e r a t i o n . . . 
he t u r n s t o h i s p a r t n e r ( a more experienced worker) 
and s t a t e s h i s problem. The experienced worker w i l l 
t r y every l e g i t i m a t e t e c h n i q u e . . . ( t h e n ) he r e s o r t s t o 
t h e t a p . He taps the new t h r e a d h i m s e l f , not p e r m i t t i n g 
t h e novice t o use the t a p . While t a p p i n g i t he g i v e s 
the novice a l e c t u r e on the dangers of g e t t i n g caught. 
For s e v e r a l weeks the o l d e r worker w i l l not p e r m i t 
h i s i n e x p e r i e n c e d p a r t n e r t o use a t a p when i t s 
use i s r e q u i r e d . He leaves h i s own work i n o r d e r t o 
do the r e q u i r e d t a p p i n g . . . . i f the novice demonstrates 
s u f f i c i e n t a b i l i t y and care i n o t h e r aspects of h i s 
work he w i l l be a l l o w e d t o t a p the h o l d under s u p e r v i s i o n . . . " 

For the p s y c h o l o g i c a l purposes o f s t a t u s conscious p r a c t i s e d 
members, a l l a s p i r a n t s are d e f i n e d ( f o r s t a t u s - i n c u b a t i o n , or 
p r e s t i g e - q u a r a u t i n e p e r i o d s ) as f o o l s . Only the e x h i b i t i o n o f 
s u i t a b l e and . s u f f i c i e n t subservience removes them from t h e temporary 
b o r d e r l i n e s t a t u s . More s p e c i f i c a l l y , the novice i s a l l o w e d "clumsy 
f o o l " s t a t u s ( k l a p p , 1962, p 7 0 ) . A clumsy f o o l i s one who "...proves 
h i m s e l f d i s g r a c e f u l l y i n e p t i n c a r r y i n g oxxi r o l e s r e q u i r e d o f the 
average member or s t a t u s incumbent..". Those i n i t i a l l y i l l - p r e p a r e d 
t o be t h u s degraded are o c c a s i o n a l l y encouraged t o attempt t a s k s 
beyond t h e i r c a p a c i t i e s , and subsequently experience a humbling f c e l i n 
which paves the way t o v o l u n t a r y s u b j u g a t i o n t o the e x p e r t t u i t i o n of 
t h e coach. More p e r c e p t i v e r e c r u i t s immediately adopt "simple f o o l " 
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s t a t u s . Klapp (l949> P 148) reminds us t h a t those a d o p t i n g such a 
stance do so by "..a d e m o n s t r a t i o n of d e f i c i e n c y o f i n t e l l i g e n c e . . . 
he i s c l a s s e d as n a i v e , senseless, backward..". 

I n o t h e r words, the neophyte r o l e i s a temporary, u n s t r u c t u r e d 
s t a t u s assignment, w i t h which the r e c r u i t must concur. Lack o f 
w i l l i n g n e s s t o r e l i n q u i s h c o n t r o l over the d i r e c t i o n o f one 1s 
i d e n t i t y , may p r e c i p i t a t e s t a t u s - f o r c i n g t a c t i c s ( S t r a u s s , 1959) 
from t h e coach. 

A l t h o u g h the t r a i n i n g stage may have, t h u s , many sub-stages, 
t y p i c a l l y , throughout i t s d u r a t i o n , t h e r e i s f i r s t l y , a p u b l i c 
e x h i b i t i o n of m a r g i n a l i t y , so t h a t o t h e r s may make s u i t a b l e (and 
d i s c o u n t a b l e ) 'allowances'. To quote Hughes (1953, p 120), d u r i n g 
t r a i n i n g , the i n d i v i d u a l t e m p o r a r i l y becomes a "marginal man". 
Customers who are aware of t h e dramatic n i c e t i e s o f everyday sales 
l i f e w i l l t h us be able t o e x h i b i t some t a c t i n h a n d l i n g the new 
perf o r m e r . Goffman (19595 P 225) n o t e s : 

."...when the p e r f o r m e r i s known t o be a 
beginner, and more s u b j e c t than o t h e r w i s e t o 
embarrassing mistakes, the audience f r e q u e n t l y 
shows e x t r a ' c o n s i d e r a t i o n , r e f r a i n i n g from 
c a u s i n g the d i f f i c u l t i e s i t might o t h e r w i s e c r e a t e . . . " 

T h i s m a r g i n a l i t y i s acknowledged as temporary, and i s seen 
as a pas s i n g s t a t u s : one t o which o n l y s h o r t - t e r m a d a p t i o n need b$i 

( a ) 
made by those audiences conderned. 

I n a d d i t i o n , r e s p o n s i b i l i t y and l i a b i l i t y f o r outcomes i s 
t e m p o r a r i l y suspended. Strauss (l959> P 1^4) suggests t h a t t h i s 
p e r i o d o f t o l e r a n c e i s a s t r u c t u r a l n e c e s s i t y , and i s o f t e n enacted 
by couching t r i a l runs i n a r h e t o r i c of "make b e l i e v e " , or "not f o r 

( a ) The pharmacist (McCormack, 1955-56) and the c h i r o p r a c t o r (Wardwell, 
1952) are examples of permanently m a r g i n a l p o s i t i o n s . I i n t e n d t o 
convey VJardwell' s meaning o f margina l r o l e ( i b i d , p 3^0) as 
"..an i m p e r f e c t l y i n s t i t u t i o n a l i s e d one which means t h a t t h e r e 
i s some a m b i g u i t y i n t h e p a t t e r n of behaviour l e g i t i m a t e l y expected 
of a person f i l l i n g the r o l e . . . " . I n a s t r i c t sense ( d e f i n e d i n 
Chapter Three) m a r g i n a l r o l e s are p a r a d o x i c a l . 
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keeps", wherein performance i s not recorded i n the dramatic biography 
of the a c t o r . Such suspension of r e a l i t y i s not merely t o absolve 
the newcomer from l i a b i l i t y f o r h i s a c t i o n s , but a l s o c o n s t i t u t e s ^ 
a mutual d i s c o v e r y pha.se f o r b o t h p a r t i e s , who w i t h h o l d f u l l 
involvement i n the j o i n t c o n s t r u c t i o n o f i n t e r p e r s o n a l change u n t i l 
s a t i s f a c t o r y c o n j o i n t u n d e r s t a n d i n g i s achieved. These themes o f b o t h 
m a r g i n a l i t y and t o l e r a n c e are summed up by Goffman ( l 9 6 l a , p 91-2): 

"...When an i n d i v i d u a l i s f i r s t wakening t o h i s 
r o l e , , he w i l l be a l l o w e d t o approach h i s tasks 
d i f f e s e d c n t l y , an excuse and an apology a l r e a d y on 
h i s l i p s . At t h i s time he i s l i k e l y t o make many 
oth e r w i s e d i s c r e d i t a b l e mistakes, fox- t h i s time he 
has a. l e a r n e r ' s p e r i o d of grace i n which t o make them 
a p e r i o d i n which he i s not q u i t e the person he w i l l 
s h o r t l y be, and, t h e r e f o r e , cannot b a d l y damage 
h i m s e l f by the expression of m a l a d r o i t a c t i o n s . . . 
T his temporary licence...(may be) i n s t i t u t i o n a l i s e d 
. . . ( b u t ) f o r a w h i l e i t i s p o s s i b l e t o say t h a t 
th e ( t r a i n e r ' s ) r o l e makes allowances f o r r n a l a d r o i t n e s s 
i n b e g i n n e r s . . . " 

Hovices i n t h e Sales department are o f t e n v e r b a l l y prepared 
f o r t h i s s t a t u s . One man remembered: 

"...any mistakes I made, w e l l , he s a i d t o me: 
'Any mistakes you make...we'11 leave j± f o r a 
month or so u n t i l i t s e t t l e s down 1...more or 
l e s s s a y i n g t h a t i f you can't get i t r i g h t w i t h i n 
a month, t h a t ' s your own f a u l t . . . " 

The s t r u c t u r e o f s e l l i n g at Wellbreads also d i c t a t e s t h a t 
t r a i n i n g be done s i n g l y . T h i s method i s p a r t i c u l a r l y e f f e c t i v e where 
s i g n i f i c a n t changes are r e q u i r e d from the r e c r u i t . The ever-present 
s u p e r v i s o r ensures t h a t any a n x i e t i e s c r e a t e d by the discrepancy 
between a v a i l a b l e d e f i n i t i o n s o f t h e f i d d l e are s u i t a b l y harmonised. 
Becker (1964, p 283) notes, w i t h h i s u s u a l c l a r i t y , t h a t those 
s o c i a l i s e d alone f i n d i t e a s i e r t o change t h e i r ways than those 
who s u b c u l t u r a l i y i d e n t i f y w i t h f e l l o w - t r a i n e e s . 

S y m b o l i c a l l y , the s u p e r v i s o r i s a v e r y i m p o r t a n t s i g n i f i c a n t 
o t h e r . I n t e r a c t i o n a l l y , he p l a y s the r o l e o f 'coach.' - a s p e c i f i c 
r e l a t i o n s h i p p e r t a i n i n g d u r i n g r e l a t i v e l y i n s t i t u t i o n a l i s e d but 
r e g u l a t e d status-passages conducted s e r i a l l y on those occasions 
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where, however sure "the r e c r u i t might be of h i s f i n a l g o a l ( i n t h i s 
case, becoming a salesman), o n l y t h e t r a i n e r who has n e g o t i a t e d 
a s i m i l a r moral c a r e e r h i m s e l f i n the p a s t , i s c l e a r on a l l f u t u r e 
steps t o be taken. Weinberg and Arond (1951j P 466) show how 
i m p o r t a n t the t r a i n e r i s t o the f u t u r e success o f the boxer, by not 
o n l y t r a n s m i t t i n g a p p r o p r i a t e b o x i n g s k i l l s , but also by becoming 
an a u t h o r i t a t i v e anchor p o i n t o f emotional s e c u r i t y . The t r a i n e r 
chaperones the boxer t h r o u g h bouts of worry and tension,, and 
manipulates h i s conduct by b o o s t i n g morale or by w i t h d r a w i n g p r a i s e . 

The sales s u p e r v i s o r i s more 3. p r i v a t e t u t o r t h a n a c l a s s 
t e a c h e r , and s y s t e m a t i c c o r r u p t i o n of employees i s managed by 
c a r e f u l l y chaperoned and s h e l t e r e d t r a n s f o r m a t i o n . I n a d d i t i o n t o 
b e i n g s e r i a l l y , r a t h e r t h a n c o h o r t managed, f i d d l e r s a t Wellbreads 
d e s c r i b e a moral ca r e e r p a t t e r n which we may c h a r a c t e r i s e as an 
i n v o l u n t a r i l y — u n d e r t a k e n , i n f o r m a t i o n a l l y - s u b t l e , i n i t i a l l y - i n t e n t i c n -

( a) 
c l o s e d , F a g i n - t y p e , aitcr-managed moral c a r e e r . T h i s i s so because 
the s t a t u s change i s v o l u n t a r y ( i n the sense o f being a, s o c i a l r a t h e r 
t h a n p h y s i c a l change); i n i t i a l l y p a r t i c i p a t e d i n w i l l i n g l y by r e c r u i t s 
because i n f o r m a t i o n about f i d d l i n g i s r e l e a s e d almost i m p e r c e p t i b l y 
(as i t i s i n the moral t r a i n i n g o f b o t h n u d i s t s , see Weinberg, 1966, 
p 243? and r e l i e f - m a s s e u s s e s , V e r l a r d e , 1975? P 252 c t sea.) and not 
i n t h e form of f o r m a l i n d o c t r i n a t i o n . The e v e n t u a l c a r e e r i n t e n t i o n s 
are i n i t i a l l y concealed from t h e r e c r u i t ( h e r e , compare, r e c r u i t 
p i c k p o c k e t s i n l-iaurer, 1955? P 158-162, who are c o n v e r s e l y s o c i a l i s e d 
on an 'open Fa g i n - t y p e ' p a t t e r n ) ; and t e a c h e r - p u p i l are i n a 
n u m e r i c a l l y one-to-one r e l a t i o n s h i p - r e m i n i s c e n t of F a g i n and 
O l i v e r T w i s t . 

( a ) Moral c a r e e r s are r a r e l y ego-managed ( i . e . conducted i n s o l i t a r y ) 
a l t h o u g h Lemert (1953> P 106) poses an i s o l a t i o n h y p o t h e s i s f o r 
t h e i n i t i a t i o n o f most cheque-forgers, and l i a u r e r ( 1955 ? P 166-7) 
found one s t o r y o f a s t r i c t l y s e l f - t a u g h t p i c k p o c k e t . The l a t t e r 
case i s p a r t i c u l a r l y i n t e r e s t i n g as the g i r l i n q u e s t i o n not o n l y 
was w h o l l y i g n o r a n t of the a p p r o p r i a t e a r g o t , but a l s o was unaware 
of s t a ndard t e c h n i q u e s . Her success d e r i v e d e x c l u s i v e l y from her 
v e r y s m a l l hands w i t h which she c o u l d search pockets w i t h o u t 
" r e e f i n g " them. 
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The a c t u a l s t a g i n g o f the f i d d l e r t r a n s f o r m a t i o n f o l l o w s a 
r h e t o r i c a l form t y p i c a l o f a l l moral c a r e e r s . An e x i s t e n t i a l 
d e a t h / r e b i r t h c y c l e t y p i f i e d by, as Goffman ("1961, p 155) puts i t : 
" a l i e n a t i o n and m o r t i f i c a t i o n f o l l o w e d by a new set o f b e l i e f s about 
the w o r l d and a new way o f c o n c e i v i n g o f s e l v e s . " 

Stage 1: Chaperoned M o r t i f i c a t i o n and A l i e n a t i o n 

Der.'io 11 s t r a t i o n s ancl T r i a 1 n : G e n e r a l l y , the demonstration and 
t r i a l p e r i o d of t r a i n i n g absorbs o n l y the f i r s t week of t r a i n i n g 
a t Wellbreads, but t h e u e r i o d may be extended u n t i l a s a t i s f a c t o r y 

( a ) 
assessment of t e c h n i c a l readiness can be made. The novice i s 
t r e a t e d as a f o o l , but i s expected t o absorb the s t r i c t r u l e s . The 
Wellbread S u p e r v i s o r s ' t r a i n i n g manual r e f e r s thus t o the f i r s t week 
of t r a i n i n g : " I t has t a k e n you years t o reach your stage of experience, 
remember t h i s man knows n o t h i n g o f the bread t r a d e . E x p l a i n e a s i l y , 
step by s t e p . " A s u p e r v i s o r e x p l a i n e d t o me what t h i s meant: 

"...The whole id e a i s t o get the b l o k e t o know 
where he's g o i n g , t h a t ' s the main t h i n g , you do 
t h i s the f i r s t week, and t r y and s o r t o f f a m i l 
i a r i s e him w i t h the procedure, the bread.... 
yeah, the f i r s t I j u s t have the chap f o l l o w 
me... " 

The new man i s expected t o l e a r n by r o t e the r o u t e he w i l l 
have t o t a k e on h i s own e v e n t u a l l y , the d i f f e r e n t types o f bread, 
and how t o o r d e r goods f o r h i s round. One man remembered t h a t 
d u r i n g h i s f i r s t week: 

(a) Bigus ( l 9 7 2 , p 14l) notes t h a t milkmen, who o n l y get one week's 
t r a i n i n g , o n l y have time t o master t e c h n i c a l issues such as: 
"..the i n s t r u m e n t a l aspects o f the j o b , such as d r i v i n g a t r u c k , 
keeping the route-books i n o r d e r , "working a l o a d " , and so 
f o r t h . . . " . A l t h o u g h encouraged t o " d e a l " by s u p e r v i s o r s (meaning 
t o o f f e r a package-deal t o customers as d i s t i n c t from the meaning 
here a t t a c h e d t o " d e a l " - see Chapter Four) the milkmen i n t h i s 
s tudy were not t a u g h t t o f i d d l e ( i . e . , s t e a l from customers). 



63. 

"...What he was concerned w i t h was where I was 
going...some o f then ( c a l l s ) were d i f f i c u l t , you 
know, ' F i r s t house a f t e r popular t r e e s ' , t h a t s o r t 
of t h i n g , you know...I d i d get l o s t the f i r s t 
few &ays, I d i d n ' t know a n y t h i n g about i t f o r the 
f i r s t few d a y s . . . a l l he was concerned w i t h , I 
d i d n ' t know n o t h i n g . . . a l l he taught me was where 
t o go..." 

Another man a d m i t t e d t h a t : 

"...That was my f i r s t r e a l c o n t a c t w i t h bread, 
customers, and e v e r y t h i n g . . . he j u s t f l e w round, 
I d i d a week w i t h him, he wasn't i n t e r e s t e d i n 
showing you a n y t h i n g , and I was j u s t a c t i n g as 
a passenger r e a l l y . . . " 

I n f a c t , even bona f i d e d e v i a n t occupations ( r a t h e r than those 
w i t h d e v i a n t s i d e l i n e s ) r e q u i r e t h a t e n t r a n t s g r a d u a l l y become 
i n i t i a l l y accustomed t o o c c u p a t i o n a l b a s i c s . V e r l a r d e (.1975» P 253~4) 
suggests: 

"...There are v a r i o u s steps which a masseuse must 
p s y c h o l o g i c a l l y master b e f o r e g a i n i n g competence i n 
t h i s p r o f e s s i o n . The f i r s t i s c o n f r o n t a t i o n w i t h a 
naked man. She u s u a l l y begins the massage at her own 
pace w i t h the most n o n - e r o t i c p a r t of t h e naked 
s t r a n g e r , the neck. This g i v e s her time t o f e e l at 
ease. She s l o w l y works down the man's body d u r i n g 
the next h a l f - h o u r . By t h i s time she has rebounded 
from t h e i n i t i a l shock of t o u c h i n g a strange man i n 
the nude. She b a r e l y n o t i c e s h i s n u d i t y u n t i l the 
time comes f o r him t o f l i p over on h i s back. Again, 
she s t a r t s -with the t h r o a t and goes down t o h i s arms 
and chest w h i l e she gets used t o seeing (and stops 
s t a r i n g a t ) h i s p e n i s . . . " 

This e x t r a c t n i c e l y shows t h a t even s u b - a r t s l i k e a l t e r -
m a s t u r b a t i o n may w e l l be an issue o f t e c h n i c a l a b i l i t y b e f o r e b e i n g 
odft o f moral r e a d i n e s s , and t h a t even q u i t e innocuous t e c h n i c a l i s s u e s 
are a necessary p r e - c o n d i t i o n of e v e n t u a l l y s u c c e s s f u l moral c o n v e r s i o n . 

The l e a r n i n g stage o f the moral c a r e e r at Wellbreads i s 
e x c e s s i v e l y t i m e t a b l e d . W h i l s t common-sense t e l l s us t h a t cohort 
t r a i n i n g goes 3&tly i f t r a i n e e - g r o u p s l a g behind or speed up i n t h e i r 
development (as t h i s provokes t e n s i o n v i s - a - v i s o t h e r r e c r u i t s ) 
emphasis on r e g u l a r l y t i m e t a b l e d development i n s e r i a l s o c i a l i s a t i o n 
i s demanded t o s a t i s f y symbolic ratli-ar than p r a c t i c a l requirements. 
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Slow l e a r n e r s e a s i l y accomodate such s t r u c t u r a l n i c e t i e s , t h e i r 
t a r d i n e s s b e i n g e a s i l y r a t i o n a l i s e d , w i t h a c e r t a i n amount of p r i d e , 
as due t o t h e i n t r i c a c i e s of the j o b . Staged and w e l l - o r d e r e d 
succession i s a l s o necessary t o complete the quota of r e q u i r e d 
salesmen. Tardy or over-speedy t r a i n i n g are b o t h i n d i c a t i v e of 
poor s u p e r v i s i o n , one i n d i c a t i n g incompetent, the o t h e r skimped 
progress. However, the over-zealous often pose a s t a t u s t h r e a t t o 
experienced hands by f a i l i n g t o .sec t h a t s e v e r a l i n f o r m a l stages 
have t o be t r a v e r s e d b e f o r e c e r t i f i c a t i o n i s f i n a l (see St r a u s s , 
1959, P 104). 

S o c i a l i s a t i o n can thus go astray i f t e c h n i c a l or o r g a n i s a t i o n a l 
commitments c u r t a i l f u l l t r a i n i n g . One man remembered t h a t : "...They 
t o l d me t h a t I would get t h r e e weeks ( t r a i n i n g ) . . . b u t I o n l y got 
8 days, and they sent me out on my own...chucked me i n the deep end, 
because t h e y d i d n ' t have enough s t a f f t o send somebody w i t h me...". 

M o r t i f i c a t i o n , as the d e l i b e r a t e d i s o r g a n i s a t i o n and d i s 
o r i e n t a t i o n of the v i c t i m i n o r d e r to make him more r e c e p t i v e / 
su©ceptiUe to moral r e i n t e r p r e t a t i o n s of a c t i o n , begins here. The 
novice begins t o worry about h i s performance i n what has been 
described, t o him, so f a r , as a p e r f e c t system. He n a t u r a l l y begins 
t o s u f f e r what Davis (1968, p 2 4 2 ) , - i n a s i m i l a r c o n t e x t , n o t i c e s : 
"...as f e e l i n g s o f embarrassment, uselessness, and pe r s o n a l 
inadequacy... worry, d i s a p p o i n t m e n t , f r u s t r a t i o n . . . " . The Wellbread 
S u p e r v i s o r ' s manual reminds s u p e r v i s o r s t h a t f o r the new man, 
"This i s h i s f i r s t day i n a bakery and he w i l l undoubtedly be 
confused by the h u s t l e and b u s t l e . . . h e i s p r o b a b l y nervous k n o c k i n g 
on a door f o r the f i r s t t i m e . " One s u p e r v i s o r complained o f a r e c r u i t : 
"...The man was b e w i l d e r e d , he d i d n ' t know what I was t a l k i n g about..", 
and a salesman a d m i t t e d : 

" . . . I was a b i t nervous a t f i r s t , I was nervous 
about meeting people, I ' d never done the job 
b e f o r e . I hadn't done the knocking on doors t o 
women and t h a t . . . a n d the moans and groans t h a t 
some of them come up w i t h . . . i t was s t r a n g e , I 
t h o u g h t : "Christ'. I wonder i f I ' l l be able t o 
add up?"...I was w o r r i e d about what t h e job was 
g o i n g t o be l i k e , I d i d n ' t want not t o be any 
good at i t , I d i d n ' t want t o be a f o o l . . . " 
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Some attempts are made by s u p e r v i s o r s t o reassure novices 
( m o s t l y t o prevent them l e a v i n g ) and the s u p e r v i s o r takes over at 
c r i t i c a l moments c r e a t e d by those customers who choose t h e dep a r t u r e 
of t h e r e g u l a r baker and the t r a i n i n g o f a new one as the best 
moment t o change t h e i r l o y a l t i e s . However, f o l l o w i n g the p a t t e r n 
of pessimism f e a t u r e d i n the i n t e r v i e w , the s t r i c t r u l e - t u t o r i n g 
model c u r i o u s l y over-emphasises some problems. Two s u p e r v i s o r s 
s a i d : 

" . . . W e l l , when you t r a i n a person, he should 
always c a r r y a b a s k e t . . . I don't s t i l l c a r r y a 
basket t o t h e door, I would t e l l you t h a t . . . 
but i f I was t r a i n i n g a man I wouldn't say t h a t , 
I don't t h i n k you should do, I would say: 'Take 
the basket t o every door'...but a f t e r a w h i l e 
he's not g o i n g t o , i s he'?..." 

"...on the f i r s t week, I always drag a wan o u t , 
I always f u c k about, t a l k t o people, and stop 
f o r about t h r e e cups o f t e a , so we p r o b a b l y come 
r o l l i n g i n t o the bakery when i t ' s g e t t i n g dark, 
and the bl o k e t h i n k s : 'Bloody Hell', t h i s job i s 
goi n g t o be t e r r i b l e ' , and i f the bl o k e ' s one o f 
those who wants t o f i n i s h a t 2.00 pm every dav, 
h e ' l l g i v e h i s n o t i c e i n t h e n . . . " 

A g e n e r a l s o c i a l process, the " f i c t i o n a l r e - r u n " i s i n v o l v e d 
here. The f i c t i o n a l r e - r u n i s an e l a b o r a t e l y stage-managed r e - p l a y of 
the set of connected s t e p s , which, i f put i n t h e i r l o g i c a l l y o c c u r r i n 
sequence, l e a d the d i s b e l i e v e r t h r o u g h t h e p r e f e r r e d stages of an 
o r g a n i s a t i o n a l r a t i o n a l e . I t i s a s o r t o f l a y v e r s i o n o f the Hughes 
Assumption (see Chapter One), e x p l i c i t l y enacted t o ensure long-term 
b e l i e f i n the p r e f e r r e d outcome r a t h e r than mere s l a v i s h and s h o r t -
term obedience t o and p r a c t i c e o f i t . S u p e r v i s o r s who l e a d novice 
salesmen t h r o u g h examples o f those f o r m a l occasions, the f o r m a l l y 
r a t i o n a l s o l u t i o n t o which would, i f annotated i n t h e i r l o g i c a l 
sequence, l e a d any r a t i o n a l a c t o r toward reasonable a d o p t i o n of the 
f i d d l e , would t y p i c a l l y experience g r e a t e r success i n t r a i n i n g than 
those who merely and b a l d l y .announce the n e c e s s i t y t o f i d d l e . Since, 
a l a s , i t would be i n a p p r o p r i a t e ( f o r reasons o f m a i n t a i n i n g c o n t i n u i t 
o f p r i c e t o i n d i v i d u a l customers) t o a l l o w r e c r u i t s t o a c t u a l l y 
experience t h i s sequence of ste p s , the " r e - r u n " f o r f i d d l e r s i s 
n e c e s s a r i l y " f i c t i o n a l " . The " f i c t i o n a l r e - r u n " i s a p a r t i c u l a r 
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v a r i a t i o n o f a basic way t h a t s o c i a l l y - f r a r n e d a c t i v i t y may be 
"keyed" (Goffman, 1974? P 59-61) as a t e c h n i c a l r e - d o i n g . A l l 
t e c h n i c a l re-doings are s t r i p s o f o r d i n a r y a c t i v i t y a b s t r a c t e d 
from t h e i r normal c o n t e x t . Here, t h i s i s done as a " p r a c t i s i n g " , 
which h i g h l i g h t s the u n d e r s t a n d i n g t h a t the o r i g i n a l outcome w i l l 
not occur, the a c t i v i t y b e i n g keyed as n o n - l i t e r a l . As Goffman 
( i b i d , p 64) n<tcely notes, p r a c t i c e sessions are l i k e l y t o i n v o l v e 
a h i g h e r c o n c e n t r a t i o n o f v a r i e d d i f f i c u l t i e s and. mock' emergencies 
than " r e a l l i f e " , making p r a c t i c e p a r a d o x i c a l l y harder than 4rhe-

(a ) 
the r e a l t h i n g . 

The s u p e r v i s o r ( w h i l s t the " f i c t i o n a l r e - r u n " i s i n p l a y ) 
i s p r o b a b l y f i d d l i n g f o r the good o r g a n i s a t i o n a l reasons g i v e n 
above ( i . e . , i n o r d e r t o recover f i n a n c i a l l o s s i n e v i t a b l y occurring 
i n t r a n s a c t i o n s w i t h customers), but the novice i s too busy l e a r n i n g 
b a s i c s t o n o t i c e a n y t h i n g untoward: 

" . . . I c o u l d n ' t p i c k up what he was s a y i n g , 
he vias too q u i c k f o r me..." 

"...No...I can't remember (whether or not the 
s u p e r v i s o r was f i d d l i n g ) . . . y o u can't remember 
t h i n g s l i k e t h a t , not when you're l e a r n i n g the 
round, can you?..." 

"...When I" s t a r t e d , I d i d n ' t know n o t h i n g about 
i t . . . I d i d n ' t know whether he was d o i n g i t , 
he d i d n ' t t e l l me n o t h i n g . . . " 

"...At the b e g i n n i n g of t h e j o b , when you 
s t a r t , you're s o r t of dim i n a sense, when the 
job i s new, and you don't s o r t o f know a n y t h i n g 
e l s e . . . " 

( a ) K l o c k a r s (l974> P 35-6) r e c i t e s an example o f a s t r e e t - h u s t l e r 
who t r i e d t o s e l l 'Barker' pens s t r a i g h t , but who had t o p l a c a t e 
customer s u s p i c i o n s and i n c r e a s e sales by i n i t i a l l y ( b u t e r r o n e o u s l 
saying t h a t t hey were s t o l e n . I n L o f l a n d 1 s (1966) study o f c u l t i c 
c o n v e r s i o n , p o t e n t i a l c o n v e r t s a r r i v e armed w i t h s u f f i c i e n t r e a l 
and p e rsonal experience of problems and t e n s i o n s which would 
s a t i s f a c t o r i l y p r e c i p i t a t e e v e n t u a l c o n v e r s i o n . T h i s n o t i c e s the 
d i f f e r e n c e between o v e r t and c o v e r t (under o c c u p a t i o n a l g u i s e ) 
moral c a r e e r s , and i n d i c a t e s t h a t the " f i c t i o n a l r e - r u n " i s 
p r o b a b l y preserved f o r the l a t t e r when the a p p r o p r i a t e audience 
might be u n f o r t u n a t e l y d i s t u r b e d by w i t n e s s i n g a r e a l r e - r u n . 
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But when demonstrations become t r i a l s , the novice may " l a t c h - o n " 
t o something;: 

"...See, I n o t i c e d him e a t i n g something, t h a t 
was when I_ had the bag, he d i d n ' t pay f o r i t . . . " 

" . . . I d i d n ' t know he was doing i t , u n t i l he 
got back i n t o the ca b . . . t h a t was o n l y because 
I counted i t . . . I twigged i t , but he hadn't 
t o l d me, I t h o u g h t : 'Christ', t h a t ' s a rum one, 
he's booked t h a t , and we o n l y had t h i s amount 
of bread on..." 

I t i s both i n e v i t a b l e and e s s e n t i a l t h a t the novice now begins 
t o l a t c h - o n . A s e n i o r s u p e r v i s o r e x p l a i n e d t h e problems of a novice 
t a k i n g over and c h a r g i n g the r i g h t p r i c e , and how t h i s i s f o r e s t a l l e d ; 

" . . . t h i s comes out w i t h the s u p e r v i s o r when 
he says t o the new roundsman: 'Watch out f o r 
her, she's an o l d so-and-so' ... and he adds: 
' I f you s t i c k a hal f p e n n y on...'...and i t s 
j u s t s l i p p e d o u t , ' S h e ' l l be wat c h i n g her 
account' , and. t h e new man p i c k s t h i s up s t r a i g h t 
away, and says, ' WhiJt do you mean about t h i s 
h a l f p e n n y ? ' . . . " 

Some customers may take the o p p o r t u n i t y t o i n i t i a t e t h e i r 
own f i d d l e s ( 1 f ] i n k e r s ' ) d u r i n g the t r a i n i n g p e r i o d , and thus u n w i t t 
i n g l y educate the t r a i n e e . This i s q i i i t e common amongst the experiences 
of a p p r e n t i c e s o f i l l i c i t o c c u p a t i o n s . A neophyte p r o s t i t u t e i n 
Bryan (1965) n o t i c e d : 

" . . . I t i s q u i t e rough when you are s t a r t i n g 
o u t . You get s t i f f e d a l o t of t i m e s . . . t h e y 
take advantage o f you any time they can..." 

Another d i f f i c u l t y , e x p l a i n e d t o me by a s e n i o r s u p e r v i s o r , i s 
n e g o t i a t i n g the breach of customer e x p e c t a t i o n s l i k e l y i f the f i d d l e 
i s t e m p o r a r i l y abandoned w h i l s t e d u c a t i n g a novice i n the e a r l y stages: 

" . . I ' v e gone t o the door, and the woman says, 
'Here's t h e money f o r t h e sma l l l o a f , Baker', 
and she puts 7~2~P i n my hand, and. I've known 
t i i a t i t ' s o n l y 7p.«out I've looked i n the r o u t e 
book, and I've seen '7"gP! marked r i g h t t hrough 
i t , so i t ' s put r.ie i n a very embarrassing 
p o s i t i o n , what do 1 do? i f i t e i I the woman 
i t ' s o n l y 7pj what happens?... the new bloke 
has l o s t a customer, she's not going t o t h i n k 
of the one j-p saved, but of a l l the o t h e r -gp' s 
she's l o s t i n the p a s t . . . " 
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The novice may also have heard a c o n v e r s a t i o n i n the canteen, 
or w h i l s t l o a d i n g , between experienced men. I f the newcomer i s 
n o t i c e d , he may have the c o n v e r s a t i o n e x p l a i n e d t o him: 

".. .Yeah, .you lea.rn them i n the canteen, and 
you get the i d e a as you go a l o n g . . . " 

" . . . W e l l , the bloke who'd done my round f o r 
40 years, he took over the m i l k round out t h e r e , . . 
w e l l , I used t o see him every day, and he used 
t o t e l l rne a l l the answers..." 

The e a r l i e r s t r i c t r u l e s are thus outmoded: 

" . . . W e l l , shortages, t h a t was the t h i n g t o sta.rt 
w i t h . . . h e always seemed t o be on about i t a t f i r s t , 
even i f you wanted something t o eat, o f f the van, 
he used t o say: ' Y o u ' l l have t o put t h a t i n ' , or 
something l i k e t h a t . . . I d i d t o s t a r t w i t h , but not 
a f t e r I caught him not d o i n g i t . . . " 

But l a t c h i n g - o n r a r e l y p r e c i p i t a t e s f u l l d i s c l o s u r e o f the 
f i d d l e system, a l t h o u g h p r o b a b l y now judged as ready t o transcend 
b a s i c s , t h e r e c r u i t i s not y e t m o r a l l y ready, nor i s he s u f f i c i e n t l y 
committed, and can o n l y be o f f e r e d a temporary meaning s t r u c t u r e . 
I f t h e novice gets a glimpse of t h i n g s too e a r l y , then the f i d d l e 
w i l l be denied. One man remembered t h a t h i s s u p e r v i s o r : "..Didn't 
t e l l me about i t , not at f i r s t , he j u s t s a i d t o add a penny or a 
h a l f p e n n y on, he d i d n ' t t e l l me too much about i t . . " . W h i l s t the 
s t a t u s r e l a t i o n s h i p p e r t a i n i n g between . r e c r u i t and s u p e r v i s o r 
absolves the l a t t e r from the i n t e r p e r s o n a l n e c e s s i t y o f g i v i n g an 
account, h i s t r a n s i e n t r o l e o f coach r e q u i r e s t h a t he be on hand 
at a l l times t o p r o f f e r the r e l e v a n t o r g a n i s a t i o n a l e x p l a n a t i o n o f 
phenomena. Su p e r v i s o r s ' awareness of c o r r e c t s t a g i n g however, a l l o w s 
them t o conclude t h a t t h e time may not be q u i t e r i p e f o r the t r u t h . 
Thus, the most l i k e l y outcome at the present stage i s postponement 
of c o r r e c t u n d e r s t a n d i n g u n t i l the r e c r u i t i s more h e a v i l y committed 
t o the o r g a n i s a t i o n . T y p i c a l l y , t h i s i s achieved by the i n s t r u c t o r 
s i d e - t r a c k i n g , s t a l l i n g , or u s i n g j o k i n g r e f e r e n c e s ( i n d i c a t i v e of 
t o pave the way t o smooth t r a n s i t i o n i n t o the next stage. The 
secondary purpose of such d r a m a t i s a t i o n i s t o c o n s t r u c t a s u f f i c i e n t 
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number o f 'usual' s i t u a t i o n s i n a s h o r t time as t e s t s f o r the 
r e c r u i t , v?hose response can be monitored, i n t e r p r e t e d and r a t i o n a l i s e d . 
'The a r t i f i c i a l i t y o f such s i t u a t i o n s c r e a t e d by the d u p l i c i t y o f 
the s u p e r v i s o r a l l o w s him t o remain i n c o n t r o l of the process. 
A r t i f i c i a l benchmarks o f t h i s s o r t are o f t e n f o r m a l i s e d i n o c c u p a t i o n a l 
c a r e e r s , g e n e r a l l y , as Strauss (1959» P 94-5) i n d i c a t e s , as the 
" c h a l l e n g e " which i s a t u r n i n g p o i n t s i m i l a r ' t o tire " l a t c h i n g - o n " 
d e s c r i b e d above. For most men however, such ' t e s t s ' come as a 
shock: 

"..what happened w i t h ( a s u p e r v i s o r ) , 
we "went t o a c a l l , I went w i t h him, b ut he done 
the c a l l , and when lie w rote i t i n the book, I 
was watching t o se e . . . I was watching t o see how 
he wrote i t i n the book...and I n o t i c e d he put 
the wrong p r i c e i n . . . ( l a u g h ; . . . and I s a i d t o 
him: 'That's t h e wrong p r i c e ' . . . y o u know, green 
t h a t I was, I s a i d : 'I'm sure .you've put too 
much down there'..and he s a i d : ' I ' l l t e l l you 
about t h a t l a t e r 1 . . . " 

"...When I took the round over, a l l t h e farmhouse 
loaves were extra., a penny e x t r a , 1 t h i n k , yeah, 
Old D i c k , who'd been on t h e r e f o r years had been 
doing it..„the s u p e r v i s o r kept t h a t one a c t u a l l y , 
he d i d e x p l a i n t o me, he s a i d : 'That's o l d Dick's 
d o i n g , w e ' l l c a r r y i t on..." 

" . . . I r e a l i s e d i t because on the F r i d a y , a t the 
Post O f f i c e , I made t h e o r d e r up, and I n o t i c e d 
t h a t he'd booked more than they had had, but when 
I q u e r i e d i t , he j u s t s a i d : ' Y o u ' l l l e a r n l a t e r on' 
...and as we went round, I g r a d u a l l y t o o k a b i t 
more i n t e r e s t , and t h o u g h t : 'Well, t h e r e are 
f i d d l e s i n t h i s ' . . . I reckoned t h a t t h e r e were 
b e f o r e , but i t wasn't u n t i l t h a t day, t h a t I 
r e a l i s e d t h a t he was adding i t on, and he s a i d : 
• Y o u ' l l l e a r n l a t e r o n ' . . . I was puzz l e d , i t looked 
as i f I ' d made the ord e r up wrong, but he wasn't 
go i n g t o t e l l me, t h a t was h i s o n l y comment..." 

( a ) S c o t t and Lyman (1968) suggest m y s t i f i c a t i o n , r e f e r r a l and i d e n t i t y -
s w i t c h i n g as s i m i l a r " s t y l e s f o r a v o i d i n g accounts". More g e n e r a l l y 
these s t r a t e g i e s would c o n s t i t u t e " s e a l i n g - o f f " o r "opening-up" 
sub-moves i n i t i a t e d d u r i n g the c o v e r i n g phase o f an i n f o r m a t i o n game 
( S c o t t and Lyman, 1970, p 59). Goffman (1959, p 157) notes how 
those saddled w i t h the d i s c r e p a n t r o l e of " t r a i n i n g s p e c i a l i s t " 
have a double f u n c t i o n on such occasions. They: "...have the 
co m p l i c a t e d t a s k o f teaching the porfoxvaer how t c b u i l d up a 
d e s i r a b l e i m p r e s s i o n w h i l e a t the same time t a k i n g t h e p a r t o f the 
f u t u r e audience and i l l u s t r a t i n g by punishments the consequences 
of i m p r o p r i e t i e s . . . " . 
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" . . . i n t r o d u c e i t as a j o k e , t h a t 1 a the best way, 
you can't say t o a new b l o k e : 'You've got t o be 
a t w i s t i n g b l e e d e r t o do t h i s j o b 1 can you?...yes, 
you can always make a joke out o f i t , v;hen you're 
d o i n g the booking, you say: 'That's so-and-so, and 
so-and-so, p l u s a b i t f o r V.A.T.'..and pass i t o f f 
as a j o k e . . . " 

V e r l a r d e (1975» P ?-'?4) i l l u s t r a t e s t h a t w i t h raw re l i e f - m a s s eus 
s i m i l a r l y , the t r u e n a t u r e of t h e job i s not o n l y a shock, but f u r t h e r 
i s a shock t h a t o c c u p a t i o n a l r o u t i n e s demand be q u i c k l y absorbed: 

"...When the massage nears the end, t h e e x c i t e d 
man asks f o r the ' l o c a l ' (hand m a s t u r b a t i o n ) . T h i s 
i s where the j o b requirement suddenly conies i n t o 
r e v e l a t i o n . Every naive masseuse i n the study was 
s t a r t l e d at t h i s p o i n t , but the s i t u a t i o n o n l y 
a l l o w e d a few minutes t o contemplate her d e c i s i o n 
...She i s e i t h e r so d i s g u s t e d t h a t she leaves the 
p r o f e s s i o n at once, or she becomes accustomed t o i t . . . . " 

The novice at t h e bakery i s e v e n t u a l l y d e f i n e d as one w i t h 
s u f f i c i e n t u n d e r s t a n d i n g t o cope w i t h the t e c h n i c a l s i d e of the 
f i d d l e . The d e f i n i t i o n o f ' t e c h n i c a l readiness' r e q u i r e s s u c c e s s f u l 
passage t h r o u g h i n t e r v e n i n g i n f o r m a l stages, or unspoken t e s t s , 
passing of which i s deduced by s u p e r v i s o r s from symbolic and v e r b a l 
cues gleaned i n i n t e r a c t i o n w i t h the n o v i c e . He must be a,fcle t o see 
s u b t l e changes i n the a t t i t u d e of the l e a r n e r , because, as Strauss 
(1959, P 102), t e l l s us: 

" . . . d i f f e r e n t m o t i v a t i o n s f r e q u e n t l y become 
a p p r o p r i a t e at each successive s t a t u s . Passage 
from one t o another i n v o l v e s not o n l y changes 
of a c t i o n and demeanor, but of the v e r b a l i s e d 
reasons t h a t are a s s o c i a t e d w i t h them...motiv
a t i o n s a p p r o p r i a t e t o e a r l i e r - and u s u a l l y 
lower - s t a t u s must be sloughed o f f or transmuted, 
and new ones added or s u b s t i t u t e d . . . " 

T e c h n i c a l readiness f o r r e c r u i t salesmen i s g e n e r a l l y or 
s p e c i f i c a l l y n e g o t i a t e d by s u p e r v i s o r s . Judgements o f c h a r a c t e r and 
a b i l i t y are g r a d u a l l y made, and sometimes s p e c i f i c a l l y t e s t e d . Such 
rc w o r k i n g s of the t r a i n i n g frame are not k e y i n g s , but are benign 
f a b r i c a t i o n s (Goffman, 1974> P 96-98). Done ( a l l e g e d l y ) f o r the 
b e n e f i t o f those c o n t a i n e d i n t h e i l l u s i o n , Goffman d e f i n e s the 
" t r a i n i n g hoax" as one i n which the neophyte i s t r e a t e d as though he 
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was engaging r e a l i t y d i r e c t l y , a l t h o u g h i n f a c t he i s l a t e r informed 
t h a t he was i n s u l a t e d from t h e w o r l d he thought he was engaging. At 
Wellbreads, some of the s u p e r v i s o r s s a i d : 

" . . . t h r e e weeks i s r e a l l y necessary, not so 
much i n a young man, h e 1 s pro b a b l y got t h e hang 
of i t a f t e r a f o r t n i g h t . . . but an o l d e r man, . i t 
t a k e s him a b i t l o n g e r t o l e a r n . . " 

"...when you get the average b l o k e , you have t o 
t r e a t him as i f he's as t h i c k as s h i t . . . i f he 
takes the i n i t i a t i v e , you know, takes h o l d of t h e 
basket, l e t him c a r r y on w i t h i t , see how he g e t s 
on....unless the chap's a complete f u c k i n g i d i o t , 
he must get t h e hang of i t * . . " 

" . . . e v e n t u a l l y , one day, I ' l l s t a y w i t h him t o 
s t a r t w i t h , and then I ' l l say: 'Oh, I've got t o 
go round the corner and. see a customer' , and l e t 
him get on w i t h i t . And i f you come back and the 
blo k e i s sweating and. shaking, you know he's not 
ready f o r i t . . . o n the o t h e r h a n d . . . i f he's f u r t h e r 
ahead than you thought he would be, you know h e 1 s 
got the idea, and you l e t him have one day c o m p l e t e l y 
on h i s own..." 

I f s u i t a b l e judgements of t e c h n i c a l grasp can be made, th e n 
" " 13.) 

o r g a n i s a t i o n a l commitment must a l s o be engendered. v" U s u a l l y as 
novices b e g i n . t o a r t i c u l a t e b a s i c r o u t i n e s w i t h panache, t h e y may 
s u c c e s s f u l l y g i v e the s u p e r v i s o r t h e im p r e s s i o n t h a t t h e y are 
"over-ready". Goffrnan (l96la, p 83) notes t h a t t h i s i s a form o f 
r o l e - d i s t a n c i n g designed t o p u b l i c ^ f l y demonstrate t h a t one i s about 
t o abandon a l e s s e r s t a t u s . The l i f e o f the novice must be so 

(a ) I am not so much concerned here w i t h s u b j e c t i v e as w i t h o b j e c t i v e 
(hence o r g a n i s a t i o n a l ) commitment. I n o t h e r words, I do not r e f e r 
t o p e r s o n a l involvement, so n i c e l y d e f i n e d by Davis and Olesen 
(1970, p 89) as: "...how f a r they are prepared t o commit them
sel v e s t o i t (occupatio.n) p,s a g a i n s t how f a r they chose t o remain 
responsive t o and. preoccupied w i t h the more mundane plea s u r e s 
and p u r s u i t s of t h e w o r l d . . " . I suggest l a t e r (see Chapter Three) 
t h a t t h i s i s of s u f f i c i e n t l y f o r m a l s t a t u s c o n c e p t u a l l y t o 
wa r r a n t r e f e r e n c e t o i { r as an "involvement dilemma". O r g a n i s a t i o n s 
commitment i s p e r c e i v e d t o be r e q u i r e d when commitment ner se 
i s necessary, but where p e r s o n a l commitment i s t y p i c a l l y u n l i k e l y . 
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arranged t h a t , upon raw d i s c o v e r y of the f i d d l e , n e i t h e r o r g a n i s a t i o n a l 
solvency nor customer r o u t i n e s w i l l be upset u n n e c e s s a r i l y . Becker 
(1960, p 267-8) c a l l s t h i s the process of making s i d e - u e t s : 

"...a person f i n d s t h a t h i s involvement i n s o c i a l 
o r g a n i s a t i o n has, i n e f f e c t , made s i d e b e t s f o r 
him and thus c o n s t r a i n e d h i s f u t u r e a c t i v i t y . . . 
A person o f t e n f i n d s t h a t side b e t s have been 
made f o r him by the o p e r a t i o n of impersonal 
b u r e a u c r a t i c arrangements..." 

When a s i d e - b e t i s made on b e h a l f of an i n d i v i d u a l : i t i s 
a t r a p . I n r e l i e f massage p a r l o u r s , f o r example ( V e r l a r d e , 1975? 
p 254) p r a c t i c e i t s e l f ( t o g e t h e r w i t h the prospect o f ego's ev e n t u a l 
s e l f - c o n s i d e r a t i o n as a p r a c t i c e d r u l e - b r e a k e r ) i s used as a means 
of commitment: 

" . . . T y p i c a l l y he ( t h e owner) t e l l s t he o l d e r 
masseuses t o l e t the a p p r e n t i c e get more customers, 
so as t o break her i n . . . T h i s a l l o w s her t o g i v e 
many l o c a l s d u r i n g the f i r s t day b e f o r e going home 
t o contemplate. The naive massuese f i n d s out 
suddenly what her new job e n t a i l s and, by and 
l a r g e , h a s t i l y and u n t h i n k i j i y g i v e s a l o c a l . The 
pace o f business i s so g r e a t on t h e f i r s t day 
t h a t , w h i l e she must g i v e f i v e or s i x more l o c a l s 
she s t i l l has l i t t l e time t o t h i n k about the 
sexual r e q u i r e m e n t s . . . " 

At Wellbreads, s u p e r v i s o r s c o n s p i r e t o engender d e c i s i v e 
a l l e g i a n c e of the r e c r u i t ' s s e l f and p r o j e c t s a g a i n s t e i t h e r l e a v i n g 
t h e f i r m , o r p r a c t i s i n g honesty. Negative commitment i s created by 
u n w i t t i n g c o l l a b o r a t i o n i n devious p r a c t i c e s by the r e c r u i t , which 
a p a r t from c o n v i n c i n g him t h a t i t can be done s u c c e s s f u l l y , attempts 
t o persuade him t h a t he has l e s s t o lose by c o n t i n u i n g than by 
s t o p p i n g . This s o r t o f i n t i m i d a t i o n i s more i m p o r t a n t than p o s i t i v e 
commitment, t h r o u g h which i t i s hoped t h a t the newcomer w i l l form a 
p o s i t i v e attachment t o the perks t h a t are o b t a i n e d . 

I n some moral c a r e e r s ( n o t a b l y , i t seems, the i n s t i t u t i o n a l i s e d 
t r a n s i t i o n from American Rookie t o f u l l y - f l e d g e d cop) commitment f o l l o w s 
s p e c i f i c u n i v e r s a l l y l e g i t i m i s e d g r a f t stages. Sherman (1973) suggests 
t h a t these are f i r s t l y , "perks" ( f r e e c o f f e e and meals from bars on the 
b e a t ) ; secondly, a c c e p t i n g a d r i n k (and then perhaps l e t t i n g a bar 
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s t a y open) and f i n a l l y s mall "bribes (such as those found i n American 
d r i v i n g l i c e n c e s ) . Sherman ('ibid, p l . l ) c o n t i n u e s : 

" . . . I f he does accept the mmnor perks, he 
then has a d i f f e r e n t image of s e l f t o contend 
w i t h when a bar owner o p e r a t i n g a f t e r c l o s i n g 
hours o f f e r s him a d r i n k . . . ( l a t e r ) . . . lie' may 
accepit or r e j e c t the bri.be, but acceptance i s 
made e a s i e r i f he i s used t o -Inking g i f t s from 
r e s t a u r a n t s and. b a r s . . . " 

1'Iaas (1973) notes t h a t r e f u s a l i n the e a r l y stages does not 
n e c e s s a r i l y make l a t e r r e j e c t i o n e a s i e r . I n f a c t , i t makes o t h e r s 
even more s u s p i c i o u s . I n a d d i t i o n , a l t h o u g h the r i g h t e o u s l y -
u n t a i n t e d p e r f ormer may become more determined i n h i s honesty, 
he w i l l experience l e s s and l e s s shock as more and more of the game 
i s r e v e a l e d t o him. The r i g h t e o u s s t r a i g h t , t h e n , i_s transformed, 
i n a s i m i l a r way t o most o t h e r r e c r u i t s . I n a d d i t i o n , he makes the 
hard, d e c i s i o n not t o p r a c t i c e what he has l e a r n e d . 

R e c r u i t salesmen at V/ellbreads are s i m i l a r l y encouraged t o 
u n w i l l i n g l y i n c r e a s e t h e i r commitment i n stages. I n f a c t , the s u b t l e 
s i d e - b e t i s o f t e n i n d i s t i n g u i s h a b l e from the e a r l y stages o f 
f i d d l e r - t r a i n i n g . S u p e r v i s o r s o f t e n o f f e r neophytes cakes en r o u t e , 
and a l o a f " f o r y o u r s e l f " at the end of the io,y. D u r i n g my f i r s t 
t r a i n i n g week, when the s u p e r v i s o r and I ate an apple p i e from the 
van, he s a i d : "Remind, me t o d e c l a r e i t at waste at the end o f t h e 
week", when we had a packet of b i s c u i t s , he winked and s a i d : 
"Remind me t o check t h a t the l a s t bloke d i d n ' t put these down on 
h i s stock'." I n a s i m i l a r way, p o l i c e r e c r u i t s (Stodd.ard, 1968, p 232) 
are g r a d u a l l y ' t e s t e d ' w i t h a c t i v i t i e s ( l i k e s t e a l i n g 30c candy b a r s ) 
which, a l t h o u g h i l l e g a l , c o u l d be laughed o f f i f r e p o r t e d . The r e c r u i t 
becomes i m p l i c a t e d by u n r e p o r t e d a s s o c i a t i o n , b e f o r e a p o i n t of 
r e p o r t a b l e c l a r i t y i s reached. At Wellbreads, a f i n a n c i a l s i d e - b e t i s 
a l s o o f t e n made: 

" . . . I never l e t a chat) handle the cash the 
f i r s t week, because we've had too much t r o u b l e 
w i t h these b l o k e s who h e l p themselves t o the 
money... so I always w a i t u n t i l we've got enoiigh 
money, u n t i l he's a week i n hand, so i f any
t h i n g jiaopens, Ihey uon't come up t o me 3.nci. 
complain.,." 

http://bri.be


74. 

The company hopes q u i c k l y "to e s t a b l i s h a p s y c h o l o g i c a l 
bond between the novice and the o r g a n i s a t i o n , and. the t h r e a t o f 
i n s u f f i c i e n t attachment i s countermanded and documented i n the 
employment " c o n t r a c t " . One man t o l d me: 

"...you need a bond you see, you need a 
r e f e r e n c e , and they alviays g i v e you a bad 
one h e r e . . . t h e y t r y t o keep the blokes t h a t 
way, you see?...they 1 re always sa y i n g t h i n g s 
l i k e : ' I ' v e o n l y got t o snap my f i n g e r s o u t 
s i d e the door t w i c e , and w e ' l l have 15 blokes 
up here a f t e r your j o b ' . . . " 

The Sales manager p r i v a t e l y agreed t h a t the " c o n t r a c t " was 
j u s t a gambit. He s a i d : "...Mind you, i t i s n ' t worth the paper i t ' s 
p r i n t e d on, but i t ' s . . . . p e r s u a s i v e . . " . 

Once t h e r e i s p e r c e i v e d commitment, the path i s c l e a r t o 
proceed t o e s t a b l i s h success at the next stage: t h a t of 'moral 
r e a d i n e s s 1 . Acceptance i s a t r i c k y procedure, as the s u p e r v i s o r 
must be able t o deduce not o n l y the w i l l i n g n e s s of the r e c r u i t , 
but a l s o h i s w i l l i n g n e s s a f t e r h i s r e c o n s i d e r a t i o n of what he has 
agreed t o . V e r l a r d e (19Tj, 0 256) i n d i c a t e s t h a t t h e r e are two 
b a s i c advantages f o r t r a i n e r s who g r a d u a l l y d i v u l g e i n f o r m a t i o n 
and t h e n impress i t i n b u l k . F i r s t l y , f i n a n c i a l rewards, and 
secondly, l a c k o f expected g u i l t f e e l i n g s can be a p p r e c i a t e d by the 
r e c r u i t . V e r l a r d e comments: 

"...An owner ( o f a r e l i e f massage p a r l o u r ) s a i d : 
'There i s no advantage i n l e t t i n g her know on her 
f i r s t day t h a t she can make a l o t of money by 
p l a y i n g b a l l . Sending i n a l o t o f customers t o 
her on her f i r s t day d r i v e s the p o i n t across c l e a r l y . ' 
Another, p r o b a b l y u n r e a l i s e d , source o f i n f l u e n c e 
i s t h a t t h e v a s t amount of business g i v e n t o the 
new masseuse i s b a s i c a l l y t o f a c i l i t a t e a d a p t a t i o n 
t o p e r f o r m i n g l o c a l s . . . " 

Once t h i s h u r d l e has been surmounted, and acceptance o f f e r e d , 
then the r e c r u i t w i l l be t a u g h t what Becker and Strauss (1956b) 
r e f e r t o as " c r u c i a l t r a d e s e c r e t s " . 

( a ) There i s an extended d i s c u s s i o n o f "uracle i n i o r i n a t i o n " i n Chapucr 
Three, 
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I n t r o d u c t i o n t o I n e f f i c i e n c i e s : I d e a l l y , t h i s stage should 
be reached by the second week of salesman t r a i n i n g at Wellbreads. 
The r e c r u i t i s now d o i n g a l l the leg-work, and the s u p e r v i s o r i s 
b e g i n n i n g t o r e t r e a t i n t o the background. The f o o l has become a 
l i t t l e w i s e r , and i s now ready f o r a l i e n a t i o n p r e c i p i t a t e d by 
gra d u a l awareness of s t r u c t u r a l d e f i c i e n c i e s i n the s e l l i n g process. 
U n t i l now, the s u p e r v i s o r has been coping w i t h these problems 
i n v i s i b l y . The time i s now r i p e t o crumble the e d i f i c e o f s t r i c t 
r u l e obedience, and i n t r o d u c e p a t t e r n s o f managing s t r a t e g i e s i n 
t h e i r s t e a d . A l t h o u g h the r e c r u i t l e a r n s a l l s o r t s of 'management' 
t a c t i c s , o f c r u c i a l s i g n i f i c a n c e t o h i s moral career progress i s the 
way t h a t he d i s c o v e r s the i n e v i t a b i l i t y o f u n c o r r e c t a b l e mistakes 
( u n t i l now, he has o n l y been t u t o u r e d i n c a r e f u l checking t o a v o i d 
o 

rmecessary m i s t a k e s ) , and the f a c t o f h i s a c c o u n t a b i l i t y f o r 

". . . W e l l , I never expect a round t o work out 
dead r i g h t . . . a n d when I have a new chap, I 
always show him how t o make a few coppers, and 
t h a t h e l p s cover t h a t s o r t of th i n g . . . e v e r y b o d y 
makes mis t a k e s . . . when you're adding up a loa d 
o f f i g u r e s , everybody makes mistakes, so you're 
g o i n g t o lose a few coppers here and t h e r e . . . 
t h i s i s t h e best way t o e x p l a i n i t t o a chap..." 

"...he s a i d t h a t I ' d havg t o pay shortages and 
t h i n g s l i k e t h a t , and I t h o u g h t : ' C h r i s t 1 I 
don't want t o come s h o r t i n the money'...." 

What i s b e i n g p o i n t e d out t o the new man here i s not merely 
t h a t f o r t h e time b e i n g h i s mistakes w i l l be t o l e r a t e d , but more 
i m p o r t a n t l y , t h a t these mistakes are i n e v i t a b l e and w i l l c o n t i n u e 
t o occur l o n g a f t e r t h e c o n c l u s i o n o f the p e r i o d of t o l e r a n c e . 
W h i l s t p u t t i n g the man at h i s ease ( a f a v o u r i t e l e a r n i n g slogan at 
the bakery) i t s i m u l t a n e o u s l y notes t h a t t h e r e are problems t h a t 
must be face d i n a d i f f e r e n t way i n the f u t u r e . For the moment, the 
roundsman i s n e g o t i a t e d i n t o s i t u a t i o n s where i t i s l i k e l y t h a t he 
w i l l 'catch-on' t o t h e f i d d l e . T e s t i n g now becomes t h a t o f moral 
r e a d i n e s s not o n l y t o apply "the a p p r o p r i a t e s o l u t i o n s t o a s p e c i f i c 

r y mistake unece 
shortages i n h i s p e r s o n a l ' d e b i t / c r e d i t balance: 
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set o f "tasks, but a l s o t o s u c c e s s f u l l y apprehend one's s e l f as a 
p r a c t i t i o n e r o f such a c t i v i t i e s . 

Whereas b e f o r e , the novice was o n l y i n t r o d u c e d t o m o r a l l y 
n e u t r a l ' t r i c k s ' , l i k e n e g o t i a t i n g an acceptable ' f i t ' between 
supply and demand f o r the customer, he i s now shown t r i c k s of a 
more i l l i c i t n a t u r e . These i n c l u d e t e l l i n g customers t h a t he has 
r u n out o f bread (whereas i n r e a l i t y he i s k e e p i n g seme back f o r 
awkward customers at the end of h i s r o u n d ) , b u y i n g bread i n from 
shops i f he runs o u t , and s e l l i n g i t t o cafes i f he has too much 
r a t h e r then r e t u r n i t t o the bakery and show a h i g h waste f i g u r e 
at t h e end of t h e week. Roundsmen a l s o l e a r n t o " h o l d " bread on the 
vans o v e r n i g h t t o balance the problems o f b e i n g o v e r - i s s u e d one day 
and s h o r t - i s s u e d the n e x t : 

"...Yeah, he t a u g h t me about h o l d i n g on the 
van, and t h a t s o r t o f t h i n g , he'd say:'Oh, 
don't put them t h r e e smalls i n , ue'11 need 
them "tomorrow* , and l e t ' s face i t , everybody 
does i t , t h a t ' s what ho said., at the t i m e . . " 

D u r i n g the process o f coping w i t h these problems, the s u p e r v i s o r 
watches i n t e n t l y so see i f the novice i s prepared t o a p p l y shady 
means t o o b t a i n g e n e r a l l y s a n c t i o n e d ends. Indeed, some of the men 
f i n d i t d i f f i c u l t t o a d j u s t t o what i s r e q u i r e d : 

"..i£ shocked me at t h e t i m e , he d i d n ' t t e l l 
me why we had t o do i t , not r e a l l y , I knew i t 
wasn't O.K., but i t was...I'd never done i t 
b e f o r e , never..." 

R e a l i s a t i o n o f what may be r e q u i r e d o f them pushes most men 
i n t o a tense stage o f i d e n t i t y - c r i s i s . I t w i l l suddenly be put t o 
them t o apply the shady means t h a t they have l e a r n t , and adapt 
t h e i r l e a r n e d s k i l l s of underhand 'management' t o areas which are 
not g e n e r a l l y s a n c t i o n e d . They are ' p r e c i p i t a t e d i n t o an e x i s t a n t i a l 
l i m b o , from which, i f they wish t o s t a y w i t h the f i r m , t h e y must 
emerge as f u l l y - f l e d g e d f i d d l e r s . The d o u b l e - b i n d s i t u a t i o n o f 
u n r e l i e v a b l e a n x i e t y c r e a t e d by f o r e w a r n i n g o f f u t u r e 'now1 methods 
of h a n d l i n g mistakes p r e v e n t s the l i k e l y r i g h t e o u s comparison o f 
s t r i c t r u l e s w i t h 'good sense'. This i s not a comparison which 
r e g u l a r l y occurs t o t h e men, p a r t l y due t o the d i m i n i s h e d c o n t r o l 
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over t h e i r b i o g r a p h i e s t h a t t hey have d u r i n g t r a i n i n g . 

Stage 2: Tension, T r a n s f o r m a t i o n and R e b i r t h Through the 
" F i d d l e " 

Thus, the sequence of t r a i n i n g c a r e f u l l y l a y s the s t r u c t u r a l 
f o u n d a t i o n s o f t r a n s f o r m a t i o n o f r e c r u i t i n t o q u a l i f i e d p r a c t i t i o n e r . 
The novice salesman has l e a r n t t e c h n i q u e s , methods and problems, 
lie now has t o put them a l l t o g e t h e r and a r r i v e at the o r g a n i s a t i o n 
a l l y c o r r e c t s o l u t i o n . Movement i n t o p s y c h o l o g i c a l i d e n t i t y c r i s i s 
i s n e g o t i a t e d i n i n t e r a c t i o n . Becker (1964, p 299) says of the 
r e c r u i t a t t h i s stage: 

" . . . I n h i s e f f o r t t o c o n t i n u e i n t e r a c t i o n t o 
communicate, the person i s c o n t i n u a l l y c o n f r o n t e d 
v/ i t h h i s own wrong guesses on t h i s score and t h u s 
w i t h the need t o r e v i s e the r o l e s of o t h e r s he 
has i n c o r p o r a t e d i n t o h i s s e l f . . . t h e i n d i v i d u a l 
t u r n s h i m s e l f i n t o t h e k i n d of person the s i t u a t i o n 
demands... h i s p e r s p e c t i v e s w i l l s h i f t w i t h h i s 
movement..." 

Stra u s s (1959, P 124) adds: 

" . . . D i f f e r e n t m o t i v a t i o n s f r e q u e n t l y become 
a p p r o p r i a t e at each successive stage...you would 
say t h a t the people are sanctioned, t o be_ d i f f e r e n t 
d u r i n g d i f f e r e n t periods...A person i s , d u r i n g 
a c r u c i a l phase, q u i t e l i t e r a l l y a d i f f e r e n t 
person than when he was n o t . . . " 

Such changes i n the s e l f provoke c o n s i d e r a b l e t e n s i o n f o r 
the embryonic salesman as c a r e e r success ( i n t h i s i n s t a n c e ) demands 
a r e s o l u t i o n of the dilemma o f hav i n g t o choose between s o l u t i o n of 
p r a c t i c a l problems ( w i t h a d e c e i t f u l set o f moral s t a n d a r d s ) , or 
o c c u p a t i o n a l e x i t w i t h p r e v i o u s l y h e l d standards i n t a c t o . At t h i s 
p o i n t , the coach needs c a r e f u l l y t o cushion the neophyte a g a i n s t 
f e e l i n g s of b e t r a y a l t h a t might ari.se i n the sense t h a t a l l along 
he has been m i s l e a d , or t h a t nov:, suddenly, t h e s u p e r v i s o r appears 
t o be an o u t r i g h t v i l l a i n , and not the model of r e c t i t u d e he once 
appeared t o be. As Strauss (1959 5 P 9?) c o n t i n u e s , a " . . c r i t i c a l 
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j u n c t u r e i n t h e maintenance o f i d e n t i t y occurs when a person d i s c o v e r 
t h a t one of h i s c h i e f r e f e r e n t i a l terms i s c o m p l e t e l y erroneous..". 
A l t h o u g h most of the r e c r u i t s experience shock at t h i s p o i n t , and 
no amount of i n t e r p e r s o n a l c h a u f f c u r i n g can t o t a l l y e r a d i c a t e the 
'moral experience' of f i d d l e - d i s c o v e r y , (and t h e sense o f personal 
t u r n i n g p o i n t t h a t i t breeds) most o f the men r e s o l v e these problems 
q u i c k l y , and at the l e v e l o f p r a c t i c a l g u i l t : 

" . . . t h a t d i d shock me at the t i m e , he t o l d me 
t o do i t i f I wanted t o cover s h o r t a g e s . . . " 

"...Yeah, I do, I worry too much...I f e e l 
g u i l t y about d o i n g i t . . . a n d worry about b e i n g 
caught..." 

" . . . I t used t o worry me i n case I might get 
caught sometimes...when I f i r s t s t a r t e d , I was 
h e s i t a n t whether t o do i t or n o t . . . I was a b i t 
s c a r e d . . . r e a l l y the f e a r of g e t t i n g caught... 
a l t h o u g h I don't t h i n k n o t h i n g o f i t . . J r e a l l y , 
t h a t ' s n a s t y . . . I don't f e e l g u i l t y about i t 
now, a l t h o u g h i t s t i l l s t r i k e s me as a b i t 
immoral..." 

Thus, case-hardening ( a p a r t i c u l a r e m p i r i c a l development of 
th e shock- of an i n i t i a l experience " f a d i n g " ) a l l o w s the s i g n i f i c a n t 
p s y c h o l o g i c a l s t r e s s suggested by Becker and. Strauss (op c i t ) t o 
be cooled out almost immediately, w i t h t e n s i o n s and c o n f l i c t s being-
worked out at a p r a c t i c a l l e v e l . Again, t h e r e c r u i t begins t o 
experience misalignment - " s u r p r i s e , shock, c h a g r i n , a n x i e t y , 
t e n s i o n , b a f f l e m e n t , s e l f - q u e s t i o n i n g " ( S t r a u s s , 1959> P 93) > 
a l t h o u g h now t h e y are encouraged t o ask q u e s t i o n s as a. means o f 
calming t h e d e l i b e r a t e l y induced c r i s i s o f p s y c h o l o g i c a l s t a t u s : 

" . . . W e l l , f i n a l l y , I s a i d t o hirn: 'What are 
the p r i c e s ? ' . . . a n d then he t o l d me, towards 
the end of the l a t t e r p a r t o f the second week..." 

Su p e r v i s o r s d e l i b e r a t e l y engineer i n t e r a c t i o n so t h a t the 
r e c r u i t experiences t h i s s o r t o f dilemma i n t h e i r presence. By now, 
the s u p e r v i s o r has become the main s i g n i f i c a n t o t h e r i n the occup
a t i o n a l l i f e o f the n o v i c e . The s u p e r v i s o r s ' "answers" thus g a t h e r 
p s y c h o l o g i c a l weight p r e c i s e l y a t the time when the r e c r u i t 

~v~-r\ o vi -i o n r > n r V. r.\ M ftnp f m"1 "> v i T A - ^ m i f -i v-, v '1 n-.,-\r-i "1 r~, O n m ; -n ̂  r\ , ~ i A r» ^ - l 1 n - i n r 
\JI -A. iJ\jjL - i - ^ 1 i -w- •_! U l i > j l i O V i L * . J . \ J 1 . L J t l VJ J. L i l U U J . W l l 1 1 I 1 W J. ^AJ .L. X •>-< <-V U l J L t . ^ U i l v O * J- A 1_J 'j — V-

(1959, P 111,112,112-3) puts i t : 
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"...The coach stands ready t o i n t e r p r e t h i s 
responses, which, may-otherwise o n l y have the 
s t a t u s of ambiguous s i g n s . . . because the sequence 
steps are ( s i c ) i n some measure obscure, and 
because one's own responses become something 
out o f the o r d i n a r y , someone must stand ready 
prepared t o p r e d i c t , ind.icate and. e x p l a i n the 
s i g n s . . . ( i n a d d i t i o n ) the coach has t o know 
when t o f o r c e h i s man over a h u r d l e , and when 
to l e t him s i d l e up t o i t ; when t o schedule 
d e f i n i t e moves, and when t o a l l o w a p e r i o d of 
r e l a t i v e f r e e p l a y . . . " 

S i m u l t a n e o u s l y , the s u p e r v i s o r must s u b t l y s t e e r the novice 
t o a p o s i t i o n of h i g h s u g g e s t i b i l i t y . W h i l s t t h i s i s be i n g done, 
a new p l a u s i b i l i t y s t r u c t u r e i s b e i n g c a n n i l y b u i l t from the ashes 
of the old.. The r e c r u i t must be s u f f i c i e n t l y prepared t o face the 
w o r l d on h i s own, and p r a c t i c e sanctioned, a c t i o n s , w i t h o n l y an 
im a g i n e r y s u p e r v i s o r w i t h him. T h i s tense p e r i o d i s one, then, 
when the s u p e r v i s o r prepares the man f o r what i s t o come th r o u g h 
myth, s t o r y , example and d i r e c t i n s t r u c t i o n . A s u p e r v i s o r e x p l a i n e d 
b o t h t h e wrong and th e n the r i g h t way of d o i n g t h i s : 

"...Yeah, I made a b i g mistake w i t h him ( a t r a i n e e 
who l e f t ) . . . I j u s t t o l d him what we were do i n g , I 
put i t t o him t h a t i f he was s h o r t , he was respon
sible...and. i f i t c o u l d n ' t be found i n mistakes i n 
charges, i t would be assumed t h a t he'd taken the 
money, t h a t he'd had the money o u t , and he'd, l o s e 
i t out o f h i s wages...but, t h i s i s the way you 
should, do i t . . . y o u ' v e got t o get him on your s i d e , 
you say: ' I know how t o get round t h a t ' . . . y o u 
g i v e them t h e problem f i r s t , i f you do n ' t , t h e y 
t h i n k i t ' s inoney i n t h e i r pocket s... h a v i n g e x p l a i n e d 
t h a t , I say: 'Well, t h e r e _i_s a way round, i t , p r o v i d 
i n g you don't make a f o o l o f y o u r s e l f , or t r y t o be 
greedy... t h e r e are customers, who don't check what 
t h e y have, and by adding a couple o f pence on, you 
can cover y o u r s e l f , f o r any s h o r t s you might have..." 

The c o r r e c t sequence of d i s c o v e r y i s c r u c i a l . What counts 
i s t h a t the meaning o f the f i d d l e w i l l not vouchsafe i t s e l f xo the 
newcomer u n t i l he has experienced i t s use i n the l i g h t o f non-
g r a t u i t o u s need, and r e c o n s i d e r e d h i m s e l f i n the l i g h t o f how he 
was, and i n r e l a t i o n t o h i m s e l f as a p r a c t i t i o n e r . I t i s a l s o 
hoped t h a t the r e s u l t i n g d i s h o n e s t y w i l l be s i t u a t i o n a l l y s p e c i f i c 
and p e r i p h e r a l i n f u t u r e development of an o c c u p a t i o n a l c h a r a c t e r . 
A l t h o u g h m o r t i f i c a t i o n can be e s t a b l i s h e d , and then immediately 
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r e p l a c e d by rewards and p r i v i l e g e s , t h e f i n a l step l i e s w i t h the 
c a n d i d a t e . W h i l s t the p u b l i c d o u b t i n g o f the e f f i c a c y t h a t the 
r e c r u i t b r i n g s t o work i n c r e a s e s the a t t r a c t i v e n e s s o f the means 
o f f e r e d f o r s e l f - r e a s s e m b l y , what counts, and Hatza (1969, p 122) 
put s i t b r i l l i a n t l y , i s what happens t h e n : " A c c o r d i n g l y , he makes 
up h i s mind, l i t e r a l l y . " The s u b j e c t has t o mediate the process 
of becoming. S e l f - c o n s t r u c t i o n i s never i n s t a n t a n e o u s . The most 
f r e q u e n t e m p i r i c a l form t h a t the process takes at the bakery may 
most a c c u r a t e l y be analysed a,s what Goffman (1963, P 51-2) terms 
" a f f i l i a t i o n c y c l e s " - where the i n d i v i d u a l o s c i l l a t e s between 
a l t e r n a t i v e l y a v a i l a b l e m o t i v a t i o n a l v o c a b u l a r i e s - here, the 
sta n d a r d moral s o c i e t a l v o c a b u l a r y , and the s p e c i f i c a l l y immoral 
one of Wellbreads. 

But i f s u p e r v i s o r s are d e a l e r s i n a new p l a u s i b i l i t y : t h e y 
are a l s o d e a l e r s i n an underhand p l a u s i b i l i t y . The p o s s i b i l i t y o f an 
r e c r u i t b l o w i n g t h e w h i s t l e on t h e f i d d l e means t h a t , a t every 
s t e p , t h e y have t o i n n o c u l a t e themselves a g a i n s t the i m p l i c a t i o n s 
of s y s t e m a t i c c o r r u p t i o n . Teaching the a r t s of f i d d l i n g must be 
must be done w i t h an e x i s t e n t i a l l y a l o o f wink: the i d e a here i s 
t o so c o n s t r u c t s i t u a t i o n s o f t r a n s f o r m a t i o n t h a t the novice 
b e l i e v e s t h a t he_ thought of i t h i m s e l f . I n t h i s way, t h e r e c r u i t 
not o n l y "soon l e a r n s which message he i s supposed t o hear,' 
(Becker, 1968b, p 331) but a l s o he f e e l s t h a t i t i s a message t h a t 
he sent as w e l l as r e c e i v e d . When I was b e i n g t r a i n e d , a customer 
once r e f u s e d a l o a f , and we had t o take i t back t o the van. The 
s u p e r v i s o r s a i d t o me: "She's p a i d f o r t h a t l o a f " , and then he 
winked a t me and s a i d : "Well, you know what t o do i n f u t u r e , don't 
you?...Don't say I t o l d you though, I don't want t o knov; a n y t h i n g 
about i t . " Another s u p e r v i s o r r e p o r t e d : 

" . . . d u r i n g c o n v e r s a t i o n , t h i s does come o u t , 
...then he must say: ' I f you're g o i n g t o do 
i t , f o r God's sake be c a r e f u l , and don't come 
back t o me, I don't know n o t h i n g about i t ' . . . " 

And one o f the salesmen remembered; 
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" . . . W e l l , I p e r s o n a l l y was t o l d , t h a t the 
s u p e r v i s o r d i d n ' t want t o know, the s u p e r v i s o r 
who was on w i t h me, t o l d me he d i d n ' t want t o 
know a n y t h i n g about i t . . . " 

I f the man hears and accepts the message, he w i l l have 
passed the most i m p o r t a n t t e s t : and he w i l l have gained the moral 

( a) 
l i c e n c e . They are now e s p e c i a l l y q u a l i f i e d t o f i d d l e customers, 
a l t h o u g h , as Sco t t and Lyman (1963? p 34) no t e , w h i l s t commixed 
t o t h e p r a c t i c e , t h e y are not supposed t o become attached, t o i t . 
As wc s h a l l see l a t e r i n t h i s c h a p t e r , i t i s p r e c i s e l y t h i s p o s s i b i l i 
t h a t e v e n t u a l l y proves so e x a s p e r a t i n g f o r th.e bakery management. 

S a t i s f a c t o r i l y d e f i n e d commitment produces a sudden w i l l i n g 
ness i n s u p e r v i s o r s t o e x p l i c a t e and demonstrate the techniques of 
the f i d d l e . The s u p e r v i s o r changes from coach t o mock-audience, as 
the man assumes new l i a b i l i t y as a c r e d i t e d a c t o r , and performs 
h i s growing r e p e r t o i r e of f i d d l e s . I n i t i a l l y , s u p e r v i s o r s open 
w i t h a f r a n k d e s c r i p t i o n o f the f i d d l e . S trauss (1959> P 94)> 
n o t i c e s t h i s as a common stage i n i d e n t i t y change. He suggests t h a t 
the novice i s t o l d by the o l d - t i m e r "'Tour c l i e n t s w i l l be o f such 
and such s o r t s , and y o u ' l l have such and such experiences w i t h them." 

(a ) W h i l s t Goff man (1974? f f l , p 84) s a d l y notes the d e c l i n e o f the 
E n g l i s h wink, he s t r e s s e s t h e r e t e n t i o n o f i t s most c r u c i a l 
meaning. Thus ( i b i d , p 488, 515): 

"...By c a r e f u l l y s e l e c t i n g h i s terms and c a r e f u l l y 
g u i d i n g i n t o n a t i o n and s t r e s s , the a c t o r can use a 
word, a phrase, or a sentence t o say something t h a t 
he can d i s c l a i m h a v i n g s a i d should the need a r i s e . A l l 
of t h i s , o f course, i s p e r f e c t l y w e l l known; now one 
should sec t h a t i t i s only t o be expected - g i v e n the 
unavoidable f l e x i b i l i t y o f f r a m i n g p r a c t i c e s . . . ( t h i s ) 
a l l o w ( s ) a speaker t o address remarks t o a r e c i p i e n t 
which the l a t t e r w i l l understand q u i t e w e l l , be known 
t o understand, know t h a t he i s known t o understand; and 
yet n e i t h e r p a r t i c i p a n t w i l l be able t o h o l d the o t h e r 
r e s p o n s i b l e f o r what has been understood. Here we have • 
the c o n t r o l l e d , S5 rstematic use of the m u l t i p l e meanings 
of words and phrases i n ord e r t o conceal speech behind 
speech, t h e r e b y e f f e c t i n g c o l l u s i v e communication 
between the v e r y persons who are e x c o l l u d e d . . . " 
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One of "the s u p e r v i s o r s who t r a i n e d me, s a i d : 

"...Look, you can make i t a b i t e a s i e r f o r 
y o u r s e l f , anyway...you always charge a b i t over 
f o r the small t i n l o a v e s . . . everybody does, so 
i n s t e a d of c h a r g i n g charge 7'5"P.."that makes 
i t e a s i e r , doesn't i t ? . . . . a n d r o l l s are 20p a 
dozen, and not 19p...you have t o charge up a 
b i t anyway, nobody's i n f a l l i b l e , we a l l make 
mistakes...you'11 f i n d whatever you do, y o u ' l l 
undercharge a penny here, and two pence here, 
so y o u ' l l have t o make i t up i f you don't 
want t o come s h o r t every week..." 

The p s y c h o l o g i c a l t r a n s f o r m a t i o n o f r e c r u i t i n t o roundsman 
c o n s t i t u t e s the p o i n t of no r e t u r n f o r b o t h p a r t i e s . As suggested 
above, t h e t r a i n e e now "knows" what goes on, and h i s possession of 
such knowledge i s permanent. W i l l i a m James (1902, p I98-9) d e f i n e s 
a t r a n s f o r m a t i o n i n the f o l l o w i n g way: 

"...0 ur o r d i n a r y a l t e r a t i o n s of c h a r a c t e r , as 
we pass from one of our aims t o another, are 
not commonly c a l l e d t r a n s f o r m a t i o n s , because 
each o f them i s so r a p i d l y succeeded by another 
i n the reverse d i r e c t i o n ; but whenever one aim 
grows so s t a b l e as t o expel d e f i n i t e l y i t s 
p r e v i o u s r i v a l s from the i n d i v i d u a l s ' 3 l i f e , 
we t e n d t o speak of the phenomenon, and perhaps 
t o wonder at i t , as a ' t r a n s f o r m a t i o n ' . . . , " 

For the roundsman, i n f o r m a t i o n a l - d e n i a l s w i f t l y t r a n s f o r m s 
i t s e l f i n t o e c l e c t i c i n f o r m a t i o n - d u m p i n g . This i s accompanied by 
a t e n s i o n - r e l i e v i n g bout o f d e m o n s t r a t i o n . T h i s phase i s common t o 
most i l l i c i t moral c a r e e r s . A n a p p r e n t i c e p r o s t i t u t e i n Bryan (1965) 
claimed t h a t her 'coach': "would go round the bar and say, now l o o k 
at t h a t man over t h e r e , he's t h i s way and t h a t , and t h i s i s what he 
would l i k e , and these are what h i s problems a r e " . Reiss (1964, P 192) 
s i m i l a r l y r e p o r t s t h a t experienced j u v e n i l e s a c t u a l l y demonstrate 
t o younger boys not o n l y how t o "blow" queers, but f u r t h e r how t o 
beat them up should t h a t need a r i s e . TVj-o o f the salesmen r e p o r t e d : 

"...On the second week, we c a r r i e d on the same way, 
but between c a l l s , he'd t e l l me t h i n g s l i k e : 'This 
one' c, an easy push, so n a t u r a l l y , the more cakes you 
push t h e r e , the more money you can make'...and he 
s a i d : ' I f she's got a b i l l o f ']Ljp, push i t up t o 
83"gp, so i t ' 3 not an even round f i g u r e , because t h e y 
might t h i n k t h a t t h e r e ' s an odd h a l f t h e r e . . . " 
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"...Yeah, the p r i c e s were up on t h i s round, 
and I s a i d : "Well, why i s t h i s ? " , and lie s a i d : 
' I f you don't charge over the p r i c e , y o u ' l l 
always be coining s h o r t ' . . . and: 'Your round w i l l 
never work out r i g h t ' . . . i n o t h e r words, you were 
t o l d t o charge more so t h a t you wouldn't be s h o r t , 
...yeah, so I s a i d t o him:'How much are those 
jam t a r t s ? 1 and he s a i d : 'Two bob'and I s a i d : 
'Two bob? That's a dear o l d jam t a r t 1'...the 
a c t u a l p r i c e of them was ( l a u g h ) ; and he 
s a i d : 'Well, you must do i t ' . . . i t -was obvious 
he was g e t t i n g away w i t h o v e r c h a r g i n g on these 
jam t a r t s , and o t h e r v a r i o u s t h i n g s above the 
p r i c e . . . a n d the customers thought i t was the 
s t a ndard charge...and he'd done i t , and I hadn't 
s p o t t e d him...." 

N e v e r t h e l e s s , t h i s p e r i o d o f i n f o r m a t i o n g a r n e r i n g does 
r e q u i r e some s e l f - r e v a l u a t i o n , some i d e n t i t y s t o c k - t a k i n g . This 
s e l f re-judgement a l l o w s the graph of p e r s o n a l experience t o be 
p l o t t e d , and c o n f i r m e d . Such l u l l s i n the processes of s e l f - c o n s t r u c t 
i o n means t h a t the i n d i v i d u a l can r ecognise h i s own t r a n s f o r m a t i o n . 
Moral r e a d i n e s s n o t w i t h s t a n d i n g , p r a c t i c a l problems remain. 
Engendered preparedness does not a u t o m a t i c a l l y c r e a t e d e x t e r i t y . 
The s u p e r v i s o r begins t o withdraw from the chaperone r o l e , and t o 
h e r a l d the end of coaching by not coming t o t h e roundsman's a i d 
i n times of d i f f i c u l t y . 

T h i s f i r s t p e r i o d of r e f l e x i v i t y i s , i n t e r e s t i n g l y , t y p i c a l l y 
d i f f e r e n t t o those experienced by o t h e r moral c a r e e r s . Rather t h a n 
b e i n g r e t r o s p e c t i v e r e i n t e r p r e t a t i o n t o e s t a b l i s h the meanings of 
c u r r e n t a c t i o n s somewhere i n the past ( K i t s u s e , 1962), o r , an 
a l t e r a t i o n of t o t a l i d e n t i t y such as t h a t c o n t r i v e d by p u b l i c 
d e g r e d a t i o n ceremonies ( G a r f i n k e l , 1956), the a d d i t i o n o f an 
a u x i l i a r y ( r a t h e r than master) s t a t u s , i s the l a m i n a t i o n o r l a y e r i n g 
o f a .new set of a t t r i b u t e s t o an o l d i d e n t i t y c ore. T ne t y p i c a l 
a c c o u n t i n g mode f o r newly experienced, salesmen i s a p o l o g e t i c : new
found knowledge a l l o w s the o l d s e l f t o be i n t e r p r e t e d " p r o p e r l y " . 
Rather than t h i n k i n g : " T ^ j s i s what I w a s l i k e a l l a l o n g " , salesmen 
t h i n k : " I was a f o o l then, but now I know". A s opposed t o i n t e r p r e t i n g 
the past t o understand the p a s t , i t i s r e a l i s a t i o n in the present t o 
a i d the f u t u r e . on<!, m a n s a i d : 
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"...when I f i r s t went i n t h e r e , the s u p e r v i s o r 
showed me how t o do i t . . . h e thought he knew i t 
a l l , but I now r e a l i s e t h a t he doesn't know 
h a l f o f i t . . . w h e n I suddenly n o t i c e d the o t h e r 
bloke was do i n g i t , I t h o u g h t : 'Well, I ' l l keep 
q u i e t ' . . . I wasn't checking on him, but he'd f i l l 
i n t he book, and I ' d look at i t w h i l e we were 
g o i n g t o the next c a l l . . . s o I t h o u g h t : 'Oh, 
t h a t ' s how you do i t ' . . . t h a t ' s how I n o t i c e d 
i t , I t h o u g h t : 'Well, t h e r e ' s no need t o ask. , >. 
him, I know now'...then I knew how i t was done..." 

U n f o r t u n a t e l y , f o r v a r i o u s reasons, some r e c r u i t s s l i p the 
s o c i a l i s a t i o n n o t , and are released, upon the customer w o r l d w i t h 
i n s u f f i c i e n t o r g a n i s a t i o n a l commitment or t e c h n i c a l knowledge t o 
s u r v i v e . Others, t h r o u g h poor s o c i a l i s a t i o n , make o r g a n i s a t i o n a l l y 
i n c o r r e c t d e c i s i o n s and unwarranted- career e x i t s . 

Bad S u p e r v i s o r s , S t r a i g h t s , and "Good. Boys" 

-.») 

One problem f o r the o r g a n i s a t i o n i s t h a t s u p e r v i s o r s make 
bad d e c i s i o n s about the s u c c e s s f u l s t a t u s passage o f r e c r u i t s . By 
f a i l i n g t o s u i t a b l y judge passing o f i n f o r m a l stages, some r e c r u i t s 
s u f f e r ' o v e r-teach', and some 'undcr-teach'. Both these problems are 
b e l i e v e d t o ste y f t f r o i n the poor q u a l i t y of employed s u p e r v i s o r s . 
One salesman thought t h i s was due t o pe r s o n a l i n a b i l i t y , but a 
s u p e r v i s o r put i t down t o p o l i c y inadequacy: 

". . . t h e y haven't got any ' s u p e r v i s o r s ' t h e r e 
hs-ve t h e y ? . . . . some of those blokes haven't been 
t h e r e t e n m i n u t e s . ; . s i x o f the good ones have 
l e f t , and lo o k who he's got now...the good blokes 
have a l 1 gone..." 
"...see, the t r o u b l e i s , I used t o t r a i n a l l the 
s u p e r v i s o r s here, but when they went back t o t h e i r 
depots, the manager t e l l s them: 'Don't take any 
bloody n o t i c e of what they t e l l you t h e r e ' . . . " 

( a ) T h i s i s elsewhere expressed as one type of " r e a l i s i n g e xperience" 
( B i g u s , 1974» ? 5 l ) . L o g i c a l l y , such experiences n e c e s s a r i l y occur 
b e f o r e (and n a t u r a l l y p r o v i d e the p s y c h o l o g i c a l momentum f o r ) 
p r o g r e s s i o n t h r o u g h an;; sub-stage. 



T y p i c a l l y , nevj s u p e r v i s o r s lose p o t e n t i a l employees th r o u g h 
under-teach, and then o v e r - c o r r e c t on the next occasion and f a i l 
t h r o u g h o v e r - t e a c h ; Two s u p e r v i s o r s t o l d me: 

" . . . I went t o see him, and he o f f e r e d me the 
job o f a s s i s t a n t s u p e r v i s o r , and t h a t was the 
f i r s t I knew about i t . . . I never had no guide 
about t r a i n i n g o t h e r b l o k e s or a n y t h i n g . . . 
I d i d n ' t l e t t h a t bloke ( f i r s t t r a i n e e ) do 
enough on i r i s own, and I pushed him too 
much...the second bloke I t r a i n e d , we went 
th r o u g h i t b i t by b i t . . . b u t I showed him how 
t o make a b i t e x t r a r i g h t from the s t a r t , which 
was a mistake w i t h him...he was a good chap, 
but e v e n t u a l l y , he got caught, and I had no 
choice but t o g i v e him the sack..." 

"...they j u s t took me i n the o f f i c e , and sent 
me out t o t r a i n a b l o k e , I hadn't got a c l u e , 
. . . I must have l o s t 15 blo k e s on t h a t round 
u n t i l I got one t o s t a y any l e n g t h of t i m e . . . 
Look, I know t h a t i f I don't t e l l b l okes 
p r o p e r l y , I'm going t o be on t h a t round u n t i l 
kingdom come..." 

Over-teach i s p r i m a r i l y o m i t t i n g c r u c i a l p r i o r stages i n the 
r e c r u i t ' s c a r e e r . I n f o r m a t i o n i s dispensed too r e a d i l y , r a t h e r t h a n 
too p r o f u s e l y . As one roundsman s a i d : 

"...they've j u s t had a bloke on my b r o t h e r ' s 
o l d round, but he o n l y l a s t e d t h r e e days, 
a p p a r e n t l y , they were at t h i s shop, and whoever 
was w i t h him took i n t e n lo a v e s , and showed 
him how t o do the b o o k i n g . . . w e l l , he booked 
twelve see?...and the new bloke s a i d : ' I don't 
understand t h a t , you o n l y gave him 10', and 
the s u p e r v i s o r s a i d : 'Don't worry about t h a t , 
I ' l l show you l a t e r ' . . . a n d t h e bloke s a i d : 
Oh', f u c k that', t h a t ' s too c o n f u s i n g ' ..yeah', 
he l e f t because of t h a t ' . . . . s a i d i t was ' too 
confusing'.' . .. " 

Under-teach, as untoward p r o c r a s t i n a t i o n i n the d i s p e n s i n g of 
f a c t o r y knowledge, i s more common. P r a c t i c a l l y a l l those who go on t o 
become salesmen decide t o leave more than once because of the l a c k of 
s u i t a b l e communication i n the e a r l y stages of t r a i n i n g . One man 
remembered t h a t : 

" . . . t h e s u p e r v i s o r on the round t h e y put me on, • 
he was the b i g g e s t f i d d l e r out th e n , but I never 
knew a l l t h i s u n t i l I e v e n t u a l l y went on t h e r e 
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myself.. ."but I got f e d up w i t h t h a t round, 
one o f the shops on t h e r e , I c o u l d n ' t stand 
g o i n g i n t h e r e , and I c o u l d never understand 
what the bloke was s a y i n g , and I thoughts 
'Christ'. I f I've got t o work w i t h t h i s b l o k e , 
I can't see no f u t u r e i n i t , i f I've got t o 
put up w i t h him, I can 1 t see myself p u t t i n g 
up w i t h the j o b ' . . . I p r o b a b l y would have l e f t 
i f I ' d been st u c k w i t h t h a t b l o k e , but they 
put r.e on a d i f f e r e n t round...but t h e r e , we 
were s t a r t i n g at 'j.OO i n t h e morning, and 
we weren't g e t t i n g back u n t i l about A.00 
so I went t o see him again ( t h e sales manager) 
and said.: 1 I can't stand t h i s ' . . . so t h e y 
a l t e r e d i t f o r me..." 

Men r e - e n t e r i n g t r a i n i n g (changing t o a d i f f e r e n t type o f 
round, or t r a n s f e r r i n g from another bakery) also sometimes experience 
under-teach. A l t h o u g h the expert has no moral problems, t e c h n i c a l 
i n f o r m a t i o n may not be f o r t h c o m i n g ; 

" . . . i f b lokes come down here f o r a j o b , i f 
they've been on the vans b e f o r e , the f i r s t 
t h i n g t h e y ask i s : 'What are the f i d d l e s ? ' , 
i f t h e y haven't, i t j u s t t akes a b i t l o n g e r , 
t h a t ' s a l l . . . " 

"...When I s t a r t e d on wholesale d e l i v e r y ( a f t e r 
t h r e e years as a r e t a i l e r ) , he took me i n t o 
Woolworths, and he booked them about t h r e e t r a y s 
they never had...I was so simple t h e n , I d i d n ' t 
know what he was doing'. . . . I even s a i d t o him: 
'Hehl You've booked t h a t wrong 1...but he showed 
me how t o do i t , he used t o walk i n t h e r e w i t h 
a t i c k e t w i t h about t e n t r a y s booked, on i t , and 
he used t o f i g h t h i s way i n t h e r e on a Saturday 
a f t e r n o o n , and f i n d some g i r l who was busy, and 
s t a n d t h e r e c h a t t i n g her up, and. then he'd say: 
'Sign t h i s f o r me, d a r l i n g ' ... and she'd s i g n 
f o r t e n times more than t h e y ' d g e t , and he'd go 
and arrange them on the s t a n d so t h a t i t looked 
l i k e a l o t . . . " 

" . . . t h e y ' l l t e l l you, but t h e y ' l l never t e l l 
you a l l of i t . . . everybody keeps a l i t t l e b i t 
back..." 

But these quotes are from mem who e v e n t u a l l y p i c k e d up t h e 
t h r e a d s . "Good boys" i s the term used by experienced roundsmen t o 
r e f e r t o those r e c r u i t s who, because of moral r e f u s a l t o f i d d l e , or 
l a c k of t e c h n i c a l t r a i n i n g i n the a r t , have been caught i n the c y c l e 
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of i n e v i t a b l e m istakes, shortages, and dedu c t i o n s from the wage-
paoket, and have l e f t : 

"...shortages i s where yon 'lose a l o t o f 
b l o k e s , not i n t h e t r a i n i n g p e r i o d , but 
d i r e c t l y t h e y get out on t h e i r own, a f t e r 
two or t h r e e 'weeks, 'their Rec sheets s t a r t 
t o come out wx'ong, and they s t a r t s t o p p i n g 
t h e i r money...a l o t of the boys, a l o t of the 
s t r a i g h t and honest boys who have come here 
i n the past are always coming s h o r t , and t h a t ' s 
why a l o t of them have l e f t . . . " 

" . . . i f somebody innocent came here, I've seen 
i t , b l o kes come here, damn n i c e b l o k e s , s t a r t 
work here, s t a y a month...and they don't know 
what's going on..." 

On the o t h e r ha.nd, the management o c c a s i o n a l l y a l l o w s men t o 
come s h o r t p e r s i s t e n t l y d u r i n g the p o s t - t r a i n i n g p r o b a t i o n a r y 
p e r i o d ( w i t h minimal amounts anyway) and t h e n apply v a r i o u s moral 
i n d u c t i o n back-up t e c h n i q u e s t o d r i v e the message home. Most 
l i k e l y i s the c o n f r o n t a t i o n i n t h e o f f i c e , where the roundsman's 
t a c i t c l a i m t o be an o p e r a t o r of normal competence and c h a r a c t e r 
i s q u e s t i o n e d : 

"...when I f i r s t came here, you won't b e l i e v e 
t h i s , but f o r t h e f i r s t y ear, I never got a t h i n g 
f o r m y self... never overcharged even a h a l f p e n n y , 
but t h e n , one day, I was having the Rec. out w i t h 
the manager, a.nd he s a i d : 'You've been here l o n g 
enough, t h e r e ' s no need f o r you t o come s h o r t a l l 
the time'...and I s a i d : 'What do you mean?', and he 
s a i d : 'You know what goes on, I don't have t o t e l l 
you, you've got some c a l l s where t h e people don't 
know what t h e y ' r e g e t t i n g , haven't you?....need I 
say more?'...well, a f t e r t h a t , I r e a l l y s t a r t e d . . . " 

" . . . I s t a r t e d t o come s h o r t , I never found out why, 
t h i s went on f o r months, s h o r t each week, t h e n , 
e v e n t u a l l y , t h e y had me i n the o f f i c e , he d i d n ' t 
say he'd stop me, he t o l d mo, s o r t o f , ' S t a r t 
c h a r g i n g people more'...more or l e s s , i n a round
about f a s h i o n . . . h e never t o l d me how t o do i t . . . " 

The same man i n d i c a t e d t h a t lie might get a second, but not 
a t h i r d chance. He c o n t i n u e d : "...when I changed rounds, as soon as 
I s t a r t e d g o i n g out by m y s e l f . . . ! s t a r t e d coming s h o r t , I don't know 
why, but they stopped i t out of my wages t h a t t i m e . . . " . Others t r y 
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i t s t r a i g h t , and are then t o l d t o f i d d l e . One man remembered t h a t : 

" . . I did.ii 1 t r e a l l y , f o r the f i r s t 6 months, 
I d i d n ' t r e a l l y know much about i t , I j u s t 
c a r r i e d on and charged the r i g h t p r i c e s , u n t i l 
Wellbread s t a r t e d t o say I was s h o r t . . . " 

I f more c o n f r o n t a t i o n s are necessary, they are l i k e l y t o 
i n v o l v e l e n g t h y p l e a s , e x h o r t a t i o n s , t h r e a t s , and d e t a i l e d e x p l a n 
a t i o n s ( c f . Maas, 1973> P 126 -8 ) p e t e r i n g out f i n a l l y , and h a l f 
h e a r t e d l y ( i f somewhat b i t t e r l y ) now t h a t n o n - c o n f o r m i t y can be 
d e f i n e d as d e l i b e r a t e r a t h e r than a r i s i n g out of ignorance. Outside 
the o f f i c e , promnts may come'from d e l i b e r a t e h i n t s , or u n i n t e n t i o n a l 
a s i d e s : 

" . . . t h e r e ' s one honest bloke l e f t here...he 
comes £2 s h o r t r e g u l a r l y , every week, one week, 
I t o l d him: 'Why don't you add a penny onto each 
b i l l , j u s t t o see i f you can come over once?' , 
but he s a i d : 'Oh, I don't know, I don't v.'ant t o 
do t h a t ' . . b u t he d i d i t , or I t h i n k he d i d , because 
he came £2 over t h a t week, alth o u g h he was £2 
s h o r t the next week..." 

"...one day, I had a d i f f e r e n t s u p e r v i s o r w i t h 
me, and. he s a i d t o me: 'Whatever you do, don't 
h u r t o l d B i l l ' . . . a n d I s a i d : 'What do you mean?' 
and. he s a i d : 'Don't f i d d l e him', he added: 'He's 
a l r i g h t , but i t doesn't m a t t e r about the o t h e r s ' 
. . . t h a t ' s when i t r e a l l y sunk i n t o me'. . . . I t h o u g h t : 
' W e l l , they must be doing i t t o the bloody l o t o f 
t h e r n l 1 . . .. " 

"...When I went out w i t h h i m . . ( t o l e a r n a wholesale 
r o u t e ) i t was t o t a l l y d i f f e r e n t t o the f i r s t t i m e , 
when I was t r a i n e d , . , . h e j u s t s a i d : "Twist him, 
and t w i s t h i m " . . . I knew about f i d d l i n g , but not 
on w h o l e s a l e . . . " 

( a ) P a r e n t h e t i c a l l y , we might note t h a t the g r e a t e r t h e d e l a y i n 
d i s c o v e r y of the f i d d l e , the more v i o l e n t the r e a c t i o n . For those 
who adopt deviance, t h i s i s born i n embarrassment at one's n a i v e t e , 
and at l o s t commercial o p p o r t u n i t i e s . V e r l a r d e (1 9 7 5j P 255) 
i n t e r v i e w e d one g i r l who s a i d : " . . I c o u l d n ' t f i g u r e out what was 
going on at the f i r s t place (massage p a r l o u r ) I worked. I was t w i c e 
as p r e t t y than t h e o t h e r g i r l s , but they were g e t t i n g a l l the 
c u s t o m e r s . I found out l a t e r t h ey were t u r n i n g t r i c k s . . . " . Those 
who s t a y s t r a i g h t can, c o n v e r s e l y , use reminiscence of the p e r i o d 
of ignorance and s t r a i g h t a c t i v i t y t o show t o themselves t h a t one 
can e x i s t w i t h o u t commission, and t h a t the s t r a i g h t r o l e i s v i a b l e . 

http://did.ii1
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The f i r m w i l l o n l y t o l e r a t e honesty i f i t doesn't p r o v i d e 
a d d i t i o n a l o r g a n i s a t i o n a l problems.^ a^The accepted e x i s t e n c e of 
urrtroublesome n o n - f i d d l e r s t e s t i f i e s t o the a m b i g u i t y o f m a n a g e r i a l 
v a l u e s , the e x i s t e n c e of a l t e r n a t i v e i n t e r p r e t a t i o n s i n the ' c u l t u r e 
of mistakes' ( i n which t h e Sales department i s immersed), and t o t h e 
r e l a t i v e l y v o l u n t a r y s t r u c t u r e of the moral career. Those who are 
prepared t o f i d d l e f o r the o r g a n i s a t i o n (and not f o r t h e i r own 
p e rsonal use) present no problem. Those, however, who adopt some 
form of ' s t r a i g h t ' o c c u p a t i o n a l c h a r a c t e r (see, Chapter F i v e f o r a 
d e t a i l e d d i s c u s s i o n of t h i s ) command b o t h g r u d g i n g r e s p e c t , and 
i n t e r a c t i o n a l avoidance. For example, one over-zealous "good, boy" 
began t o r e p o r t o t h e r s f o r o v e r c h a r g i n g customers. P o t e n t i a l 
s u p e r v i s o r s are hard t o come by (many are s e l e c t e d , but few accept) 
so the f i r m promoted him. As a s u p e r v i s o r , he canvassed f o r moral 
rearmament even more vehemently, u n t i l f i n a l l y , lie had. t o be disposed 
of as a n i g h t packer i n one of the depots.^°^ 

At the end o f the chaperoned t r a i n i n g period., the novice has 
'become' a roundsman. As I have shown, t h i s p e r i o d may be extended, 
beyond the t h r e e week i n d u c t i o n t i m e , and concludes when the r e c r u i t 
accepts the need f o r the f i d d l e , and p r a c t i c e s i t . However, the 
p r i m a r y j u s t i f i c a t i o n model f o r f i d d l o n l y temporary r e l e v a n c e . 
Most men d i s c a r d the n o t i o n of f i d d l i n g j u s t f o r the f i r m i n f a v o u r 
or a secondary one which s p e c i f i e s t h a t o n l y a basic percentage o f 
money be l e f t i n t o cover mistakes, and prevent wage-packet d e d u c t i o n s . 
Whereas passage t h r o u g h the t r a i n i n g stage was concocted by s u i t a b l e 
engineered and c h a u f f e u r e d t r a n s f o r m a t i o n , i n the p o s t - t r a i n i n g stages, 
p e r v e r s i o n of such c o r r u p t i o n now occurs at t u r n i n g p o i n t s o f abrupt 
c o n v e r s i o n c r e a t e d by class-based c a r e e r c o n t i n g e n c i e s . 

( a ) D a l t o n ( 1964 , p 198) notes t h a t honest employees who d i d not pad 
• t h e i r expense accounts were f o r c e d t o i n f l a t e t h e i r expenses by 
s u p e r i o r s : " ' s o as not t o 'show up the f a t accounts' of the h a b i t u a l 
u s e r s " . 

( b ) S u t h e r l a n d (1937 5 "P 84) r e p o r t s t h a t o n l y two policemen on the 
e n t i r e Chico.go f o r c e c o u l d n ' t be f i x e d . He c o n t i n u e s : " . . I n f a c t , 
t h e y a r e so honest t h a t the i m p o r t a n t people f i n a l l y decided t h a t 
t h e y were i n the way and k i c k e d them u p s t a i r s . . . " . 
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Tlffi POST-TRAINING STAGE: BECOMING A SALESMAN 

"...An oc c u p a t i o n c o n s i s t s , i n p a r t o f a 
s u c c e s s f u l c l a i m of some people t o l i c e n c e 
t o c a r r y out c e r t a i n a c t i v i t i e s t h a t o t h e r s 
may n o t . . . i n such l i c e n c e . . . we have the 
prime m a n i f e s t a t i o n o f the moral d e v i s i o n 
of l a b o u r . . . " 

(Hughes, 1953a, p 78 , 79-80) 

'Passing' the t e s t i s g a i n i n g t h e moral l i c e n c e t o p r a c t i c e 
on one's own. Having l e a r n t the techniques of marihuana use, users 
now proceed t o embark upon some p r a c t i c a l p a t t e r n o f consumption 
r e l a t e d t o t h e i r i n t e r a c t i o n s w i t h o t h e r u s e r s , s u p p l i e r s , and the 
lav; (Becker, 1963, suggests t h a t one can become an o c c a s i o n a l 
or r e g u l a r u s e r , and so on). Anybody s u c c e s s f u l l y t a k i n g a d r i v i n g 
t e s t can now p r a c t i c e i n s o l i t a r y I n a more or l e s s p r o b a t i o n a r y 
sense. S i m i l a r l y , Bensman and Gerver (1963 , p 5 9 1) n o t i c e : 

"...When the v e t e r a n p a r t n e r i s absent, and 
the now i n i t i a t e d worker can use the t a p at 
h i s own d i s c r e t i o n , he f e e l s a sense o f p r i d e . 
...he f r e q u e n t l y uses the t a p when i t i s not 
necessary..he may f o r g o the e a s i e r l e g a l methods..." 

Occupational 'success' i s , o f course, immediate f o r most 
men at Wellbreads. One man remembered t h a t : "..on the f o u r t h week, 
when I was by myself, the f i r s t c a l l was s u r p r i s e d t o see me alone, 
and I s o l d , she was a customer who never had cakes... and I achieved s. 
s a l e . . . I was r e a l l y pleased..". T h i s s e m i - m y s t i c a l t h r i l l i s p a r t o f , 
ac c o r d i n g t o Howton and Rosenberg (1965? p 282) s u b s c r i p t i o n t o the 
" c u l t i c metaphor of s a l e s " . I m p o r t a n t l y , i t demonstrates t o the new 
man t h a t he can make a success o f a sales c a r e e r . 

S i m i l a r s o r t o f success w i t h the f i d d l e ( a l t h o u g h i t takes the 
new salesman a r e t u r n v i s i t t o the customer to be sure t h a t he has 
get away w i t h i t i ) p r e c i p i t a t e s the c o n c l u s i o n o f t r a i n i n g . That he 
e x i b i t s such c h a r a c t e r i s t i c s of "stage f r i g h t " i n d i c a t e s j u s t how 
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aware ha i s o f the sense i n which b e i n g employed i n the s e r v i c e 
i n d u s t r y i s o f t e n employment as a dramatic performer ( S c o t t and 
Lyman, 1970, and Chapter Three). I n i t i a l l y , however, he f e e l s t h a t 
h i s i l l i c i t a c t i o n s are t r a n s p a r e n t . Matsa ( l 9 6 9 5 P 15^) comments: 

".. . t h e sense o f t r a n s p a r e n c y i s e v e n t u a l l y 
managed and overcome...being b e d e v i l e d i s no 
s m a l l m a t t e r even i f e v e n t u a l l y managed, and 
a f i r s t s i g n a l of b e i n g b e d e v i l e d i s t h e 
common f e a r t h a t we appear i n the w o r l d l o o k i n g 
t h a t way.." 

Subsequently, the experience o f b e i n g a f i d d l e r ( w h i c h has 
been a p a r t - t i m e o c c u p a t i o n a l l y , but f u l l - t i m e p s y c h o l o g i c a l s t a t u s 
d u r i n g t r a i n i n g ) d windles t o a u x i l i a r y , p a r t i a l p s y c h o l o g i c a l s t a t u s . 
As Bigus ( 1 9 7 4j P 59) so n i c e l y puts i t , t he experience "fades": 
"..a g r a d u a l d i m i n i s h i n g of the cognisance, s i g n i f i c a n c e and potency, 
and t h e r e f o r e of t h e e f f e c t , of a p a r t i c u l a r e xperience...". T r a i n i n g 
may be deemed t o f i n a l l y have concluded when fidd. l e - o c c a s i o n s lose 
t h e i r " c o u n t a b i l i t y " . Sudnow ( 1967 , f f 2 , p 38) provid.es a b r i l l i a n t l y 
p e r c e p t i v e maxim: 

" . . . I t i s a m a t t e r o f g e n e r a l s o c i o l o g i c a l 
i n t e r e s t t h a t a s i g n i f i c a n t t r a n s f o r m a t i o n 
occurs when an event comes t o be seen as 
h a v i n g o r d i n a l p r o p e r t i e s , i . e . , where i t i s 
not merely an occurrence but one which i s 
seen as an event i n a series..."^ 3''' 

Thus, s u c c e s s f u l s o l i t a r y p r a c t i c e completes the sense o f 
p s y c h o l o g i c a l s t a t u s change. Success i n f i d d l i n g the f i r s t customer 
a l l o w s the salesman t o f i n a l l y s o l i d i f y h i s f e e l i n g s t h a t he i s 
sornbody "new". The r e a l i t y o f h i s a b i l i t y t o p l a y a r o l e t h a t he once 
might not have b e l i e v e d h i m s e l f capable o f p l a y i n g (had he conceived 
of p l a y i n g i t ) i s f u l l y brought home t o him. As Strauss (1959 > P 97) 

suggests, " i t b r i n g s him face t o face w i t h h i s p o t e n t i a l , as w e l l as 
h i s a c t u a l s e l f " . 

( a ) The e x c e l l e n c e of t h i s l i e s c h i e f l y i n i t s t h e o r e t i c a l l y and l o g i c a l l y 
f o r m a l q u a l i t y . I t i s an example o f t h e s o r t of f o r m a l c o n c c p t u a l i s a t i 
which G l a s c r and Strauss (1967) recommend, and more i m p o r t a n t l y , shows 
how q u e s t i o n s demanding e m p i r i c a l l y 1 ad hoc' answers ( i . e . , 'when?') 
may be s o l v e d by s p e c i f y i n g - the f o r m a l l y c o n d i t i o n a l q u a l i t i e s which 
the answer should have. Sudnow p r o v i d e s an i n d u c t i v e l y u n i v e r s a l 
statement o f i n d i s p u t a b l e v e r a c i t y . 

http://provid.es
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But b e f o r e Wellbread salesmen can go on t o p e r f e c t p a t t e r n s 
of t e chnique and usage of the f i d d l e , they are expected t o pass the 
l a s t ' t e s t ' o f d i v e r t i n g some of the "made" money t o t h e i r own 
pockets. T h i s i s not r e l a t e d t o any f i s c a l needs of the o r g a n i s a t i o n , 
but r a t h e r t o i n d . i r e c t managers' e x p e c t a t i o n s about proper conduct 
conducive t o m a i n t a i n i n g a s t a b l e w o r k f o r c e . The second p a r t of 
Bensrnan and Gerver's (1963 , P 598) i n t e r e s t i n g t r e a t m e n t o f 
acceptable crime runs as f o l l o w s : 

"....A v i o l a t i o n of law i s t r e a t e d as a crime 
when i t i s not d i r e c t e d and c o n t r o l l e d , by those 
i n a u t h o r i t y or when i t i s used f o r e x c l u s i v e l y 
p e r s o n a l ends..." 

n e v e r t h e l e s s , w h i l s t f i d d l i n g f o r o n e s e l f i s condemned i n 
p r i n c i p l e by the management, i t i s a l l o w e d i n p r a c t i c e . As the Sales 
manager says: " . . . t h e y ' r e not r e a l salesmen i f they can't make a 
bob or two on the s i d e , are t h e y ? . . . " . The ambiguous managerial 
v i e w p o i n t over p e r s o n a l use of f i d d l i n g by experienced men p a r t l y 
d e r i v e s from c o n s i d e r a t i o n of i t as a s e n s i b l e means o f m i n i m i s i n g 
workforce t u r n o v e r at r e l a t i v e l y low cost (as l o n g as t h e men o n l y 
f i d d l e customers, and not s t e a l from the f i r m ) , p a r t l y from p e r s o n a l 
sympathy ( a l l s u p e r v i s o r s used t o do i t b e f o r e they were promoted), 
p a r t l y from r e s i g n e d acceptance of i n e v i t a b i l i t y ( t h e management i s 
not aware o f s u c c e s s f u l means of p r e v e n t i n g i t ) , and. p a r t l y out of 
a d m i r a t i o n f o r the .way t h a t u n r e s t r a i n e d f i d d l i n g , i n s p i t e o f being 
a g a i n s t t h e law, s u c c e s s f u l l y demonstrates a l l e g i a n c e t o core s e l l i n g 
v a l u e s . 

However, managerial l a c k of c o n t r o l over personal use o f 
f i d d l i n g by t h e i r men, and the r e l a t i v e i n d i r e c t n e s s o f i t s 
r e l a t i o n s h i p t o o r g a n i s a t i o n a l end.s f o r c e s a discrepancy between 
t h e i r e x p e c t a t i o n s ( t h a t i t w i l l happen) and t h e i r a f f e c t i v e stance 
towards i t . W h i l s t t h e personal f i d d l e has i n d i r e c t advantages f o r 
the o r g a n i s t a i o n , i t i s s i m u l t a n e o u s l y f e l t t h a t expressed l e n i e n c y 
might encourage unwholesome d i g r e s s i o n i n t o unsanctioned p r a c t i c e s 
(such as s t e a l i n g from the company, or d e a l i n g w i t h some o f i t s 
more unscrupulous employees), and c r e a t e a standard o f l i v i n g f o r 
the salesmen h i g h e r than t h a t o f the management. Reducing l a b o u r 
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"turnover i n "this way, however, breeds o t h e r problems t h a t the 
Sales department w i l l have t o deal w i t h , such as customer-loss 
t h r o u g h t h e i r d i s c o v e r y of u n r e s t r a i n e d f i d d l i n g . A c c o r d i n g l y , the 
p r i m a r y j u s t i f i c a t i o n model f o r f i d d l i n g ( " j u s t t o cover mistakes") 
c a r r i e s t h e seeds o f i t s own d e s t r u c t i o n . By a l l o w i n g the men t o 
s t e a l from customers i n s t e a d of ( e f f e c t i v e l y ) paying them a l i v i n g 
wage, t h e management immediately i n t r o d u c e t h e p o s s i b i l i t y t h a t , 
s i n c e i t i s e a s i e r sometimes t o s t e a l from t h e f i r m , t h ey w i l l become 
the major t a r g e t f o r f i d d l e r s . 

From the v e r y s t a r t of t r a i n i n g , roundsmen p e r c e i v e i n t e r e s t i n g 
f e a t u r e s o f the f i d d l e : 

seem t o t h i n k t h a t t a k i n g bread from 
t h e n i s wrong, and f i d d l i n g t h e i r customers i s 
r i g h t . . . " 

"...(when I i n t r o d u c e the f i d d l e as a joke d u r i n g 
t r a i n i n g ) m o s t of them say: 'Ha Hal t h a t ' s funny', 
and t h e y do i t themselves,.... i t ' s p r o b a b l y i n the 
back o f t h e i r minds, ' I can do t h a t f o r myself and 
make a few s h i l l i n g s ' . . " 

Sometimes, a l t e r n a t i v e meanings f o r the f i d d l e are suggested 
as an i n c e n t i v e r h e t o r i c , dropped i n t o the c o n v e r s a t i o n c a s u a l l y , 
or even o v e r t l y mentioned as a means of c o v e r i n g f i n a n c i a l needs 
o c c u r r i n g d u r i n g the day's work; One roundsman remembered t h a t : 
"..He t o l d me I should do i t t o cover myself, j u s t f o r a packet of 
f a g s . . " , and another r e c a l l e d : "..he was a l s o saying I should pocket 
i t , whatever I c o u l d make...he d i d n ' t say any s p e c i f i c amount..". Two 
more men s a i d : 

"...Then, he near enough s a i d : "This w i l l h e l p 
t o r un your c a r , and buy c i g a r e t t e s " , he'd s o r t 
o f say i t and laugh...say: 'This'1 1 put p e t r o l 
i n your c a r l ' . . . s o I s a i d t o him, at t h a t p o i n t , 
'How much can you make?'...and he s a i d : 'Well, 
you can have bad weeks, and good weeks, some 
weeks you won't make h a r d l y a n y t h i n g , u n t i l the 
peple know you, u n t i l t h e y come t o t r u s t you, 
because they' 11 check on you a.s soon as you s t a r t 
t o walk away'...he reckoned about £ 4 - 5 « « « " 

"...He ( s u p e r v i s o r ) wasn't t a k i n g any o u t . . . 
u n l e s s he wanted i t t h e r e and t h e n , f o r f a g s , 
o r something, on the .journey..." 



94. 

As the roundsman p r a c t i c e s by h i m s e l f , he w i l l mix more w i t h 
the o t h e r salesmen than w i t h the s u p e r v i s o r s . He w i l l eat l e s s of the 
goods, make fewer mistakes, and b e g i n t o b u i l d up ( e x p l o i t a b l e ) t r u s t 
w i t h h i s customers. I m p o r t a n t l y , he w i l l develop s l e i g h t o f hand at 
f i d d l i n g g e n e r a l l y , and s p e c i f i c a l l y l e a r n the "easy touches" on h i s 
r o u t e . The l i k e l i h o o d of him c o n t i n u i n g t o come s h o r t on h i s weekly 
r e c o n c i l i a t i o n decreases j u s t a t the same time as h i s s k i l l s a t 
f i d d l i n g improve. Two of the roundsmen commented: 

". . . a l t h o u g h I was s t i l l making mistakes 
a f t e r a month, I wasn 1t coming s h o r t . . . I 
was malzing a few. .and then I used t o do a 
b i t too much, and cover myself too much., 
and t h a t showed up as over..." 

"...You can't get away w i t h anything...when 
you f i r s t s t a r t o f f . . . t h e y 1 r e a l l a b i t wary 
of you...but a f t e r a b i t t h e y t r u s t you, and 
you can s t a r t f i d d l i n g them more and more..." 

I n s t e a d of commitment t o o r g a n i s a t i o n a l g o a l s , the roundsman 
develops attachment t o the p o s s i b l e p r o f i t s and t o the shady means, 
t o g e t h e r w i t h the i n c r e a s e d s t a n d a r d of l i v i n g t h a t they b r i n g . S e l f -
awareness o f o t h e r uses t o which "made" money co u l d be put a r i s e i n 
the process o f " t r y i n g o u t " the f i d d l e : 

" . . . a f t e r a b i t you got t o know the ones what 
add up what t h e y had, and the ones t h a t d i d n ' t • 
. . . I used t o t r y them o u t . . . I used t o t h i n k : 
'Ohl I ' l l put threepence on, and see i f she say 
a n y t h i n g ' . . . i f the b i l l -was 4/0, I used t o say: 
' T h a t ' l l be 4 /9 please, Warn', and i f she d i d n ' t 
say a n y t h i n g about i t , I ' d know she d i d n ' t add 
up...Put a penny on t h i s , put a penny on t h a t , 
you t r y i t , t hen you t h i n k : 'Oh, w e l l , t h a t ' s 
two o r t h r e e pounds e x t r a i n my p o c k e t ' . . t h a t 
used t o worry me at f i r s t . . . b u t i t i s n ' t pennies 
now, i t ' s pounds..." 

" . . . I f I can't make a couple of q u i d out o f i t , 
I don't b o t h e r . . . I wouldn't cross the road f o r 
a couple of bob now..." 

The roundsman thus emerges w i t h a v o c a b u l a r y of f i d d l e -
t e c h n i q u e s and p o s s i b i l i t i e s f a r s u p e r i o r t o t h a t needed t o s a t i s f y 
c o r r u p t ends suggested by e r s t w h i l e s u p e r v i s o r s . Sooner or l a t e r 
he w i l l make a d e c i s i o n t o use the o r g a n i s a t i o n a l l y t a u g h t p r a c t i c e s 
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f o r h i s own b e n e f i t . Commitment t o the 'end' o f f i d d l i n g s u b t f 
t r a n s f o r m s i t s e l f i n t o attachment t o the means o f f i d d l i n g . T y p i c a l l y , 
the men l o o k back and account f o r t h i s r a t i o n a l i s a t i o n o f the proceeds 
as p r e c i p i t a t e d by an abrurat h o s t i l e act - of c l a s s aggression by the 

\ ( a ) management: 

"...they s t a r t e d , t o say t h a t I was s h o r t , 
and a l l t h e r e s t of i t . . . and. you haven't got 
no p r o o f of anything...and I t h i n k i t ' s 
t h a t . . . i t ' s the company who,t make you... 
what you are, because they' re t w i s t i n g us'... " 

" . . . W e l l , I thought i t would be handy,... 
a b i t o f e x t r a money...! suppose i t was sudden, 
r e a l l y . . . " 

"...one of t h e s u p e r v i s o r s took over from me, 
and f o r g o t t o take any o u t , so we went t o look 
at the R e c , t o see how much he had made, and 
he was £5 o v e r . . . I t o l d him I would take i t out 
next week, and s p l i t i t w i t h him..but when we 
looked at i t a g a i n , i t was o n l y a, few odd. s h i l l i n g s 
over, the r e s t had been s t r u c k o f f . . . " 

( a ) Thi s i s not an i n e v i t a b l e c o n s l u s i o n t o t h e type o f moral career 
t h a t I have d e s c r i b e d . Bigus 1 (1972 , passim) milkmen do not f i d d l e 
customers. Bigus ( p e r s o n a l communication J suggests t h a t t h i s may 
be because American milkmen are q u i t e w e l l p a i d , and t h a t , 
c o n v e r s e l y , because they a r e i n a c o m p e t i t i v e market s i t u a t i o n , 
milkmen are f o r c e d t o reduce p r i c e s to' customers. I n c i d e n t a l l y , 
t h e y cover t h i s by " d e a l i n g " w i t h customers by "dumping" imaginery 
waste and " j u g g l i n g " casual cash-income t o balance (See Chapter-
F o u r ) . Bigus p o i n t s out t h a t w h i l s t milkmen are i n a s i m i l a r 
weak, h e t e r o d o x i c a l b i n d , i t i s p o s i t i v e r a t h e r t h a n n e g a t i v e — a s 
i t i s f o r bread roundsmen. W h i l s t the d a i r y f o r m a l l y denies but 
i n f o r m a l l y incourages " d e a l i n g " , r e c r u i t s are t a u g h t t o do t h i s 
s p e e d i l y and openly a.s the process b e n e f i t s , r a t h e r than disadvan
tages the customer, n e v e r t h e l e s s , ( B i g u s , 197^> P 145-6) milkmen 
e f f e c t i v e l y s t e a l from the f i r m i n o r d e r t o support benevolent 
" d e a l i n g " w i t h customers, and Bigus notes t h a t t e a c h i n g t o " d e a l " 
i s a l s o c o v e r t t e a c h i n g t o " s t e a l " . I would ad.d t h a t such experiences 
c r e a t e f o r the baker a psychic m i l i e u w i t h i n which, s t e a l i n g ( a s i d e 
from f i d d l i n g ) may be d e f i n e d as acceptable o c c u p a t i o n a l p r a c t i c e 
and thus as an Everyman Performance. A d d i t i o n a l l y , note t h a t Skipper 
and McGaghy ( 1969 , p 400) suggest t h a t a p r i o r employment p a t t e r n 
of e x h i b i t i o n i s t i c behaviour 1: go-go dancer, s i n g e r , hat-check g i r l , 
- makes tire e v e n t u a l career move t o s t r i p p i n g a small r a t h e r than 
l a r g e step. Here, immersion i n the f i d d l i n g w o r l d makes the f i n a l 
move t o s t e a l i n g o u t r i g h t from the f i r m l e s s of a p s y c h o l o g i c a l 
h u r d l e . 
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"...(Roundsman had helped the "bakery out i n 
a time of l a b o u r shortage)...when I cane t o 
get my pay f o r t h a t week, they hadn't even paid 
me f o r the Thursday I ... and I ' d come t o work'... 
I ' d never had a day o f f or a n y t h i n g , t h a t ' s j u s t 
the way they t r e a t you here, I t o l d one of the 
blokes i n despatch about i t , and he said.: ' I ' l l 
s t u f f e x t r a on your rack t o make up f o r t h a t 
next week, don't worry, mate, I ' l l pay you back 
f o r them' ... and he d i d . . . I got i t a l l back..." 

"...You know, I was t h e r e f o r a year b e f o r e I 
r e a l i s e d what was going on...yeah, i t must have 
been a year b e f o r e I knew what a l l the o t h e r s 
were doing...when I was f i r s t t h e r e , I wouldn't 
have dreamed of what was going o n . . . I wouldn"t 
have taken a f a r t h i n g . . . t h e n , ( l a u g h ) I saw t h e 
l i g h t . . . " 

" . . . I d i d n ' t know a n y t h i n g about i t u n t i l a f t e r 
s i x months, u n t i l I r e a l l y got i n w i t h the b l o k e s , 
and I knew what went o n . . . i t was the f i r m t h a t 
changed me, t h e y made me f e e l : 'Oh', r i g h t , i f 
you're going t o rob me, I'm going t o rob you..." 

" . . I remember when I s t a r t e d t o take a b i t o u t , 
I remember i t c l e a r l y , f u n n i l y enough...my h o l i d a y 
pay was s h o r t , and I went t o see about i t , and 
they e x p l a i n e d t o me t h a t a l t h o u g h I ' d been t h e r e 
a f u l l 12 months, they take i t from the A p r i l , 
and. I ' d o n l y been t h e r e s i i i c e J u l y . . . I accepted 
t h i s , but I was s t i l l s h o r t , he s a i d : 'We can't 
work t h a t out now, you'11 have t o go on your 
h o l i d a y , and w e ' l l work i t out and gi«/e i t t o you 
when you get b a c k ' . . . I t h o u g h t : 'Why should I ? ' . , 
and I had i t out of t h e bag...that was the f i r s t 
t ime I ' d ever done i x f o r my own ends...Oh, yeah, 
I used t o make a p i n t of beer, and a smoke...but 
I hadn't gone out p a r t i c u l a r l y t o make money t o 
put i n my pocket at the end of the week..." 

W h i l s t an aggressive managerial act p r e c i p i t a t e s the c o n v e r s i o n 
i t i s more l i k e l y t h a t the d e c i s i o n t o " s t a r t your own business" i s 
a gradu a l one. The change i s pr o b a b l y so mundane t h a t i t would pass 
u n n o t i c e d u n t i l an i n c i d e n t o f g r e a t conceptual and personal 
s i g n i f i c a n c e i s encountered. Such "moral ex p e r i e n c e s " (Goffman, 1959a-, 

p 129) are used at the t i m e , and i n l a t e r accounts, t o j u s t i f y the 
s w i t c h , t o close another p e r i o d i n an i n d i v i d u a l biography, and t o 

(a ) D e f i n e d by Bc r g c r (l')62>t p 76) as those experiences i n which the 
past i s t r a n s f o r m e d t o generate i n t e r p r e t a t i v e o r d e r i n the p r e s e n t . 
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r e c o n s t i t u t e p s y c h o l o g i c a l e q u i l i b r i u m a f t e r hazardous t r a n s i t i o n . 
I n r e t r o s p e c t , the men envisage the u n o f f i c i a l t r a n s i t i o n p e r i o d 
between roundsman and salesman as a " t e n t a t i v e s t a t u s " ( S u t h e r l a n d , 
1937, P 2 1 4 ) . . 

Conversion, l i k e commitment i s e s s e n t i a l l y n e g a t i v e : an 
a l l e g i a n c e of s e l f o,nd p r o j e c t s a g a i n s t a l t e r n a t i v e s . The p o l i t i c a l -
c o n v e r s i o n r e f e r r e d t o here i s d i f f e r e n t t o the p s y c h o l o g i c a l 
t r a n s f o r m a t i o n s u s t a i n e d i n the passage t o experienced f i d d l e r . 
C o n v e r s i o n i s v o l i t i o n a l , r e g e n e r a t i v e , and c r y s t a l l i s e d from 
sudden consciousness of a slow, personal m a t u r a t i o n process. To 
r e c a p i t u l a t e , t r a n s f o r m a t i o n i s s u b t l y engineered by o t h e r s , and 
i s permanent. The p o s s i b l e t r a n s i e n c e of con v e r s i o n a f f e c t s i t s 
s t a b i l i t y , a l t h o u g h , i n p r a c t i c e a t t h e bakery, the c o n d i t i o n s f o r 
m a t u r a t i o n ( low pay, success of the f i d d l e , t h e a t t i t u d e o f the 
management) p e r s i s t , and f i d d l i n g f o r o n e s e l f achieves a h i g h 
s i t u a t i o n a l d u r a b i l i t y . The key, however, i s t h a t c o n v e r s i o n , 
u n l i k e t r a n s f o r m a t i o n , cannot happen behind t h e &otor's back. As 
Matza ( 1969 , p 119) puts i t , c o n v e r s i o n can o n l y be "mediated t h r o u g h 
a r e c o n s i d e r a t i o n o f the s e l f and i t s a f f i n i t i e s . " 

I t would be d i f f i c u l t t o account f o r the s t a r t l i n g s i m i l a r i t i e 
i n r e a c t i o n s t o and accounts of t r a i n i n g i n terms of the e x p e c t a t i o n s 
and p e r s o n a l i t i e s t h a t r e c r u i t s b r i n g t o Wellbreads, a l t h o u g h such 
concepts may be h e l p f u l i n u n d e r s t a n d i n g how salesmen go on t o use 
the moral l i c e n c e t o f i d d l e customers awarded, then by the management. 
I n f a c t , the v a r i e t i e s o f s o l i t a r y l i c e n c e use ( t h e men v a r i o u s l y 
combine a v a i l a b l e techniques i n separable ' p o r t f o l i o s ' , which are 
enacted as performer " c h a r a c t e r s " and named "sharks", "rogues", 
" r o b i n hoods", " p r o f e s s i o n a l s " and " s t r a i g h t s " - see, Chapter F i v e ) 
emphasise t h a t the r e g u l a r i t i e s produced i n p a t t e r n e d i n d u c t i o n are 
not t r a c e a b l e t o i n d i v i d u a l p r e d i l e c t i o n s . The s k i l l f u l o r g a n i s a t i o n 
of t r a i n i n g d r a s t i c a l l y reduces the p o s s i b l e random v a r i a t i o n s i n 
response t h a t might o t h e r w i s e a r i s e from p r i o r e x p e c t a t i o n s . 

I n f a c t , the i n t e n d e d consequence of t h e m o r t i f y i n g process 
i s p r e c i s e l y t o reduce the e f f e c t of a person's past upon i i i s p r e s e n t 
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The t o t a l i n t e r a c t i o n a l gamut i n c o r p o r a t i n g the f i d d l e at VJellbreads 
overwhelms the newcomer w i t h such a powerf u l f a c t i c i t y t h a t p r i o r 
o r i e n t a t i o n s and ' b e l i e f s c o l l a p s e a s p l a u s i b l e i n t e r p r e t a t i o n s o f 
a c t i o n s . T r a i n i n g p r o v i d e s t h e decompression chamber f o r the g r a d u a l 
r e o r g a n i s a t i o n of moral meaning: t o pass the a i r - l o c i : , r e c r u i t must 
have t r a n s f o r m e d i n t o salesman. 



Chapter Three 

INTERACTION: Managing Customer 
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THE FADING OF SOCIALISATION: THE GROUNDING OF SECONDARY ADJUSTMENT 

" . . . I suppose one might v.'ant t o ask what 
a s a l e s g i r l does i n a s t o r e by v i r t u e of 
her b e i n g a s a l e s g i r l . The t e s t o f c l o s e 
a n a l y s i s , however, i s t o study what a 
person who i s a s a l e s g i r l does i n a s t o r e 
t h a t persons who are not s a l e s g i r l s do not 
do, f o r much o f what s a l e s g i r l s do i n 
s t o r e s i s not done by them qua s a l e s g i r l s 
and has n o t h i n g t o do w i t h s a l o s * . . " 

(Goffman, 1 9 6 l a , p 95) 

I have j u s t o u t l i n e d ( i n Chapter Two) the s u b t l e s o c i a l i s i n g 
t a c t i c s o f moral c o r r u p t i o n employed by s u p e r v i s o r s i n the Sales 
department of the V/ellbread bakery t o s u i t a b l y mould, n o v i t i a t e 
salesmen.- To recover the analysis' i n b r i e f ; Management' s s e l e c t i o n 
procedures appeared t o be e x p l i c i t l y designed t o r e c r u i t honest 
a p p l i c a n t s who c o u l d n e v e r t h e l e s s be c h a r a c t e r i s e d as of s u f f i c i e n t l y 
m a l l e a b l e p o t e n t i a l t o s u c c e s s f u l l y undergo staged persuasion t o 
adopt the necessary t a c t i c s and m o r a l i t y f o r c o v e r t " f i d d l i n g " . I n 
t h i s way, customers l o s e small amounts of money t o 'cover' the 
u n c o r r e c t a b l e mistakes t h a t i n e v i t a b l y occur i n the process of 
t r a n s f o r m i n g bread i n t o money. S u p e r v i s o r y s t a f f s are r e s p o n s i b l e 
p e r s o n a l l y f o r e n s u r i n g t h a t such staged moral c o n v e r s i o n s u c c e s s f u l l y 
occurs d u r i n g the t h r e e week t r a i n i n g p e r i o d . Such chaperoned 
t r a i n i n g o n l y concludes when and i f the a p p r o p r i a t e s u p e r v i s o r 
decides t h a t the r e c r u i t i s 'ready' t o engage i n the business o f 
a b e t t i n g o r g a n i s a t i o n a l c o r r u p t i o n r e l a t i v e l y w i l l i n g l y and e f f i c i e n t l y . 

I m p r i n t e d s o c i a l i s a t i o n always rets/ins an image: but i t fades. 
R e g r e t t a b l y , f o r the o r g a n i s a t i o n , i n a c h i e v i n g salesman-status, the 
r e c r u i t passes from the h i g h l y homogenised t r a i n i n g s o t t i n g t o the 
h i g h l y d i f f e r e n t i a t e d network o f f u l l y - f l e d g e d salesmen. The sharp 
lessons o f s o c i a l i s a t i o n dim j u s t as the c h r y s a l i a - s a l e s m a n emerges 
t o i n t e r a c t f r e e l y w i t h customer and peer. T h i s , as V/heeler, (1966 , 

p 79) suggests, changes the s i t u a t i o n from one where: 
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" . . . f r e e i n t e r - a c t i o n t i m e . . . i s r e s t r i c t e d 
where t h e r e i s l i t t l e o p p o r t u n i t y f o r 
l i k e - m i n d e d inmates t o l o c a t e each o t h e r , 
t a l k , and t h e r e f o r e perhaps r e i n f o r c e the 
e f f e c t of t h e i r past on t h e i r present 
( t o the post t r a i n i n g stage where) i n 
a s s o r t i v e processes. .. t h e r e i s a. h i g h e r 
c o r r e l a t i o n between what a man once was, 
and what he f e e l s about h i s present p o s i t i o n . . . " 

Hot o n l y does the a v a i l a b i l i t y of a l t e r n a t i v e p l a u s i b i l i t y 
s t r u c t u r e s c a s t shadows of doubt upon the p r e v i o u s l y overwhelming 
f a c t i c i t y of salesman-ideology as presented by s u p e r v i s o r s , but 
a l s o , t h e c o n t i n u e d i n t e g r i t y of the reasons f o r f i d d l i n g d e f l a t e s 
p r e c i s e l y as s k i l l i n the a r t s of f i d d l i n g improves. This- anomic 
s i t u a t i o n r a r e l y l a s t s . Those p r o b a t i o n a r y salesmen who f a i l t o 
d i v e r t s u r p l u s money t o t h e i r own account are exhorted and encouraged 
by management t o do so. Involvement i n the f i d d l e thus g r a d u a l l y 
changes from commitment to c o r r u p t o r g a n i s a t i o n a l g o a l s , i n t o 
attachment t o the means of a c h i e v i n g them. For Goffman, t h i s 
r e f l e c t s the e v o l u t i o n of secondary from p r i m a r y adjustments 
(1957b, p 1 7 2 ) : ^ 

"...Secondary adjustments r e p r e s e n t ways i n 
which t h e i n d i v i d u a l stands a p a r t from the 
r o l e and the s e l f t h a t were taken f o r him by 
the i n s t i t u t i o n . . . " 

Zurcher (.1970, p 1 6 0 ) , d i s c u s s i n g the i n i t i a t i o n o f new poker 
p l a y e r s i n t o an e s t a b l i s h e d s c h o o l , r e f e r s t o acceptance as the moment 
when o l d members accept t h a t the new man should drop "you" q u e s t i o n s , 
and s t a r t making "we" statements. S a r b i n and A d l e r ( 1970 , p 612) view 
t h i s as a s h i f t form v i e w i n g o n e s e l f as agency t o t h a t o f v i e w i n g the 
s e l f as agent - a f i n a l r i t u a l i n a l l s e l f - r e c o n s t i t u t i o n processes. 
Goffman ( l 9 6 l b , p 18) r e f e r s t o t h i s as the moment o f the emergence 
of a j o i n t "we r a t i o n a l e " , and Clemmer ( 1940 , P 93) t a l k s of a 
t h e o r e t i c a l l y s i m i l a r process of ' p r i s o n i a a t i o n ' : 

( a ) Guenther (1975) suggests t h a t i n t o t a l i n s t i t u t i o n s , s t e a l i n g 
appears t o be a secondary adjustment enacted t o s a t i s f y v a r i o u s 
t e r t i a r y s o c i a l needs. 

( b ) Bigus (1 9 7 4j p 99 J mentions; i n terms of a l c o h o l i c s undergoing 
r e h a b i l i t a t i o n . , a r e l a t e d f e e l i n g amongst inmates who begin t o 
f e e l t h a t t hey belong, as " s e a t i n g " t h e i r l i v e s i n t h e i n s t i t u t i o n . 
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" . . . A f t e r the new a r r i v a l r e c o v e r s f r o m t h e 
e f f e c t s o f t h e s w a l l o w i n g - u p p r o c e d u r e s , he 
a s s i g n s new m e aning t o t h e c o n d i t i o n s t h a t 
he had p r e v i o u s l y t a k e n f o r g r a n t e d . . . i t i s 
o n l y a f t e r some weeks o r months t h a t t h e r e 
comes t o h i m a new i n t e r p r e t a t i o n . . . T h i s new 
c o n c e p t i o n r e s u l t s f r o m a m i n g l i n g w i t h o t h e r 
men and i t p l a c e s emphasis on t h e f a c t t h a t t h e 
e n v i r o n m e n t should, a d m i n i s t e r t o h i m . . . " 

T r a d i t i o n a l l y , t h i s change p a s s e s u n n o t i c e d u n t i l an e v e n t 
of g r e a t p e r s o n a l and. s y m b o l i c s i g n i f i c a n c e i . s encountered i n d e a l i n g s 
w i t h t h e management. O f t e n , i n t h e S a l e s d e p a r t m e n t , d r a m a t i c 
c o n f r o n t a t i o n s w i t h t h e management o f f e r t h e man an e x p e r i e n t i a l 
t u r n i n g - p o i n t which t h e y can u s e a t t h e t i m e , and i n l a t e r b i o g r a p h i c a l 
a c c o u n t s , t o j u s t i f y t h e i r r e t a l i a t i o n f o r o r g a n i s a t i o n a l f a i l u r e 
i n t h e p r o v i s i o n o f s e r v i c e s and a s s i s t a n c e i n r e t u r n f o r t h e i r 
w i l l i n g n e s s t o commit i l l e g a l a c t s f o r t h e b e n e f i t o f t h e company. 
Salesmen, i n s u c h t r a n s i t i o n s a r e engaged, as B e r g e r (1973» P 75) 
so n i c e l y 'puts i t , i n t h e "perennial p a s t i m e o f c o r r e c t i n g f o r t u n e 
b y r e m a k i n g h i s t o r y " . 

But p r e c i s e l y t h e p o i n t t h a t c o n v e r s i o n e x p e r i e n c e makes 
to t h e s e l f i s t h a t s e l f - r e c o g n i t i o n as a r e b o r n p e r s o n h e r a l d s t h e 
end of a p r o c e s s h i t h e r t o e n a c t e d u n n o t i c e d . I t i s a mere t r u i s m to 
r e p o r t t h a t the f i n a l e x p e r i e n c e i s d r a m a t i c r e - c o g n i t i o n ( i n a t i m e -
s h o r t e n i n g moment w h i c h L o f l a n d , 1969* p 4-1» c a l l s " e n c a p s u l a t i o n " ) 
of t h e e v e r y d a y m i n u t i a e , a n d r o u t i n e l y mundane mosaic o f g r a d u a l 
change. However, i n p r e c i s e l y what c o n t e x t does t h e l a t t e r c o n v e r s i o n 
t a k e pla.ee? I n what c o n t e x t can we make sense o f t h i s o r d i n a r y 
e r o s i o n o f b u s i n e s s p i e t y ? 

A c t u a l s o l i t a r y p r a c t i c e p r o d u c e s t h e g r o u n d c o n d i t i o n s o f 
s a l esmen's c o n v e r s i o n s . T h i s happens because c u s t o m e r i n t e r a c t i o n s ' 
f a i l t o r e p l i c a t e t h e l e s s o n s and e x p e r i e n c e s w h i c h n o t o n l y 
produced, b u t a l s o m a i n t a i n e d t r a n s f o r m a t i o n . I n s h o r t , s a l e s m e n 
become c y n i c a l through t h e e x p e r i e n c e d m a l f u n c t i o n of f o i s t e d 
m a n a g e r i a l i d e a l s o f b u s i n e s s e f f i c i e n c y , and t h i s c y n i c i s m becomes 
a r e a l i t y through w h i c h a l l m a n a g e r i a l a c t i o n s a r e re—mernbercd. 
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SALESMANSHIP": SERVICE AS LITERAL DRAMA 

R e a d i n g G o f f m a n 

"...And now a f i n a l comment. I n d e v e l o p i n g 
"the c o n c e p t u a l f r a m e w o r k e mployed i n t h i s 
r e p o r t , come l a n g u a g e o f t h e s t a g e was u s e d . 
I spoke o f p e r f o r m e r s and a u d i e n c e s ; o f 
r o u t i n e s and p a r t s ; o f p e r f o r m a n c e s corning 
o f f o r f a l l i n g f l a t ; o f c u e s , s t a g e s e t t i n g s 
and b a c k s t a g e 5 o f d r a m a t u r g i c a l n e e d s , 
d r a m a t u r g i c a l s k i l l s and d r a m a t u r g i c a l 
s t r a t e g i . e s . How i t s h o u l d be a d m i t t e d t h a t 
t h i s a t t e m p t t o p r e s s a in e r e a n a l o g y so 
f a r wa.s i n p a r t a r h e t o r i c and a manoeuvre..." 

( G o f f m a n , 1959, P 246) 

The c o n v e n t i o n a l a n a l y t i c r e a d i n g o f Goffman i s as p r o d u c i n g 
a p r a g m a t i c r e c o n s t r u c t i o n o f l i f e u s i n g t h e ' t h e a t r i c a l m e t a p h o r ' , 
or, ' t h e d r a m a t i c a n a l o g y ' . T h e r e h a v e , o f c o u r s e , been some g r o s s 
m i s - r e a d i n g s , s u c h as M a r t i n d a l e ' s s u g g e s t i o n ( q u o t e d i n L i e s s i n g e r 
et a l . , 1962, f f 14, p 695) t h a t G offman's work i s a r e p r e s e n t a t i o n 
of t h e g r o w i n g a m o r a l i t y o f u r b a n i n d i v i d u a l s . T h i s a s i d e , submerged 
even i n t h e c o n v e n t i o n a l r e a d i n g , t h e r e seems, a t t i m e s , t o l i e 
a p a r a d o x . T h i s p a r a d o x , I s u g g e s t , can o n l y be u n r a v e l l e d b y r e c o u r s e 
to t h e c o n t e x t o f d i s c o v e r y o f G o f f m a n 1 s d r a m a t i c s i m i l i e . 

At c r i t i c a l p o i n t s t h e d r a m a t i c a n a l o g y becomes i n t e n s e l y 
awkward. I n t r y i n g t o d r a m a t u r g i c a l l y d e s c r i b e t h e o c c u p a t i o n a l l i f e 
of t h e e n t e r t a i n e r , f o r e x a m ple, we a r e f a c e d w i t h t h e i r r i t a t i n g -
p a r a d o x o f d e s c r i p t i v e c a t e g o r y e x h a u s t i o n . H e r e , t h e l i t e r a l sense 
of performance c o i n c i d e s w i t h t h e m e t a p h o r i c sense i n which i t i s 
drama. C o n s e q u e n t l y , t h e m e t a p h o r e x h a u s t s a v a i l a b l e ccmmon-sense 
d e s c r i p t i o n s , and l e a v e s n o t h i n g f o r l i t e r a l meaning. A n o t h e r q u e s t i o n . 
How c o u l d one d e s c r i b e a p l a y u s i n g t h e d r a m a t u r g i c v o c a b u l a r y ? The 
d i s c o m f o r t i n g c o n v e r g e n c e between m e t a p h o r i c p e i ' f o r m c r and t h e a c t u a l 
" p e r f o r m e r " i s o c c a s i o n a l l y o b l i q u e l y r e c o g n i s e d , b u t n e v e r d i r e c t l y 
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c o n f r o n t e d b y Goffina.ii. P e r i o d i c a l l y , he i s f o r c e d i n t o unwelcome 

r e g r e s s i o n . F o r e x a m ple, (1939? ? 1 3 4 - 5 ) : 

"..one can become so h a b i t u a t e d t o one's 
f r o n t r e g i o n a c t i v i t y ( a n d f r o n t r e g i o n 
c h a r a c t e r ) t h a t i t may be n e c e s s a r y t o 
h a n d l e one's r e l a x a t i o n f r o m i t as a 
p e r f o r m a n c e . . . " 

A l t e r n a t i n g w i t h t h i s s o r t o f r e g r e s s i o n , a r e d i s t i n c t i o n s 
s u p p o r t e d m e r e l y by q u o t a t i o n m a r k s , o r by t h e t e n a c i t y o f t h e 
r e a d e r ( i b i d , p 79-00): 

"...The l e g i t i m a t e p e r f o r m a n c e s o f e v e r y d a y 
l i f e a r e n o t 1 a c t e d ' o r 1 p u t on' i n t h e sense 
t h a t t h e p e r f o r m e r knows i n advance j u s t what 
he i s g o i n g t o do, and does t h i s s o l e l y because 
o f t h e e f f e c t i t i s l i k e l y t o h a v e . . . t h e d e t a i l s 
o f t h e e x p r e s s i o n s and movements u s e d do n o t 
come f r o m a s c r i p t b u t f r o m command o f an i d i o m , 
a command t h a t i s e x e r c i s e d f r o m moment t o 
moment w i t h l i t t l e c a l c u l a t i o n o r f o r e t h o u g h t . . . " 

The m e t a p h o r k i d n a p s t h e a v a i l a b l e v o c a b u l a r y o f d e s c r i p t i v e 
l a n g u a g e r e t i r i n g r e a l i t y t o cumbersome p h r a s e o l o g y s uch as " s t a g e d 
p l a y " , t o r e f e r t o t h e p e r f o r m a n c e d e f i n e d as s u c h by an a u d i e n c e i n 

( a ) 
a t h e a t r e . The p r o b l e m h e r e i s p a r t l y t h a t o f g i v i n g an a d e q u a t e 

( a ) I n P i •ame A n a l y s i s (1974) G o f f n a n has made an e x t e n s i v e and r e l a t i v e l y 
s u c c e s s f u l a t t e m p t t o s o l v e t h i s p r o b l e m . The c i n e m a t o g r a p h i c 
m e t a p h o r (more s t r i c t l y , t h e k i n e s i c one) o f t h e " f r a m e " and " s t r i p " 
o f a c t i v i t y has r e p l a c e d t h e t h e a t r i c a l m e t a p h o r o f t h e s t a g e 
g e n e r a t e d i n 1959• frame- a n a l o g y p r e c i s e l y a l l o w s G o f f n a n 
t o d i s t i n g u i s h t h e s e p a r a t e senses in w h i c h drama may be f r a i n e d . 
To a p p r o a c h t h e p r o b l e m o f e x h a u s t i o n g i v e n above, we w o u l d now 
c i r c u m v e n t t h e i s s u e by r e f e r r i n g t o " l a m i n a t i o n s " on a f r a m e "core". 
I n t h i s way, many media ( a n d now t h e t h e a / t r e has no g r e a t e r 
s i g n i f i c a n c e t h a n t h e f i l m , r a d i o , n o v e l o r j u s t t a l k ) may be 
t h e m s e l v e s a n a l y s e d . T h i s new c o n c e n t r a t i o n by G offman upon t h e 
e x p e r i e n c e ( r a t h e r t h a n t h e a p p e a r a n c e s ) o f a c t o r s r e d u c e s t h e 
t h e a t r e - s t a g e (now c a l l e d t h e " l e g i t i m a t e ( l i v e ) s t a g e " , t h e r e i s 
s t i l l a r e s i d u e o f t e r m i n o l o g i c a l c o n f u s i o n ) m e r e l y t o " r o o t 
i m a g e r y " (1974» p 216). A ' p l a y ' c a n now be r i g h t l y a n a l y s e d as 
a t r a n s f o r m a t i o n , a r e w o r k i n g o f l i f e i t s e l f . Host i n n o v a t i v e i s 
t h e r e f l e x i v e q u a l i t y o f t h i s a n a l y s i s . A ' p l a y ' can now be a n a l y s e d 
i n p r e c i s e l y t h e same way t h a t l i f e i t s e l f i s a n a l y s e d . I p r o p o s e 
t h a t G o f f m a n 1 s new a p p r o a c h v a l i d a t e s , r a t h e r t h a n v i t i a t e s t h e 
c r i t i c i s m g i v e n h e r e o f The P r e s e n t a t i o n o f S e l f in E v e r y d a y L i f e , 
A l t h o u g h Frame A n a l y s i s s u c c e s s f u l l y a d o p t s a l l t h e a n a l y t i c a l l y 
f a t h e r l e s s s c r i p t s p r o d u c e d by Goffman s i n c e 1959 j ve s h o u l d r e s i s t 
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and s e p a r a b l e d e s c r i p t i o n o f t h o s e p a r t i c i p a t i n g i n drama i n l o g i c a l l y 
d i f f e r e n t and s i m u l t a n e o u s ways, and p a r t l y t h a t o f d i s t i n g u i s h i n g 
such p e o p l e f r o m the r e s t o f u s . F o r G o f f i n a n , t h i s d i s t i n c t i o n i s 
an e m p i r i c a l r a t h e r t h a n a t h e o r e t i c a l i s s u e , t o be s e t t l e d as and 
when t h e a n a l y t i c o c c a s i o n a r i s e s (l959> P 2 2 l ) : 

" . . . ( T h e r e i s o f c o u r s e , a d a n g e r h e r e . A 
c o m p l e t e l y s c r i p t e d p e r f o r m a n c e , as f o u n d i n 
a s t a g e d p l a y , i s v e r y e f f e c t i v e p r o v i d e d no 
u n t o w a r d e v e n t b r e a k s t h e p l a n n e d sequence o f 
s t a t e m e n t and e v e n t s ; f o r once t h i s sequence 
i s d i s r u p t e d , t h e p e r f o r m e r s may n o t be a b l e 
t o f i n d t h e i r way bach t o t h e cue t h a t w i l l 
e n a b l e them t o p i c k up where t h e p l a n n e d 
sequence had been d i s r u p t e d . S c r i p t e d - p e r f o r m 
e r s , t h e n , can g e t t h e m s e l v e s i n t o a worse 
p o s i t i o n t h a n i s p o s s i b l e f o r t h o s e who 
p e r f o r m a l e s s o r g a n i s e d s h o w ) . . . " 

To u n r a v e l t h i s p a r a d o x o f p r o x i m i t y , t o p r i s e a p a r t t h e 
a p p a r e n t c o n f u s i o n o f phenomena o f d i f f e r e n t l o g i c a l o r d e r s , a 
d i s t i n c t i o n between m e i a p h o r i c and l i t e r a l l e v e l s i s r e q u i r e d . 
To r e v e r t a g a i n t o t h e p l a y , i n t h e l i t e r a l s e n s e , o n l y t h e a c t o r s 
a r e " p e r f o r m i n g " . M e t a p h o r i c a l l y , however, b o t h a c t o r s anti a u d i e n c e 
a r e p e r f o r m e r s . As B a t e s o n e t a l . (1956? P 194) n o t e : 

"...We a r e n o t so much c o n c e r n e d w i t h t h e 
c o n t e n t o f f i c t i o n . . . a s w i t h t h e f o r m a l 
p r o b l e m s i n v o l v e d i n s i m u l t a n e o u s e x i s t e n c e 
o f m u l t i p l e l e v e l s o f message i n t h e f i c t 
i o n a l r e p r e s e n t a t i o n o f ' r e a l i t y ' . The 
drama i s e s p e c i a l l y i n t e r e s t i n g i n t h i s 
r e s p e c t , w i t h b o t h p e r f o r m e r s and. s p e c t 
a t o r s r e s p o n d i n g t o messages a b o u t b o t h the 
a c t u a l and t h e t h e a t r i c a l r e a l i t y . . . " 

( c o n t d ) t h e easy v i e w t h a t 1984 i s a l r e a d y h e r e , and t h a t Frame A n a l y s i s 
i s t h e d o u b l e p l u s g o o d newspealc f o r s y m b o l i c i n t e r a c i i o n i s i s l 
Frame A n a l y s i s i s n o t a r e w r i t i n g , i t i s r a t h e r a s o u r c e b o o k o f 
i n t e r p r e t a t i o n and c o l l a t i o n o f a l l t h e p r o b l e m s t h a t were t h r o w n 
up i n Goffman's l a t e r a t t e m p t s t o e x p l o r e t h e w o r l d i n t e r m s o f 
t h e i n i t i a l d r a m a t i c a n a l o g y . The P r e s e n t a t i o n o f S e l f i n Everyday-
L i f e i s a c l a s s i c i n i t s own r i g h t ; and t h e s p e c i f i c p r a g m a t i c 
sense i n w h i c h t h a t a n a l y s i s may be u s e d ( a s h e r e ) makes i t 
c o n t i n u a l l y v a l i d . However, i n a genera.1 sense, t h e c r i t i c i s m o f 
m e t a p h o r i c a l l y based a n a l y s i s s t i l l s t a n d s , and s t i l l a p p l i e s 
t o G o f l n a n 1974- The c u r r e n t m e t a p h o r o f " f r a m e " g o b b l e s UP a l l 
l e g i t i m a c y f o r t h e w o r d , and e l i m i n a t e s ( a t l e a s t , makes c o n f u s i n g ) 
a l t e r n a t i v e u s a g e s . W h i l s t i t i s t o t h e c r e d i t o f Frame A n a l y s i s 
t h a t i t can d e a l w i t h , f o r example, t h e ' f r a m e - u p ' ( i . e . , " f i t - u p ) 
i t n e v e r t h e l e s s c a n n o t do so w i t h o u t a m b i g u i t y . 
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To be more s p e c i f i c , t h e i n e t a p h o r i c e x p l a n a t i o n ( t a k i n g 
m e t a p h o r t o e x p l a i n t h e unknown i n t e r m s o f t h e known, Perman, 1973 
p 16) u s e d by Goffman i s o f t h e s o r t c h a r a c t e r i s e d by G o u l d n e r 
(l974» P 39o) as i c o n i c . I n i c o n i c , as opposed t o say, f u n c t i o n a l 
o r c o n c e p t u a l m e t a p h o r , e q u i v a l e n c e i s e s t a b l i s h e d p e r c e p t u a l l y : 
by s e e i n g p a r t i c u l a r c a s e s as s i m i l a r t o o t h e r s . G a r f i n k e l (1956a, 
p I 9 0 ) s u g g e s t s t h a t i t s p a r t i c u l a r use by Goffman w a r r a n t s t h e 
t e r m ' N a t u r a l k e t a p h o r ' , by w h i c h i s meant t h a t : 

" . . t h e r e a r e f o r m a l s i m i l a r i t i e s i n t h e 
s i t u a t i o n s o f p e r s o n s ' l o c a t e d a t d i f f e r e n t 
p o i n t s i n t h e s o c i a l o r d e r . These s t r u c t 
u r a l l y r e p e a t e d s i t u a t i o n s , t h o u g h t h e y 
may be known t o t h e p a r t i c i p a n t s by d i f f 
e r e n t names, a r e o r g a n i s a t i o n a l l y i d e n t i c a l . 
The p a r t i c i p a n t ' s ways o f d e s c r i b i n g t h e i r 
own s i t u a t i o n s may be u s e d as t h e m e t a p h o r 
o r model f o r a p p r e c i a t i n g t h e f o r m a l l y 
i d e n t i c a l f e a t u r e s i n t h e s i t u a t i o n s o f 
o t h e r s . . . " 

( a ) 
Goffrnan (1959 j P 114) p u t s i t i n h i s own, i n i r n i b a l ^ f way: 

" . . t I t s h o u l d be p l a i n t h a t w h i l e p e r s o n s 
who a r e o b l i g e d t o make-work and make-no-
w o r k a r e l i k e l y t o be on o p p o s i t e s i d e s o f 
t h e t r a c k , t h e y must y e t a d a p t t h e m s e l v e s 
t o t h e same s i d e o f t h e f o o t l i g h t s . . " 

B u t , we a r e t h u s l e d t o a second c o n t r a d i c t i o n . The t h e a t r i c a l 
m e t a p h o r i s s t r i c t l y a s i r n i l / e ( i . e . , i t i s based, upon an i c o n i c 
m e t a p h o r i c r e s e m b l a n c e ) . U n f o r t u n a t e l y t h e w o r d 'metaphor' i s u s e d 
b o t h t o d e s c r i b e b o t h t h e s i m i l i c method, and t h e e c l e c t i c 
i l l u s t r a t i v e p r o c e d u r e . I n f a c t , a c l o s e r e a d i n g o f Goffrnan p r o d u c e s 
two c o n t e x t s o f d i s c o v e r y , a n a l y s i s o f w h i c h may d i s e n t a n g l e t h e 
p a r a d o x . I n G o f fman's (1952) a n a l y s i s o f t h e c o n - m a n , t h e 

( a ) A n i c e example o f t h i s p e r c e p t i o n i s f o u n d i n Goffman (1972, p 149)* 
whore a g e n e r a l s e t o f " r e m e d i a l i n t e r c h a n g e s " i s d e f i n e d , t o be 
u s e d , we a r e t o l d , " . . . w h e t h e r a t o e has been a c c i d e n t a l l y s t e p p e d 
on o r a d e s t r o y e r a c c i d e n t a l l y s u n k . . . " . 

( b ) Hot j u s t con-men, b u t a l l p r o f e s s i o n a l t h i e v e s use s t a n d a r d 
d r a m a t i c a r t s f o r o c c u p a t i o n a l ends. S u t h e r l a n d (1937) a g r e e s t h a t 
con-men: "..Must, f i r s t o f a l b , be good a c t o r s . The w h o l e con game 
i s a m a t t e r o f a c t i n g " ( f f 13, p 5 6 ) ; t h a t p i c k p o c k e t s i n 'mobs' 
e n a c t p a r t s i n a s t r u c t u r a l p l a y ; t h a t h o t e l p r o w l e r s and j u g 
h e e l s depend s i m i l a r l y upon d r a m a t u r g i c e x p e r t i s e ( i b i d , p 145 j 51"-) 
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i l l u s t r a t i v e "-performance" was q u i t e c o n s c i o u s l y and o p e n l y f a l s e . 
S i m i l a r l y , t h e method o f a n a l y s i s was s p e c i f i c d e s c r i p t i o n , and t h e n 
e m p i r i c a l and t h e o r e t i c a l g e n e r a l i s a t i o n . By 1959 however, ' p e r f o r m a n c e s ' 
were u n c o n s c i o u s l y so. and c o u l d t h u s he t r u e o_r f a l s e . T r e a t m e n t o f 
t h e r o u t i n e had r e p l a c e d c o n s i d e r a t i o n o f t h e c r i m i n a l l y e x t r a o r d i n a r y , 
and s t r a i g h t g e n e r a l i s a t i o n had become s i m i l i c . E a r l y , r u d e p r a g m a t i c 
c o n c e r n w i t h "performances" d e v e l o p e d , i n a d i f f e r e n t e m p i r i c a l 
c o n t e x t , t o become a s u b t l e m e t h o d i c d i s t i n c t i o n b e t w e e n ' p e r f o r m e r ' and 
p e r f o r m e r . By 1959> t h e a n a l y s i s needs t o make a d i s t i n c t i o n b e t w e e n 
t r u e and f a l s e p e r f o r m a n c e s i n two c o n c e p t u a l l y s e p a r a t e s e n s e s : 

( C o i r t d ) S u t h e r l a n d c o n t i n u e s ( p 5 2 ) : " . . . I n many l?.rge b a n k s a t h i e f 
can g e t i n b e h i n d t h e ca g e s , p u t h i s cap i n h i s p o c k e t , p u t on a 
g r e e n eyeshade, s t i c k a p e n c i l b e h i n d h i s e a r , and wander a r o u n d as 
t h o u g h he were an employee...". Lemert ( I 9 6 7 , p 122) a l l o w s t h e 
check f o r g e r t h e same a t t r i b u t e s : " . . . I n a v e r y l i t e r a l sense t h e 
che c k f o r g e r becomes a r e a l l i f e a c t o r , d e l i b e r a t e l y a s s u m i n g a 
v a r i e t y o f r o l e s and i d e n t i t i e s . . ( b u t ) . . w h i l e t h e y r e q u i r e some 
a c t i n g a b i l i t y , i t i s o f low o r d e r and e a s i l y l e a r n e d . . . " . 
F o r S u t h e r l a n d ( i b i d , p 197-8) " w i t s " , " f r o n t " and " t a l k i n g . a b i l i t y " 
d i s t i n g u i s h t h e p r o f e s s i o n a l from a m a t e u r , t h i s b e i n g t h e " l a r c e n y 
s e n s e " , p o s s e s s i o n o f w h i c h i s e s s e n t i a l f o r a p p r e n t i c e s h i p i n 
p r o f e s s i o n a l t h e f t ( s e e C h a p t e r Two). I n a d d i t i o n t o t h i s , t h e r ; 
a r e two senses i n w h i c h t h e s e r v i c e i n d u s t r y and p r o f e s s i o n a l c r i m e 
a r e i n t i m a t e l y ( a l b e i t e m p i r i c a l l y ) c o n n e c t e d . F i r s t l y , b e i n g i n t h e 
same d r a m a t u r g i c game and e x h i b i t i n g t h e sane performance c y n i c i s m 
t o w a r d s t h e " j o h n " ; a h i g h p r o p o r t i o n o f c r i m i n a l " t i p s t e r s " a r e 
o t h e r w i s e e m p l o y e d i n t h e s e r v i c e s e c t o r ( o h o v e r , 1973> ? 5'07). 
S e c o n d l y , t h e r e seems t o be a h i g h i n t e r - o c c u p a t i o n a l m o b i l i t y 
( c o r r e s p o n d i n g t o a low s o c i a l d i s t a n c e ) between t h e t w o . A h i g h 
number o f down-and-out s e r v i c e employees t u r n t o c r i m e ( o f t e n 
p r a c t i s i n g upon t h o s e t h e y once s e r v e d i n a v e r y d i f f e r e n t manner) and 
S u t h e r l a n d , ( 1 9 3 7 > P 23) l i s t s examples from b o t h s e x e s : w a i t e r , cab 
d r i v e r , h o t e l c l e r k , b e l l b o y , w a i t r e s s , c a s h i e r , and " . . k i n d r e d h o t e l 
and r e s t a u r a n t e m p l o y e e s . . " . C o n v e r s e l y , upon r e t i r e m e n t , many 
p r o f e s s i o n a l t h i e v e s t a k e up l e g i t i m a t e employment i n t h e s e r v i c e 
s e c t o r , s uch as h o t e l i e r " , saloon', owner, c a s i n o owner (pipbjld, f f 10, 
p 2 5 ) , where t h e y can p r e s u m a b l y m a i n t a i n c o n t a c t w i t h o l d c o l l e a g u e s . 
T h e r e i s f i n a l l y a sense i n which f a i l e d ' ' g r i f t e r s " s u b s e q u e n t l y 
d r i f t i n t o " . . c e r t a i n t y p e s o f s a l e s j o b s . . . " ( G i b b o n s and G a r r i t y , 
1962, p 32). L c v e n s (196/;, p 330-1), i n h i s s t u d y o f B r i t i s h w h i t e 
c o l l a r o f f e n d e r s , f o u n d t h a t 20% were s a l e s m e n , w i t h c l e r k s and 
s e l f - e m p l o y e d b u s i n e s s men h a v i n g a h i g h r e c i d i v i s m r a t e . Hayhew 
( l 8 6 2 , V o l . i v , pp 269-291) n o t o n l y n o t e s t h e h i g h i n c i d e n c e and 
p r o b a b i l i t y o f p i l f e r a g e by s e r v a n t s , b u t a l s o p o i n t s o u t t h a t 
t h e r e i s a s p e c i f i c c l a s s o f s n e a k - t h i e f - t h e a r e a o r l o b b y sneak -
who p r e t e n d t o be s e l l i n g t r i f l i n g commodities d o o r - t o - d o o r o n l y a t 
t h o s e d o o r s w h i c h a r e s h u t and u n a t t e n d e d . We may c o n c l u d e w i t h 
G o f fman ( 1974, p 175) t h a t most a c t o r s d_o n o t appear upon t h e l e g i t i m a t e 
s t a g e . 
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"...A c h a r a c t e r s t a g e d i n a t h e a t r e i s 
n o t i n some ways r e a l , n o r does i t have t h e 
same k i n d o f r e a l c o n sequences as does t h e 
t h o r o u g h l y c o n t r i v e d c h a r a c t e r p e r f o r m e d 
by 3, c o n f i d e n c e man; b u t t h e s u c c e s s f u l 
s t a g i n g o f e i t h e r o f t h e s e t y p e s o f f a l s e 
f i g u r e s i n v o l v e s t h e use o f r e a l t e c h n i q u e s 
- t h e same t e c h n i q u e s by w h i c h e v e r y d a y 
p e r s o n s s u s t a i n t h e i r r e a l s o c i a l s i t u a t i o n s . 
Those who c o n d u c t f a c e - t o - f a c e i n t e r a c t i o n 
on a t h e a t r e ' s s t a g e must meet t h e k e y 
r e q u i r e m e n t o f r e a l s i t u a t i o n s : t h e y must 
e x p r e s s i v e l y s u s t a i n a d e f i n i t i o n o f t h e 
s i t u a t i o n ; b u t t h i s t h e y do i n c i r c u m s t 
ances t h a t have f a c i l i t a t e d t h e i r d e v e l o p 
i n g an a p t t e r m i n o l o g y f o r t h e i n t e r a c t i o n a l 
t a s k s t h a t a i l o f us s h a r e . . . " 

( G o f f m a n , 1959, P 246-7) 

Thus, f o r G o f f m a n , t h e mode], o f s t a g e - a c t o r as p e r f o r m e r 
( a ) 

r e p l a c e d t h a t o f con-man as p e r f o r m e r . U n f o r t u n a t e l y , t h i s 
d i s t i n c t i o n becomes d i s t o r t e d when e a r l y e t h n o g r a p h i c n a i v e t e i s 
r e p l a c e d w i t h l a t e r d o c u m e n t a r y c u n n i n g . W h i l s t t h e e a r l y e m p i r i c a l 
model o f t h e conman i s c l e a r l y shown as t h e ba.se o f t h e a n a l o g y , 
' S h e t l a n d H o t e l ' , as t h e c o n t e x t o f d i s c o v e r y o f t h e s t a g e - a c t c r 
a n a l o g y , i s s u p p r e s s e d b e f o r e t h e a n a l y s i s goes t o p r i n t . The 
i m m e d i a t e g e n e r a l i s a t i o n o f t h e s o u r c e o f t h e a n a l o g y t o c r o f t e r ' s 
t e a - p a r t i e s , and f r o m t h e n c e t o t h e u s u a l g r o v e l l i n g r a g - b a g o f 
a r c h b i s h o p s , p r o s t i t u t e s and f i l l i n g - s t a t i o n managers, a l l o w s a 
s u b t l e m e r g i n g o f t h e two c o n t e x t s o f d i s c o v e r y , Goffman (1959» 
p 76-7, 79) t a k e s t h i s u p : 

" . . . I n o u r own A n g l o - A m e r i c a n c u l t u r e t h e r e 
seem t o be two common-sense models a c c o r d i n g ' 
t o w h i c h we f o r m u l a t e o u r c o n c e p t i o n s o f 
b e h a v i o u r ; t h e r e a l , s i n c e r e , o r h o n e s t p e r 
f o r m a n c e ; and t h e f a l s e one t h a t t h o r o u g h 
f a b r i c a t o r s assemble f o r u s , w h e t h e r meant 
t o be t a k e n u n s e r i o u s i y , as i n t h e w o r k o f 
s t a g e a c t o r s , o r s e r i o u s l y , as i n t h e work o f 

( a ) Thus, b o t h t h e s e o c c u p a t i o n s , a c t o r and conman, a r e s t i l l l i t e r a l l y 
( a l t h o u g h n o t i n t h e o r i g i n a l l y i n t e n d e d s e n s e t h a t p r o t e c t s s e r v i c e 
w o r k e r s ) a p p r o p r i a t e f o r d r a m a t u r g i c a n a l y s i s . I n a n a l y s i s o f t h e s e 
o c c u p a t i o n s t h e n , "...Goffman's n o r m a t i v e model c o n s t i t u t e s i n f a c t 
an e m p i r i c a l d e s c r i p t i o n o f s o c i a l r e a l i t y . . . " ( S c o t t , and Lyman, 
I97O5 f f 6, p l o l ) . An i n t e r e s t i n g i n d i c a t o r o f t h e d i s t i n c t i o n 
between a c t o r s and s e r v i c e w o r k e r s a r i s e s h e r e : a c t o r s a p p e a r t o 
g e t more s t a g e " f r i g h t e n e d " t h e more e x p e r i e n c e d t h e y become -
s e r v i c e a g e n t s become l e s s , so. 
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c o n f i d e n c e m e n . . . ( b o t h ) . . . a t h e a t r i c a l 
p e r f o r m a n c e o r a s t a g e d c o n f i d e n c e game 
r e q u i r e s a t h o r o u g h s c r i p t i n g o f t h e 
spoken c o n t e n t o f t h e r o u t i n e . . . " 

The move t o e c l e c t i c d o c u m e n t a t i o n u n w i t t i n g l y c o n c e a l s t h e 
c o n t e x t s i n w h i c h t h e a n a l y s i s i s l i t e r a l l y , as w e l l s,s b e i n g m e r e l y 
m e t a p h o r i c a l l y a p p l i c a b l e . As G l a s e r and S t r a u s s ( 1 9 6 7 , p 1 3 8 - 9 ) 

n o t e , s u c h " c i r c u m s t a n t i a l s a m p l i n g " makes i t v e r y d i f f i c u l t t o a s s e s s 
how, and t o what e x t e n t , t h e o r y h e l d t o g e t h e r by an i n t e r n a l l o g i c 
i s g r o u n d e d . W h i l s t i t i s t r u e t h a t some p e r f o r m e r s see t h e m s e l v e s 
as ' p e r f o r m e r s ' ( a l t h o u g h n o t n e c e s s a r i l y as " p e r f o r m e r s " ) - Go f f m a n 
g i v e s t h e example o f t h e p a r t y h o s t e s s ( 1957? p 120), and M e s s i n g e r 
e t a l . ( 1 9 6 2 ) t h e m e n t a l p a t i e n t - t h e r e i s a c o n t e x t i n w h i c h some 
o f t h e p e r f o r m e r s f e e l t h e i r p e r f o r m a n c e t o be " f i c t i v c " ( i n B u r n s 1 

1 9 5 3 , s e n s e ) i n an o r i g i n a l l y i n t e n d e d s e n s e . I r e f e r , o f c o u r s e , t o 
t h e s e r v i c e o c c u p a t i o n s , w h e r e i n p h r a s e s l i k e "perform a s e r v i c e " , 
have a l i t e r a l s e n s e , and f r o m whence Goffman's m e t a p h o r i c c o n c e p t s 
l i k e " d a i l y r o u n d " ( v i d e , G offman, 1 9 5 6 b , p 1 0 4 ; 1 9 6 3 , p 1 1 3 - 4 ? 1971? 

p 4 9 ) were a b s t r a c t e d . 

Thus, i n a v e r y r e a l sense, as t h e c o n t e x t o f t h e l i t e r a l 
g e n e r a t i o n o f t h e d r a m a t i c a n a l o g y , w o r k e r s i n t h e s e r v i c e s e c t o r 

( a ) 
a r e ' p e r f o r m e r s ' and t h e i r c u s t o m e r s and c l i e n t s , ' a u d i e n c e s ' . 
I f G o f f man's a n a l y s i s i s g e n e r a l l y a p p l i c a b l e , i t i s s p e c i f i c a l l y 
germane t o t h e a n a l y s i s o f s a l e s m e n . I n a s e p a r a t e c o n t e x t , 

( a ) U s i n g G o f f m a n i n t h c o r i g i n a l l y i n t e n d e d sense t r a n s f o r m s some v a l i d 
c r i t i c i s m s o f h i s a p p r o a c h ( e g , W e i n s t e i n and D e u t c h b c r g e r , 1963-4? 
p 4 5 4 : "The s e l f i n i t i a l l y p r e s e n t e d i n t h e e n c o u n t e r i s , f o r 
G o f f m a n , p r e t t y much t h e t r u e d e t e r m i n i n g one") i n t o a s s e t s . I l o w t o n 
and R o s e n b e r g ( 1 9 6 5 ? P 2 9 7 ) n o t e what t h e y c a l l t h e " a p p o s i t e n e s s " 
of Goffman's d r a m a t u r g i c a n a l y s i s t o the a n a l y s i s o f s a l e s m e n , b u t 
t h e y u n f o r t u n a t e l y proceed t o document some q u i t e s p e c i o u s and 
i r r e l e v a n t e m p i r i c a l c h a r a c t e r i s t i c s o f t h e s a l e s a c t ( e g , t h e y c l a i m 
t h a t s o l i t a r y s a l e s m e n have no "team" t o back them u p ) as e v i d e n c e 
f o r n o t f u l l y u s i n g G o f m a n ' s w o r k . 

( b ) T h i s o r i g i n a l c o n t e x t does seep i n t o Goffman's g e n e r a l f o r m u l a t i o n s , 
As B r a d b u r y e t a i . n o t e ( p 4 4 ), Goffman's a c t o r i s a p a r o d y o f man, 
h i s a c t o n l y a n a l o g o u s l y r e l a t e d t o b e i n g . The model o f t h e a c t o r 
( a s pei'sonao, c h a r a c t e r , r a t h e r t h a n . a c t o r ) i s v e r y d e p e n d a n t upon 
the v i s u a l s e r v i c e image o f t h e w a i t e r who t o t a l l y a l t e r s as he 
pas s e s through t h e swing d o o r s t h a t s e p a r a t e k i t c h e n and d i n i n g room. 
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Goffman ( l 9 6 l d , p 283) d e f i n e s t h e a n a l y t i c a l l y r e l e v a n t c o n c e p t i o n o f 
s e r v i c e : 

" . . . I n o u r W e s t e r n s o c i e t y , an i m p o r t a n t way 
i n w h i c h two i n d i v i d u a l s may d e a l w i t h each 
o t h e r i s as s e r v e r and s e r v e d . . . s p e c i a l i s e d 
o c c u p a t i o n a l t a c k s can be d i v i d e d i n t o two 
c a t e g o r i e s , one where t h e p r a c t i t i o n e r "meets 
t h e p u b l i c " t h r o u g h h i s w o r k , a second where 
he does n o t , p e r f o r m i n g i t o n l y f o r t h e 
e s t a b l i s h e d members o f h i s work o r g a n i s a t i o n . 
I assume t h a t t h e p r o b l e m o f f a c i n g t h e p u b l i c 
and c o n t r o l l i n g i t i s s u f f i c i e n t l y c e n t r a l 
t o w a r r a n t t r e a t i n g t o g e t h e r a l l who e x p e r 
i e n c e i t . . . " 

The men o f t h e S a l e s d e p a r t m e n t q u a l i f y as p e r f o r m e r s i n t h e 
a n a l y t i c sense as t h e y r o u t i n e l y engage i n d i r e c t c o m m u n i c a t i o n w i t h 
t h e p u b l i c ( c o m p a r e d , f o r e x a m p l e , w i t h c h a r l a d i e s , who d o n ' t ) 
and because t h e s e r v i c e t h e y p r o f f e r i s e x e c u t e d " i n " p u b l i c , as 
d i s t i n c t , t h a t i s , f r o m t h o s e s e c t o r s o f t h e s e r v i c e i n d i s t r y whei*e 
t h e w o r k i s c a r r i e d on o u t o f s i g h t o f t h e c u s t o m e r . The s a l e s m e n 
p e r f o r m a f a i r l y p e r f u n c t o r y and r o u t i n e l y t e c h n i c a l s e r v i c e ( c o m p a r e d 
w i t h t h e r a t i o n a l d e m o n s t r a t i o n o f e x p e r t i s e and competence g i v e n by 
d o c t o r s and d e n t i s t s ) and c r u c i a l l y , t r a v e l t o t h e i r c u s t o m e r s , who, 
as a u d i e n c e s , v i e w t h e p e r f o r m a n c e s e q u e n t i a l l y and i n d i v i d u a l l y . 
S t r u c t u r a l l y , t h e s a l e s m e n may be seen as ( G o f f m a n , 1959, P 33) : 

" . . . q u i t e p r o f a n e p e r f o r m e r s o f t h e p e d l a r 
c l a s s who move t h e i r p l a c e o f work b e t w e e n 
p e r f o r m a n c e s , o f t e n b e i n g f o r c e d t o do s o . . . " 

The p a r t i c u l a r f o r m o f s e r v i c e t h a t b r e a d - s e l l i n g i n v o l v e s 
g e n e r a t e s a p e c u l i a r ( i f most e t h n o g r a p h i e s a r e t o be b e l i e v e d ) 
absence o f s e l f o r o t h e r t y p i n g by t h e men. A b r i e f c o m p a r a t i v e 
a n a l y s i s o f o t h e r r e l e v a n t t r a d e s ( s e e D i a g r a m 1.) shows t h a t s e l f -
t y p i n g o n l y o c c u r s when p e r f o r m e r s work i n g r o u p s , and a u d i e n c e -
t y p i n g o n l y on t h o s e o c c a s i o n s where p e r f o r m e r s compete f o r c u s t o m e r s 
f o r whom s e r v i c e i s f l e e t i n g and p e r i o d i c . 

When b o t h t h e s e t y p i n g c o n d i t i o n s a r e p r e s e n t , c u s t o m e r s a r e 
i n t e r p r e t a t i v c l y a p p r e h e n d e d as i n s t a n c e s o f one member o f a 
v o c a b u l a r y o f t y p e s ( s e e Donovan 1929, P 41j and G e l l e r , 1934, P 
284-235), and because o f i n e v i t a b l e c o m p e t i t i o n f o r c u s t o m e r s f r o m 
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a b a t t e r y o f p e r f o r m e r s , s e r v i c e r e s o u r c e ( a s w e l l as demand) i s 
s t r a t i f i e d ( s e e h e r e James B. G a l e ' s b r i l l i a n t t y p o l o g y o f Wacey's 
s a l e s l a d i e s i n H i l l s , 1951? P 174* e t s e q . ) . 

D i a g r a m 1 . P e r f o r m e r T h e o r e t i c a l T y p i n g F e a s i b i l i t i e s 

( A u d i e n c e ) 

S o l i t a r y 

SERVER 

Ho C o m p e t i t i o n f o r 
C u s t o m e r s 

UNIQUE S e r v i c e 

REPEATED 

( P e r f o r m e r ) 

C o h o r t 

NON-TYPING 

eg, Baker; 

TYPING ( i ) 
F u n c t i o n a l S e l f - t y p i n g 

Eg, S t a g e a c t o r s 

C o m p e t i t i o n f o r 
Cu s t o m e r s 

TYPICAL S e r v i c e 

FLEETING 

TYPING ( i i ) 
T e c h n i c a l Other-
T y p i n g 
Eg, C a b - d r i v e r s 

DOUBLE-TYPING 

Eg, D e p a r t m e n t S t o r e 
S a l e s l a d i e s 
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When customers r e t u r n i n an u n p r o b l e m a t i c way, b u t a r e 
n e v e r t h e l e s s s e r v e d b y a g r o u p , t h e need f o r a u d i e n c e t y p i n g w i l l 
d e c r e a s e as t h e need f o r some s o r t o f o r g a n i s a t i o n a l f u n c t i o n a l 
r o l e s e l f - t y p i n g a r i s e s . C o n v e r s e l y , ( s e e F r e d D a v i s 1 1959 e x c e l l e n t 
e t h n o g r a p h y o f t h e c a b - d r i v e r ) when c u s t o m e r s a r e r e l a t i v e l y s c a r c e , 
b u t a r e o n l y met f l e e t i n g l y and s e r v e d once, each i n d i v i d u a l 
c u s t o m e r w i l l have t o be i m m e d i a t e l y t y p e d so t h a t he may be 
a p p r o p r i a t e l y and a c c o r d i n g l y t r e a t e d . 

The r e p e a t e d m e e t i n g s o f s o l i t a r y p e r f o r m e r s and t h e i r 
c u s t o m e r s b r e e d l a s t i n g and c o n t i n u o u s r e l a t i o n s h i p s w h i c h mean t h a t 
c u s t o m e r s g r a d u a l l y become t o be d e f i n e d as u n i q u e , and n o t as m e r e l y 

( a) 
i n s t a n c e s o f a p a r t i c u l a r t y p e . W e l l b r e a d s salesmen a r e n o t i n 

( a ) Cap l o v i t a ( 1963? esp. p 1 3 7 - 1 ' 5 4 ) has s t u d i e d a d i f f e r e n t t y p e o f 
d o o r - t o - d o o r s a l e s m a n : t h e " c u s t o m e r p e d d l e r " . These a r e salesm e n 
who do n o t r e q u i r e a s t a b l e and u n c o m p l a i n i n g r o u n d o f c u s t o m e r s 
f o r o c c u p a t i o n a l s u c c e s s . C a p l o v i i z ( p 2'3-B) s u g g e s t s f o u r t y p o s : 
t h e " c u s t o m e r p e d d l e r s " (who s p e c i a l i s e i n c u s t o m e r s r a t h e r t h a n 
m e r c h a n d i s e ) ; " o u t d o o r s a l e s m e n " ( c a n v a s s e r s f o r s t o r e s ) ; 
" i n d e p e n d a n t p e d d l e r s " ( c r e d i t - b r o k e r s f o r v a r i o u s s t o r e s ) ; and 
" s p e c i a l i s t p e d d l e r s " ( s e l l i n g p a r t i c u l a r c o m m o d i t i e s , l i k e 
e n c y c l o p e d i a s , see a l s o B u l l e r , 1 9 7 2 ) . We may d e f i n e t h e s e p e d d l e r s 
as o f f e r i n g a f l e e t i n g , n o n - r e p e a t s e r v i c e . T h i s i s so c h i e f l y 
i n t h e sense t h a t t h e goods w h i c h t h e y p r e s s u r e - s e l l a r e g e n e r a l l y 
b o u g h t no more t h a n once by each c u s t o m e r . A l t h o u g h 'good' c u s t o m e r s 
o f t e n b u i l d up l i f e t i m e r e l a t i o n s h i p s w i i n v a r i o u s p e d d l e r s , 
C a p l o v i t z ( p 1 3 o ) n o t e s t h a t "more t h a n a t h i r d o f t h e f a m i l i e s had 
some r e g r e t s " a f t e r p u r c h a s e . I c a n n o t i m a g i n e t h i s b e i n g t h e case 
w i t h t h e W e l l b r e a d s a lesmen's c u s t o m e r s . Thus t h e r e l a t i v e 
a n o n y m i t y and n o n - r e p e a t s a l e s s t r u c t u r e o f t h e p e d d l e r - c u s t o m e r 
r e l a t i o n s h i p a l l o w s t h e p r a c t i c e o f q u i t e u n c o n n e c t e d f r a u d s by 
some p e d d l e r s . C a p l o v i t z n o t e s t h a t common t r i c k s a r e p r a c t i c e d 
w i t h no a t t e m p t t o c o o l - o u t c u s t o m e r s f o r c o n t i n u e d c u s t o m . T y p i c a l l y 
p r a c t i c e d a r e t h e " b a i t and s w i t c h " , " s o m e t h i n g f o r n o t h i n g " , 
" p r y a m i d - s e l l i n g " , " c o n t e s t " s e l l i n g g a m b i t s , p e d d l e r m i s r e p r e s e n t a t i o n 
o f s e l f as b u r e a u c r a t i c o f f i c i a l i n s t a l l i n g a p p l i a n c e s and t h e n s e n d i n g 
t h e b i l l , d e l i b e r a r t e p r i c e - m i s r e p r e s e n t a t i o n ( p r i c e i n c r e a s e s b e t w e e n 
i n s t a l l a t i o n and i n v o i c e ) , m e r c h a n d i s e s u b s t i t u t i o n ( o f lower-
q u a l i t y o r r e c o n d i t i o n e d f o r new a f t e r payment f o r n e w ) . T h i s i s 
f r a u d r a t h e r t h a n f i d d l i n g : t h i s d e f i n i t i o n i s a p p r o p r i a t e when t h e 
i l l e g a l s e c t o r e n g u l f s t h e l e g a l end o f t h e b u s i n e s s w h i c h t h u s 
c e a s e s t o be s e l f - s u p p o r t i n g . 
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d i r e c t c o m p e t i t i o n f o r c u s t o m e r s ( a t l e a s t , n o t f r o m o t h e r members o f 
t h e same work f o r c e ) , and t h u s can a p p r e h e n d t h e i r p e e r s as f r i e n d s and 
n o t as c o m p e t i t o r s . I must a d m i t t h a t a u d i e n c e - t y p i n g i s t h e o r e t i c a l l y 
p o s s i b l e u n d e r a l l s e r v i c e c o n d i t i o n s because o f t h e v e r y b a s i c 
p e r f o r m e r - a u d i e n c e s t a t u s . T ypes, such as 'phony' stem f r o m t h i s 
s o u r c e , r a t h e r t h a n f r o m p a r t i c u l a r o c c u p a t i o n a l n e c e s s i t i e s . 
Donovan ( 1 9 2 9 , p 49-pO) t h u s f i n d s t h e ' w i n d o w - s h o p p e r ' : 

" . . . t h e y e x p e c t t h e c l e r k t o f o l l o w them 
a r o u n d f r o m t o r a c k and f r o m case t o 
c a s e , e x p l a i n i n g and d i s p l a y i n g m e r c h a n d i s e , 
t o c a r r y a r m f u l s o f d r e s s e s i n t o f i t t i n g 
rooms, and t o s t a n d a t t e n t i v e w h i l e • madame 1 

t r i e s them o n . . . t h i s f o o l i s h l i t t l e comedy., 
( s i m i l a r l y , some s e r v a n t s t h e m s e l v e s come 
s h o p p i n g t o ) . . . a c t o u t a l i t t l e drama o f 
m i s t r e s s and m a i d . . . w i t h t h e u s u a l p o s i t i o n s 
r e v e r s e d i n h e r mind f o r t h e t i m e b e i n g . . . " 

Performer's and A u d i e n c e s : S t r u c t u r a l Modes 

"...When t h e s a l e s p e r s o n .and c u s t o m e r meet, 
each b r i n g s t o b e a r on t h e o t h e r v a l u a t i o n s 
by w h i c h t h e o t h e r ' s s t a t u s c a t e g o r y '"•an be 
t e n t a t i v e l y a s c e r t a i n e d . . . . t h e s t a t u s r e l a t 
i o n s h i p b e t w e e n them i s a l w a y s p r e s e n t . . . 
i n t h e case o f t h e p h y s i c i a n and h i s p a t i e n t s , 
t h e p l u m b e r and h i s c u s t o m e r s , t h e m i n i s t e r 
and h i s p a r i s h i o n e r s , and i n o t h e r s , t h e r e - i s . a 
s t a t u s r e l a t i o n s h i p o f w h i c h b o t h p a r t i e s a r e 
more o r l e s s aware and w h i c h i n f l u e n c e s t h e 
p a t t e r n o f t h e i r i n t e r a c t i o n s . . . " 

( G o l d , 1 9 5 2 , p 2 5 7 ) 

The c l a s s i c s e r v i c e r e l a t i o n s h i p may be seen, w i t h G offman, 
as an example o f a b r o a d e r c a t e g o r y o f " a s y m m e t r i c a l r u l e s o f c o n d u c t " 
( G o f f m a n , 1 9 5 6 a , p 5 3 ) . An a s y m m e t r i c a l r e l a t i o n s h i p i s "...one t h a t 
l e a d s o t h e r s t o t r e a t and be t r e a t e d b y an i n d i v i d u a l d i f f e r e n t l y 
f r o m t h e way ire t r e a t s and i s t r e a t e d b y t h e m . . " ( i b i d ) . B u t i f 
s t a t u s i s an o p e n l y d e c l a r e d d i m e n s i o n o f a r e l a t i o n s h i p , a c o n c e a l e d 
d i m e n s i o n i s t h e d i s t r i b u t i o n o f a v a i l a b l e k n o w l e d g e o f t h e 
r e l a t i o n s h i p ' s g r o u n d c o n d i t i o n s and c o n s e q u e n c e s . P a r a d o x i c a l l y , i n 
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t h e s e r v i c e r e l a t i o n s h i p , k n o w l e d g e i s i n v e r s e l y c o u p l e d w i t h s t a t u s , 
t r a n s f o r m i n g t h e s i t u a t i o n i n t o a d o u b l y - a s y m m e t r i c a l r e l a t i o n s h i p . 
The c u s t o m e r s ' h i g h s t a t u s i s c o u p l e d w i t h s c a n t y k n o w l e d g e , and 
t h e s e r v e r ' s l o w s t a t u s i s balance d , by t h e c o n s i d e r a b l e e x t e n t and 
scope o f h i s i n t e r a c t i o n - k n o w l e d g e . S t r i c t l y , t h i s may be r e f e r r e d 
t o as a k n o w l e d g e - d i l e m m a , and c o n t r a s t e d w i t h t h e s t a t u s - d i l e m m a 

o f h i g h - s t a t u s s p e c i a l i s t s who have l i t t l e k n o w l e d g e o f t h e 
( a ) 

p a r t i c u l a r p r o b l e m a f f e c t i n g t h e i r c l i e n t s . 

I n any s i t u a t i o n , t h e k n o w l e d g e - d i l e m m a p r o v o k e s a f o r m o f 
u n d e c l a r e d c y n i c i s m . Goffman ( 1 9 5 9 j P 1 0 6 ) chooses a d e l i g h t f u l 
example f r o m t h e F i r s t W o r l d War, w h e r e : 

" . . . W o r k i n g cla,ss s e r g e a n t s managed t h e 
d e l i c a t e t a s k o f c o v e r t l y t e a c h i n g t h e i r 
new l i e u t e n a n t s t o t a k e a d r a m a t i c a l l y 
e x p r e s s i v e r o l e a t t h e head o f t h e p l a t o o n 
and t o d.ie q u i c k l y i n a p r o m i n e n t d r a m a t i c 
p o s i t i o n , as b e f i t s p u b l i c s c h o o l men. The 
s e r g e a n t s t h e m s e l v e s tool: t h e i r modest 
p l a c e a t t h e r e a r o f t h e p l a t o o n and t e n d e d 
t o l i v e t o t r a i n s t i l l o t h e r l i e u t e n a n t s . . . " 

T h i s a b i l i t y g e n e r a l l y a p p e a r s , i n t h e c o n t e x t o f t h e s e r v i c e 
i n d u s t r i e s as a f o r m o f " s u b t l e a g g r e s s i v e n e s s " ( i b i d , p 2 2 ) w h e r e i n 
o c c u p a t i o n a l s u c c e s s h i n g e s upon t h e a b i l i t y o f t h e p e r f o r m e r t o 
s e i z e and h o l d i n t e r a c t i o n a l i n i t i a t i v e . G e n e r a l l y s p e a k i n g , as 
S c h u t z ( 1 9 4 3 , P 5'JO) n o t e s , the w o r l d f o r any a c t o r seems t o him 
at any g i v e n moment t o be s t r a t i f i e d i n d i f f e r e n t l a y e r s of r e l e v a n c e , 
r e q u i r i n g d i f f e r e n t d e g r e e s o f k n o w l e d g e . More s p e c i f i c a l l y , t o use 
James's ( 1 8 9 O , p 2 2 1 - 2 2 3 ) d i s t i n c t i o n b e t w e e n k n o w l e d g e ~ o f - a c q u a i n t a n c e 
and knowledge-about ( b u t i n t h e way t h a t S c h u t s u s e s them) we may 
s u g g e s t t h a t the c u s t o m e r has vague knowledge-about t h e s e r v i c e 
r e l a t i o n s h i p , b u t t h a t t h e s e r v e r has an e x p l i c i t ( a l b e i t c o n c e a l e d ) 
k n o w l c d g e - o f - i n t i m a t e - a c q u a i n t a n c e . C o m b i n i n g knowledge p o s s i b i l i t i e s 
w i t h t h e s t r u c t u r a l l y e s s e n t i a l " t h r e e c r u c i a l r o l e s " ( G o f f m a n , 1959? 

P 1 4 4 ) found, i n any p e r f o r m a n c e , p r o d u c e s t h e d i s t i n c t i o n s o u t l i n e d 
i n D i a g r a m 2 ( p a g e 1 1 4 ) . 

( a ) The k n o w l e d g e d i l e m m a may a l s o be s u f f e r e d i n a n o n - p e r f o r m a n c e 
c o n t e x t . See S t r a u s s (1962) f o r a s y m p a t h e t i c a n a l y s i s o f t h e 
p u r c h a s i n g a g e n t i n t h e s e t e r m s . 
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D i a g r a m 2. K n o v; 1 e dg e Gate g o r i e rj 

AUDIENCE 

PLANE OF EXPERIENCE Knowledge About 

( F u n c t i o n a l K n o w l e d g e ) PERFORMER 
Knowledge 

o f A c q u a i n t a n c e 

PLANE OP ANALYSIS OUTSIDER 

( F o r m a l K n o w l e d g e ) Knowledge o f A n a l y s i s 

The c o n t i n u e d e x i s t e n c e o f t h i s c a t e g o r i c a l d i f f e r e n c e i s 
g u a r a n t e e d b y t h e somewhat i r o n i c f a c t t h a t a p e r f o r m e r c a n n o t r e v e a l 
h i s knowledge w i t h o u t t h e a u d i e n c e r e a d i n g i t as a s t a t u s - c h a l l e n g e . 

The p e r f o r m e r ' s k n o w l e d g e - o f - a c q u a i n t a n c e i s , i n f a c t , o f 
two d i s t i n c t k i n d s : a s c r i b e d R e g i o n a l k n o w l e d g e , and a c h i e v e d T r a d e 
k n o w l e d g e . These two t y p e s c o r r e s p o n d t o S c h u t z 1 s ( 1 9 4 3 , p 5 0 0 ) 

" s c o p e " and " i n t e n s i t y " o f r e l e v a n c e . 

F i r s t l y , t h e p e r f o r m e r has a m u l t i - r e g i o n a l c o n t a c t w i t h 
s e r v i c e a c t i o n w h i c h i s t o t a l l y d e n i e d t o a u d i e n c e s . As T a y l o r 
( 1 9 7 4 a , p 1 7 ) s u g g e s t s : 

" . . . I f ( t h e ) r e s p e c t i v e b o u n d a r i e s o f p r o p e r 
l o c a t i o n a r e b r e a c h e d , t h e consequonce i s 
d i s g u s t . I f I f i n d a s o c k i n my c u s t a r d , o r i f 
I t i p t r e a c l e p u d d i n g o v e r my s h i r t , m a t t e r i s 
o u t o f p l a c e , and d i r t r e s u l t s . C r u c i a l l y , t h e 
e l e a n - n e s s o f t h e sock o r s h i r t i s i r r e l e v a n t ; 
i f c u s t a r d i s d i r t y and sweat i s d i r t y , t h e 
harm does n o t come f r o m t h e m i x i n g o f d i r t 
w i t h d i r t b u t f r o m t h e v i o l a t i o n o f b o u n d a r i e s . . . " 
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What i s p r e c i s e l y a t i s s u e h e r e i s t h a t t h i s " d i s g u s t " may w e l l 
be f e l t b y a u d i e n c e s , b u t n o t b y p e r f o r m e r s . F o r p r a c t i c a l p u r p o s e s , 
a s o c k i n t h e c u s t a r d ( o r c u s t a r d i n y o u r s o c k s ) i s no r e a l p r o b l e m 
f o r t h o s e w o r k i n g i n c u s t a r d o r sock f a c t o r i e s . T r e a c l e on y o u r 
c o l l a r i s no r e a l t h r e a t t o t h o s e g a i n f u l l y employed i n p r o d u c i n g 
t r e a c l e o r s h i r t s . As T a y l o r ( 1 9 7 4 a ) ' b r i l l i a n t l y r e p o r t s , t h e 
l a y o u t o f t h i n g s - f o r - s a l e on t h e s h o p - f l o o r o f s u p e r m a r k e t s n o t 
o n l y d e n o i c s r u l e s o f l a y o u t i n p h y s i c a l s p a c e , b u t a l s o c o n n o t a t e s 
r u l e s o f r e l a t i o n s b e t w e e n e l e m e n t s a t a d e e p e r . l e v e l . Soap i s n o t 
p u t n e x t t o t h e f i s h f o r good s e m i o l o g i c a l , as w e l l as sound 
o l f a c t o r y r e a s o n s . B u t , I once w o r k e d i n a s u p e r m a r k e t , and what 
was t r u e i n t h e shop was d e f i n i t e l y i m p r a c t i c a l i n t h e s t o c k - r o o m . 
T h e r e , p u r e l y t e c h n i c a l r u l e s o f s t o r a g e t o o l : o v e r . A d m i t t e d l y , , 
soap was s t i l l n o t p u t n e x t t o f i s h , b u t g i v e - a w a y p a n t s and n y l o n s 
were a l l j u m b l e d up w i t h t h e c o r n f l a k e s , and c a r t o n s o f b a k e d beans 
l a y a m id p i l e s o f s a f a r i j a c k e t s . I n o t h e r w o r d s , t h e r u l e s o f 
r e l a t i o n s -between e l e m e n t s i n s e m i o l o g i c a l space a r e i r r e l e v a n t t o 
o r d e r i n b a c k - r e g i o n s . F o r p e r f o r m e r s , p e r f o r m a n c e g e n e r a t e s t h e 
a b i l i t y ^ o u n c o n s c i o u s l y manage c o n t r a d i c t o r y phenomena. Taboo, h e r e 
t h e u n c o m f o r t a b l e c o n v e r g e n c e o f n o r m a l l y s e p a r a t e c a g o i o r i e s , t h e 
o u t - o f - p l a c e n c s s w h i c h d e f i n e s d i r t , i s r e g i o n a l l y i n d . e x i c a l . O r w e l l 
( 1 9 3 3 , P 6 J - 1 ) o f f e r s some b e a u t i f u l examples f r o m h i s h o t e l 
e x p e r i e n c e s : 

" . . . I t was a m u s i n g t o l o o k a r o u n d t h e f i l t h y 
l i t t l e s c u l l e r y and t h i n k t h a t o n l y a d o u b l e 
d o o r was b e t w e e n us and t h e d i n i n g - r o o m . T h e r e 
s a t t h e c u s t o m e r s i n a l l t h e i r s p l e n d o u r -
s p o t l e s s t a o l e - c l o t h s , b o w l s o f f l o w e r ' s , m i r r o r s , 
and g i l t c o r n i c e s and p a i n t e d c h e r u b i m ; and 
h e r e , j u s t a f e w f e e t away, we i n o u r d i s g u s t 
i n g f i l t h . T here was no t i m e t o sweep t h e f l o o r 
u n t i l e v e n i n g , and we s l i t h e r e d a b o u t i n a 
compound o f soapy v i a t o r , l e t t u c e - l e a v e s , t o r n 
p a p e r and t r a m p l e d f o o d . A d o zen w a i t e r ' s w i t h 
t h e i r c o a t s o f f , s h o w i n g t h e i r s w e a t y a r m p i t s , 
s a t a t t h e t a b l e m i x i n g s a l a d s and s t i c k i n g 
t h e i r thumbs i n t o t h e cream p o t s . . .'There were 
o n l y two s i n j z s and no w a s h i n g b a s i n , and i t 
was n o t h i n g u n u s u a l f o r a w a i t e r t o wash h i s 
f a c e i n t h e w a t e r i n w h i c h c l e a n c r o c k e r y was 
r i n s i n g . . . " 

P e r f o r m e r s g a i n a c c e s s t o r e g i o n a l k n o w l e d g e by v i r t u e o f 
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o c c u p a t i o n a l p o s i t i o n a l o n e . Thus, r e g i o n a l knowledge i s w o r k p l a c e -
s p e c i f i c , a l t h o u g h g a i n i n g i t becomes a m a t t e r o f c o u r s e f o r an 
employee w i t h m . u l t i - w o r k p l a e e e x p e r i e n c e . R e g i o n a l knowledge i s n o t 
o n l y i m m e d i a t e l y a s c r i b e d t o newcomers ( w h i l s t working i n f a c t o r i e s , 
I have seen m i d d l e - c l a s s s t u d e n t s t a k e t e m p o r a r y j o b s and i m m e d i a t e l y 
s t a r t t o s t i r t h e i r t e a w i t h t h e i r p e n c i l s , u n c o n s c i o u s l y p i c k 
d i r t ; / l o a v e s o f f t h e f l o o r and r e p l a c e them on t h e r a c k s o f o t h e r 
p e o p l e ' s b r e a k f a s t , and sneeze a l l o v e r t r a y s o f r o l l s w i t h o u t t h e 
s l i g h t e s t q u a l m ) , i t i s a l s o l o s t , o r more s t r i c t l y , s u b l i m a t e d , 
i n t h e r e t u r n t o a u d i e n c e s t a t u s i n t h e same way t h a t ( a s G offman 
1959? P 1 2 p ) r e p o r t s t h a t b a c k l a n e s and a l l e y s have a v i v i d 
m e aning t o c h i l d r e n , b u t a meaning w h i c h r e g r e t t a b l y d i s a p p e a r s 
as t h e y g e t o l d e r . S i m i l a r l y , p r o f e s s i o n a l w a i t e r s o c c a s i o n a l l y 
a c h i e v e n o t o r i e t y by s t a t i n g t h a t t h e y w o u l d n e v e r c a t i n a 
r e s t a u r a n t , k n o w i n g what t h e y do a b o u t what i n e v i t a b l y goes on 
i n k i t c h e n s . N e v e r t h e l e s s , s uch s t a t e m e n t s a r e u s u a l l y m e t a o h o r i c , 
and t h e same w a i t e r s manage t o e a t o u t now and a g a i n . T h i s t e s t i f i e s 
n o t so much t o t h e weakness o f r e g i o n a l k n o w l e d g e , b u t t o t h e power 
o f t h e c l e a n - s e r v i c e m y t h , which washes o v e r and p e n e t r a t e s t h e 
e x p e r i e n c e o f a l 1 who a d o p t t h e c u s t o m e r r o l e . 

S e r v i c e w o r k e r s , t h e n a r e " d i r t y " w o r k e r s . B u t n o t j u s t i n 
t h e g e n e r a l sense t h a t Hughes ( 1 9 6 4 ) i n t e n d e d , b u t a l s o i n t h e 
r a t h e r more s p e c i f i c sense o u t l i n e d by Mary D o u g l a s ( 1 9 6 6 , p 12 e t seq 

" . . . d i r t i s e s s e n t i a l l y d i s o r d e r . T h e r e i s 
no such t h i n g as a b s o l u t e d i r t : i t e x i s t s i n 
t h e eye o f t h e b e h o l d e r . . . I n t h e c o u r s e of 
any i m p o s i n g o f o r d e r , w h e t h e r i n t h e m i n d 
o r i n t h e e x t e r n a l w o r l d , t h e a t t i t u d e to 
r e j e c t e d b i t s and p i e c e s goes t h r o u g h two 
s t a g e s . F i r s t t h e y a r e r e c o g n i s a b l y o u t of 
p l a c e , a t h r e a t t o good o r d e r , and so a r c 
r e g a r d e d as o b j e c t i o n a b l e and v i g o r o u s l y 
b r u s h e d away. A t t h i s s t a g e t h e y have some 
i d e n t i t y : t h e y can be seen t o be u n w a n t e d 
b i t s o f w h a t e v e r i t was t h e y came f r o m ; h a i r , 
or f o o d , o r 'wrappings. T h i s i s t h e s t a g e a t 
w h i c h t h e y a r e d a n g e r o u s , t h e i r h a l f - i d e n t i t y 
s t i l l c l i n g s t o them and t h e c l a r i t y o f t h e 
scene i n w h i c h t h e y i n t r u d e i s i m p a i r e d by 
t h e i r p r e s e n c e . B u t a l o n g p r o c e s s o f p u l v e r 
i s i n g , d i s s o l v i n g and r o t t i n g away a w a i t s any 
p h y s i c a l t h i n g s t h a t have been r e c o g n i s e d as 
d i r t . I n t h e end, a l l i d e n t i t y i s gone..." 
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S e r v i c e workers d e a l w i t h d i r t p r e c i s e l y at the dangerous, 
h a l f - i d e n t i t y stage t h a t Douglas mentions - some workers, l i t e r a l l y 
so. Gold ( 1 9 5 2 ) r e f l e c t s t h a t j a n i t o r s of l a r g e b l o c k s of f l a t s 
handle the r u b b i s h of a l l the t e n a n t s , thus g i v i n g them s p e c i f i c 
i n s i d e knowledge o f p a r t i c u l a r t e n a n t p r a c t i c e s , as w e l l as r e g i o n a l 
a b i l i t y t o handle ' d i r t y ' r u b b i s h , J I a b e r s t e i n ( 1 9 6 2 ) r e l a t e s t h a t 
some corpses are so loa/thsome t h a t they ha,ve t o be r c - b u i l t and 
' r e s t o r e d ' i n an area t o which o n l y employees have access. More 
s p e c i f i c a l l y , i n terms of n e g o t i a t i n g d i r t y f o o d w i t h customers, 
O r w e l l ( 1 9 3 3 , P 1 0 2 ) remarks: 

"...Pool 1. Why do you wash t h a t p l a t e ? 
Wipe i t on your t r o u s e r s . Who cares about 
the customers? Tiiey don' t know what's 
g o i n g on. What i s r e s t a u r a n t work? You 
are c a r v i n g a c h i c k e n and i t f a l l s on 
the f l o o r , you a p o l o g i s e , you bow, you 
go o u t ; and i n f i v e minutes you come 
back by another door - w i t h t h e sane 
c h i c k e n . That i s r e s t a u r a n t work, e t c . . . " 

H u t t e r (l97;-0 r e l a t e s how p e r f o r m e r s seem t o have an 
i n t u i t i v e knowledge of the n o n - r e g i o n a l s e n s i b i l i t e s of customers. 
I f a customer should i n t r u d e upon the k i t c h e n : 

" . . . t h e w a i t e r w i l l remove h i s f i n g e r s from 
the pudding he i s sampling, t h e bread which 
has f a l l e n on t h e f l o o r w i l l be placed i n 
the garbage ( o n l y t o be removed and used when 
the i n t r u d e r leaves) the d i r t y dishes which 
have been o n l y wiped c l e a n and used arc 
sent t o the dishwasher t o rev/ash, e t c . . . " 

( i b i d , p 2 2 1 ) 

On t o p of h a v i n g t o perform i n a l i t e r a l sense, audiences 
r o u t i n e l y demand o f performers i n t h e s e r v i n g t r a d e s t h a t t h ey 
do d i r t y jobs ( t o o f i l t h y or macabre f o r t h e audience t o handle) 
w i t h a c e r t a i n amount o f dramatic p r o p r i e t y and circumspecticm so as 
not t o p r o f a n i s e the audience's image of the s i t u a t i o n . A d d i t i o n a l l y , 
the a c t o r — p e r f o r m e r w i l l thus have t o o c c a s i o n a l l y act the conman-
p c r f o r m e r , and fake q u i t e f a l s e emotion and f e e l i n g s . D e n t i s t s and 
ambulancemen w i l l need t o t r e a t p a i n e x t r a o r d i n a r i l y f o r the 
b e n e f i t of o n l o o k e r s and p a t i e n t s , and as H a b e r s t e i n (ou c i t , p 2 2 4 ) 

notes, f u n e r a l d i r e c t o r s w i l l have t o fake g r i e f nd sorrow f o r 
corpse a f t e r corpse a f t e r corpse. 
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A complementary form of p e r f o n n e r s p e c i f i c knowledge i s 
Trade knowledge. Performers are o f t e n conscious of t h e i r t r a d e 
knowledge, and a c c o r d i n g l y p r o t e c t i v e and s e c r e t i v e about i t . Thus, 
" t r a d e s e c r e t s " ( S t r a u s s , 1 9 5 9 ) are not o n l y "dark" (concealed 
from audiences) but a l s o " i n s i d e " s e c r e t s , o r , those whose possession 
marks an i n d i v i d u a l as a performer (Goffman, 1 9 5 9 , V 1 4 1 - 2 ) . To 
the audience, of course, t h i s i s sometimes unnecessary, as 
i n f o r m a t i o n j e a l o u s l y guarded by performers i s seen as p u r e l y 
picayune or mundane. Although both r e g i o n a l and t r a d e knowledge 
are o c c u p a t i o n a l l y s p e c i f i c , a novice performer lias t o be i n i t i a t e d 
i n t o t r a d e knowledge, which j,s, c o n v e r s e l y , never f o r g o t t e n . For 
barmen, f o r example, the "head" on a g l a s s o f beer ( t a k e n as the 
one immediately a v a i l a b l e index of q u a l i t y f o r the customer) 
merely r e p r e s e n t s the way t h a t t h a t g l a s s of beer was " p u l l e d " . , 
I n the works canteen of a l a r g e f a c t o r y , I once overheard the 
f o l l o w i n g c o n v e r s a t i o n : 

Foreman: " I went t o the c l u b at , 
and t h e c o l l a r (head) on t h e beer was t h a i 
t h i c k ' , (about f o u r i n c h e s ) Why, l a d , i t was 
m a r v e l l o u s , looked l o v e l y ! " 
Worker (ex-barman) " I t ' s j u s t how f a r from 
the t a p you h o l d the glass...and you can 
a l t e r t h d gas j e t w i t h the nozzle...on the 
o l d pull-pumps, you j u s t had t o g i v e i t a 
sharp p u l l at the e n d . . . i t means n o t h i n g man." 
They a l l i g n o r e d him. What he s a i d was 
u n p a l a t e a b l e . 

Audiences r a r e l y r ecognise t h a t the warmly f a m i l i a r terms 
of address t h a t t hey come t o expect as customers are never used 
when perf o r m e r s t a l k amongst themselves. The salesmen at Wellbreads, 
f o r example, never r e f e r t o t h e i r customers by name, p r e f e r r i n g 
a b s t r a c t combinations of t e c h n i c a l address and consumer-rating, such 
as "Wo. 3 i s a l a r g e brown". Goffman (1 9 5 9, P 1 7 l ) comments: 

" . . . I n the absence of t h e audience, the 
audience tends t o be r e f e r r e d t o by bare 
surname, f i r s t name where t h i s i s not 
perrnisaa-ble t o t h e i r f a c e s , or s l i g h t i n g 
p r o n u n c i a t i o n of f u l l name. Sometimes, 
momijors o± the audience are r e f e r r e d t o 
not even by a s l i g h t i n g name, but by a 
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code t i t l e which a s s i m i l a t e s them 
f u l l y t o an a b s t r a c t c a t e g o r y . Tims 
d o c t o r s i n the absence of a patient-
may r e f e r t o him as 'the c a r d i a c ' 
or 'the s t r e p 1 . . . " 

What i s s i g n i f i c a n t i s not so much t h a t t h i s i s so, but t h a t 
the f a c t t h a t i t i s so i s w h o l l y u n o b t a i n a b l e t o customers. 
Performers w i l l always t r e a t audiences t h i s way: but the audience 
w i l l always believe^ t h a t they are e x c e p t i o n a l . 

As Diagram 3 shows, the a v a i l a b i l i t y o f these two types 
of knowledge produces f o u r e m p i r i c a l p o s s i b i l i t i e s . Taking the 
two f u l l y - f l e d g e d c a t e g o r i e s of salesman and customer, I w i l l 
now s p e c i f y some r e l e v a n t d i f f e r e n c e s between them. 

Knowledge 3 A v a i 1 ab i 1 i t y 

TRADE NO TRADE 

REGIONAL SALESMAN 
(Knowledge of 
Acquaintance) 

TRAINEE 
SALESMAN 

NON-
REGIONAL EX-BAKER CUSTOMER 

(Knowledge 
About) 
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I n the terms I have "been u s i n g , an d i e n c e kn o w 1 e dg e i s , 
on the one hand, media-ted t h r o u g h image-mary data, and on 
the o t h e r , because of t h i s , p a r t i c u l a r l y r i g i d and i n f l e x i b l e . 
The s e r v i c e i s not a c e n t r a l concern f o r the customer, and a.s 
Douglas ( 1 9 6 6 , p 1 0 9 ) p o i n t s o u t , s i m i l a r l y : 

"...As businessman, farmer, housewife, no 
one o f us has time or i n c l i n a t i o n t o work 
out a s y s t e m a t i c metaphysics. Our view of 
the w o r l d xs a r r i v e d at piecemeal, i n 
response t o p a r t i c u l a r problems..." 

But as Young ( l 9 7 1 > P 179) notes, i t i s t h i s v e r y i n d i r e c t 
ness which produces i t ' s own r i g i d i n f l e x i b i l i t y : 

" . . . i t s e l e c t s events which are a t y p i c a l , 
p r e s e n t s them i n a s t e r e o t y p i c a l f a s h i o n , 
and c o n t r a s t s them a g a i n s t a b a c k c l o t h 
of .normality which i s o v e r t y u i c a l . . . " 

As'Marcuse ( 1 9 6 4 , P 3 4 ) n o t e s , at t h i s l e v e l , f o r audiences, 
t h a t which the performers express as a concept, the audience 
r e c e i v e s as an image. Perhaps t h i s i s what Marx means when he s a i d 
( 1 8 6 7 , V o l I , p 7 6 ) : 

"...A commodity appears, at f i r s t s i g h t , a 
v e r y t r i v i a l t h i n g , and e a s i l y u nderstood. 
This a n a l y s i s shows t h a t i t i s , i n r e a l i t y , 
a v e r y queer t h i n g , abounding i n metaphys
i c a l s u b t l e t i e s , and t h e o l o g i c a l n i c e t i e s 
....The m y s t i c a l c h a r a c t e r of commodities 
does not o r i g i n a t e , t h e r e f o r e , i n t h e i r 
u se-value..." 

To take an example from the bakery, w h i l e I was working i n 
the Despatch department, a woman came i n one evening, and asked f o r 
a p i n k wrapped l o a f . I remember s m i l i n g i n d u l g e n t l y , l o o k i n g f o r 
one, but not b e i n g able t o f i n d one, o f f e r i n g her an a l t e r n a t i v e l y 
wrapped, but o t h e r w i s e i d e n t i c a l l o a f . She p r o t e s t e d , and claimed 
t h a t her son would o n l y eat bread i f i t was i n a p i rile wrapper. I 
suggested t h a t t h e r e was no d i f f e r e n c e , but she s t e a d f a s t l y . r e f u s e d 
t o b e l i e v e i t , s a y i n g : "They're not a l l the same, t h e y ' r e q u i t e 
d i f f e r e n t " . The o n l y way t o understand t h i s i s t o r e a l i s e t h a t f o r 
customers, the wrapper-image i s a l l i m p o r t a n t , and the concept-content 
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( i m p o r t a n t f o r p e r f o r m e r s ) i r r e l e v a n t . 

Thus, the s i n c e r i t y of the customers' b e l i e f i s coupled v i i t h 
s i g n i f i c a n t i n t o l e r a n c e of any a m b i g u i t y or deviance. I n d i r e c t 
knowledge-about feeds the audience w i t h no f o l k - r e c i p e f o r d e a l i n g 
w i t h any anomaly. Whereas bakers r e g u l a r l y s p i l l bread on the 
ground and f u r t i v e l y , but q u i t e unconcernedly p i c k i t up, f o r 
customers, a l o a f on the ground would immediately be p e r c e i v e d t o be 
d i r t y , o r , out of p l a c e . D i r t , l i k e the taboo which f o r b i d s i t , 
occurs a t the i n t e r s t i c e s o f , or t h e boundaries bet ween c o n t r a d i c t 
o r y phenomena, or n o r m a l l y separated c a t e g o r i e s . When u s u a l l y 
a p a r t c a t e g o r i e s merge, audiences f e e l (Leach, 1964? P 46 et s c o ) : 

"...an u n c o m f o r t a b l e approximation...we are 
o n l y able t o p e r c e i v e the environment as 
composed of separate t h i n g s by suppressing 
our r e c o g n i t i o n of the non-things which f i l l 
t he i n t e r s t i c e s . . . taboo a p p l i e s t o c a t e g o r i e s 
which are anomalous w i t h r e s p e c t t o c l e a r - c u t 
c a t e g o r y oppositions...we make b i n a r y d i s t i n c t 
i o n s and t h e n mediate the d i s t i n c t i o n by 
c r e a t i n g an ambiguous (and taboo-leaded) 
i n t e r m e d i a r y c a t e g o r y . . . " 

As Leach remarks elsewhere (Leach, 1 9 7 2 , p 5 1 - 5 2 ) , c o n v e n t i o n 
i n f r i n g e m e n t produces emotional shock, embarrassment, ex c i t e m e n t , 
or h o r r o r . T his i s p a r t i c u l a r l y apparent i n the e x p e r i m e n t a l s t u d i e s , 
where these c a t e g o r i c a l d i f f i c u l t i e s can be pursued t o unhuman l e n g t h s 
Bateson ( 1 9 7 1 , p 2 6 7 ) r e f e r s t o : 

".. . t h e well-known phenomena o f ' e x p e r i m e n t a l 
n e u r o s i s ' . T y p i c a l l y an animal i s t r a i n e d , 
e i t h e r i n a P a v l o v i a n or i n s t r u m e n t a l l e a r n i n g 
c o n t e x t , t o d i s c r i m i n a t e between some X and 
some Y; e.g., between an e l l i p s e and. a 
c i r c l e . 'When t h i s d i s c r i m i n a t i o n has been 
l e a r n e d , the t a s k i s made more d i f f i c u l t : 
the e l l i p s e i s made p r o g r e s s i v e l y f a t t e r 
and the c i r c l e i s f l a t t e n e d . F i n a l l y , a 
stage i s reached at which d i s c r i m i n a t i o n i s 
i m p o s s i b l e . At t h i s stage the animal s t a r t s 
t o chow symptoms of severe d i s t u r b a n c e . . " 

However, w h i l s t performers can e a s i l y p s y c h o l o g i c a l l y manage 
such problems, they t r a d i t i o n a l l y g e n t l y p r o t e c t t h e i r audiences 



122. 

from too much h o r r o r . But t h e r e w i l l always be t i m e s , a l a s , when 
some leakage i s i n e v i t a b l e . T a y l o r (1974*0 notes t h a t the c h i l d l e s s 
sometimes f e e l d i s g u s t when mothers e c o n o m i c a l l y and q u i t e accept
a b l y wipe the faces of t h e i r c h i l d r e n w i t h s o f t t o i l e t paper; and 
those choosing t o see the i n s i d e of f a c t o r i e s on guided t o u r s 
have t o l e a r n t o cope w i t h the apparent d i f f i c u l t i e s o f seeing 
behind t h e p r o d u c t i o n o f h i g h l y expensive and v e r y small b o t t l e s 
of whiskey, l a r g e v a t s of l i q u i d w i t h unconcerned workers s p l a s h i n g 
around i n W e l l i n g t o n b o ots, and of seeing, i n su-^ar r e f i n e r i e s , 

( a ) 
sugar p i l e d up i n pre-hygienic mounds on the f l o o r . 

A l t h o u g h the t y p i c a l bread salesman's l i f e i s enacted as 
a "performer", he sometimes a c t s as audience t o managerial 
i n t e r a c t i o n a l performance. I n f a c t , the unconscious i r o n y o f the 
( a l r e a d y discussed) ambiguous managerial p o s i t i o n over the f i d d l e 
f i n d s c l e a r e r meaning i n the sense o f 'ambiguity' j u s t mentioned. 
I n e f f e c t , the managerial stance on f i d d l i n g places the men i n 
what I s h a l l l a t e r d e f i n e as a weak h e t e r o d o x i c a l b i n d ( i . e . , one 
which i s c o n t r a d i c t o r y , but not uncornmcntable, as the salesmen's 
v o c i f e r o u s statement o f the managerial 'double standards' shows) 
i n terms of t h e two a v a i l a b l e d e f i n i t i o n s o f t h e i r o c c u p a t i o n a l 
r o l e . On the one hand, the management demand t h a t the men are 
an a b s u r d l y i d e a l i s t i c audience t o managerial i d e a l i s m over 
s e l l i n g , and on the o t h e r hand, a l l o w them a measure o f o r d i n a r y 
c y n i c i s m as p e r f o r m e r s i n t h e i r i n t e r a c t i o n s w i t h customers. 
Thus, w h i l e the managerial i n j u n c t i o n t o f i d d l e i s s t r o n g , the 
meta-rule ( t h a t f i d d l i n g should o n l y be of customers) i s weak. 
The management cannot a n t i c i p a t e t h e i r own aggressiveness, and 
th u s not the grounds o f f u t u r e r u l e - a p p l i c a b i l i t y . I n a q u i t e 
u n i n t e n d e d sense, managerial 'ambiguity' over the f i d d l e ( i n t e n d e d , 
t o t h e degree t h a t i t i s c o n s c i o u s l y i n t e n t i o n a l , t o t r a p the 
men i n a r e l a t i v e l y powerless p o s i t i o n ) o f f e r s the salesmen an 
i n t e r - o c c u p a t i o n a l c h o i c e . I n t h i s way, i n terms of j o b 1 s t a t u s ' , 

( a ) Goffman (l974> P 3->2) adds t h a t t h i s i s p a r t i c u l a r l y p u z z l i n g 
as t h e r e i s an e x p e c t a t i o n t h a t the w o r l d ought not t o be 
ambiguous i n p r e c i s e l y t h e way t h a t p e r c e p t i o n r e v e a l s t h a t i t i s . 
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the men are presented w i t h , l i k e a l l audiences are, p a r a d o x i c a l 
s t a t u s - d i s o r d e r . 

I n an e x i s t e n t i a l sense, t h i s d i s o r d e r may be c h a r a c t e r 
i s e d as the "non-person dilemma". Looking at the s i t u a t i o n from 
the p e r s p e c t i v e of t e c h n i c a l r o l e , salesmen at the bakery are 
i n c a r c e r a t e d w i t h i n a taboo c a t e g o r y which combines some o f the 
elements of 'salesman' ( i . e . , t h e s o l i c i t a t i o n of orders, from 
customers) w i t h some of those of pure ' d e l i v e r y ' . T his combin
a t i o n produces t h e p a r a d o x i c a l amalgam of 1 roundsman' , which, 
i n s t a t u s terms, i l l u s t r a t e s a b l u e - c o l l a r / w h i t e - c o l l a r m i x t u r e . 
I n ' d e l i v e r y ' terms, the baker's roundsmen are c x i s t e n t i a l l y 
s o c i a l l y incomplete ( a l o n g w i t h domestics and c h i l d r e n ) as they 
merely d e l i v e r the bread i n an i n v i s i b l e and u n n o t i c e d way. As 
'salesman', the baker i s the o p p o s i t e o f the "non-person" 
(Goffman, 1 9 5 9 , P 1 5 ^ ) , and i s t h e " s e r v i c e s p e c i a l i s t " , whose 
dilemma i s one a l r e a d y c h a r a c t e r i s e d as t h a t o f r e l a t i v e excess 
of s t a t u s over knowledge. U n f o r t u n a t e l y , t h e c l a s s i c tradesman's 
r e s o l u t i o n o f t h i s s i t u a t i o n ( t h e attempt t o g a i n a p r o f e s s i o n a l 
mandate, and thus a b s o l u t i o n of t h e n e c e s s i t y t o be p r u d e n t l y 
humble i n performance) i s not a v a i l a b l e t o bakers, who, w i t h 
respect t o management, i n h a b i t the ambiguous category o f "roundsman 

But when an audience becomes a pe r f o r m e r , whan the roundsmen 
c o n f r o n t t h e i r customers, then t h e i r knowledge o f the s i t u a t i o n 
i s more f l e x i b l e and t o l e r a n t . This i s because per f o r m e r s , as 
Douglas ( 1 9 6 6 , p 5 1 ) suggests: 

"...can d e l i b e r a t e l y c o n f r o n t the anomaly 
and t r y t o c r e a t e a new p a t t e r n of r e a l i t y 
i n which i t has a pla c e . I t i s not im p o s s i b l e 
f o r an i n d i v i d u a l t o r e v i s e h i s own personal 
scheme of c l a s s i f i c a t i o n s . . . " 

As a performer i n t e r a c t i n g w i t h h i s customers, the 
roundsman becomes c y n i c a l through the access he has t o bo t h 
knowledge-from-his-consumer-status, and h i s (Regional and Trade) 
knowlcdge-as-a-service-agent. The 'folk-image o f bread p r o d u c t i o n 
i n England (encouraged by every a d v e r t i s i n g campaign mounted by 
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the major bakery c o n s o r t i a ) i s of l o v i n g l y but h y g i e n i c a l l y 
batch-produced loaves which'are f r e s h every day, c l e a n , e a t a b l e , 
wrapped and untouched by human hand. Of course, i t i s s i m u l t a n e o u s l y 
b e l i e v e d t h a t each one i s hand-made'. To t h i s , the roundsman can 
add, or c o n t r a s t h i s 'knowledge' t h a t the bread i s baked i n 
mass, conti n u o u s p r o d u c t i o n i n a l a r g e d i r t y f a c t o r y . He knows 
t h a t i t i s not always f r e s h , t h a t the customer confuses freshness 
w i t h p l i a b i l i t y , and t h a t the wrapper i t s e l f i n d i c a t e s c l e a n l i n e s s . 

Whatever they f i r m l y b e l i e v e , audiences/customers cannot 
a r r i v e a t the a c t u a l knowledge of t h e p e r f o r m e r / s e r v e r . That 
many customers f u l l y f e e l t h a t they know "what goes on", merely 
shows t h a t t h ey are c o n f u s i n g two l o g i c a l l y separable o r d e r s of 
t h o u g h t . From acquaintance w i t h domestic k i t c h e n s , most housewife-
customers proceed t o . t h i n k about i n d u s t r i a l ones. Of course, 
w i t h the knowledge t h a t the f a c t o r y i s b i g g e r than the home, 
t h e y may imagine a scaled-up domestic k i t c h e n , but not one 
qua.Iitat i v e l y d i f f e r e n t . One customer who I asked t o imagine what 
the i n s i d e of a bakery looked l i k e a r t f u l l y d e s c r i b e d a domestic 
( o r , t r a d i t i o n a l bakers') k i t c h e n , and managed t o a v o i d the 
hand-madc/untouched-by-human-hand p o t e n t i a l paradox by s u g g e s t i n g 
t h a t " l i t t l e metal hands" a t t a c h e d t o machines, d i d a l l the work! 

A t t a c h e d t o product b e l i e f s , customers also have s i m i l a r 
d e n o t a t i v e s e l l i n g - b e l i e f s . For example, t h a t the p r i c e o f bread 
i s f i x e d at source, t h a t t h e r e i s an immediate and exact f i t between 
the bread on the van and the bread t h a t the customers r e q u i r e , 
t h a t the roundsman would n a t u r a l l y recognise the customer i f he 
met her i n a d i f f e r e n t s e t t i n g , and so on. N a t u r a l l y , experience 
as performer a l l o w s t h e roundsman t o view such b e l i e f s w i t h jaded 
and u n d i l u t e d c v n i c i s m l 
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S t r u c t u r e of Performer/Audience R e l a t i o n s h i p 

I have discussed some of the enknowl edged d i f f e r e n c e s 
betvieen performer and audience, and hov; t h e enactment o f 
separable dramatic s t r u c t u r a l r o l e s a l l o c a t e s and guarantees 
i r r e m e d i a l l y unequal knowledge access. T h e r e f o r e , i n t e r a c t i o n s 
which are l i t e r a l l y as w e l l as m e t a p h o r i c a l l y performed ' ( i . e . , 
those t o which the double sense of performance may be a p p l i e d ) 
w i l l be, i n S i l v e r m a n 1 s ( 1 9 7 5 5 P 9 6 ) sense, "doubly-readable". 
I n o t h e r words, v i e w i n g i n t e r a c t i o n s y m b o l i c a l l y , as a ' s i g n ' 
i t becomes "ambiguous" ( B a r t h e s , 1957 > P 1 1 5 ) : seeing i t as 
'meaning', or the more s o p h i s t i c a t e d r e a d i n g o f i t as 'form' 
a l l o w s i t t o have "two aspects" ( i b i d , p 1 2 4 ) . rfo g i v e an 
example of the two ( c o n t r a d i c t o r y ) readings of the plane of 
experience (see Diagram 2 ) , c o n s i d e r the problem page o f any 
woman's magaz.ine. A t y p i c a l b a c h e l o r r e a d i n g i s c y n i c a l . 
S u r p r i s i n g l y , t h i s i s a l s o the common r e a d i n g mode o f many young 
women (whose expected s i n c e r e r e a d i n g c r e a t e s the c y n i c a l e n j o y 
ment of t h e b a c h e l o r ) , who might otherwise have been thought t o 
have c o n s t i t u t e d t h e main s i n c e r e r e a d e r s h i p . Tims, b o t h groups 
read c y n i c a l l y . And more than t h a t . They o n l y so read on t h e 
b a s i s t h a t t h e r e are a few e n l i g h t e n e d c y n i c s such as themselves 
who may b r e e z i l y s c o f f a t such tame s t u f f on t h e b a s i s t h a t 
elsewhere t h e r e e x i s t s a m u l t i t u d e of s i n c e r e f o l l o w e r s a g a i n s t 
whose earnestness, the c y n i c may c o n t r a s t h i s d i s b e l i e f . The 
t r o u b l e i s , as La i n g ( 1 9 6 7 , p 6 8 , 7 l ) notes: 

" . . . I t i s p o s s i b l e t o t h i n k what everyone 
e l s e t h i n k s and t o b e l i e v e t h a t one i s i n 
a m i n o r i t y . I t i s p o s s i b l e t o t h i n k what 
few people t h i n k and t o suppose t h a t one 
i s i n the m a j o r i t y . . . There i s c o n f o r m i t y 
t o a presence t h a t i s everywhere elsewhere..." 

To f u l l y comprehend the r a m i f i c a t i o n s o f the l i t e r a l 
performance c o n t e x t , we have t o c o n s i d e r a c t i o n not j u s t as the 
b a c k c l o t h t o meaning, but i t s e l f as W.E.il. Turner, quoted i n 
T a y l o r , 1 9 7 4 a , P H , puts i t ; "a humanised realm s a t u r a t e d w i t h 
s i g n i f i c a t i o n s . " 
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One uay o f e x p r e s s i n g t h i s t h e o r e t i c a l a m b i g u i t y t h a t 
l i t e r a l performance a c t i o n has, i s t o coopt Roland B a r f l i e s 1 

type of semiology. Semiology, thus d e f i n e d , i s a method f o r 
the study o f c u l t u r a l a r t e f a c t s d e r i v e d from de Saussurian 
l i n g u i s t i c s . I n t h i s way, v i e w i n g s e r v i c e i n t e r a c t i o n as 
meaningful a l l o w s i t t o be c o n s i d e r e d as performance, and 
a l t e r n a t i v e l y , v i e w i n g i t as form, p e r m i t s i t t o be l o c a t e d 
w i t h i n t h e grammar of e x p l o i t a t i o n . Barthes (1957» P 1 1 3 - 4 ) 

suggests: 

"...any semiology p o s t u l a t e s a r e l a t i o n 
between two terms, a s i g n i f i e r and a s i g 
n i f i e d . ...take a bunch of roses; I use i t 
t o s i g n i f y my p assion.... on the plane o f 
a n a l y s i s , we do have t h r e e terms; f o r 
these roses weighted w i t h passion p e r f e c t l y 
and c o r r e c t l y a l l o w themselves t o be de
composed i n t o roses and p a s s i o n : the former 
and t h e l a t t e r e x i s t e d b e f o r e u n i t i n g and 
f o r m i n g t h i s t h i r d o b j e c t , which i s t h e 
s i g n . I t i s as t r u e t o say t h a t on the 
plane of e x p e r i e n c e , I cannot d i s s o c i a t e 
the roses from the message they c a r r y , 
as t o say t h a t on the plane of a n a l y s i s 
I cannot confuse the roses as s i g n i f i e r 
and the roses as s i g n : the s i g n i f i e r i s 
empty, the s i g n i s f u l l , i t i s a meaning..." 

T a y l o r ( 1 9 7 4 a , p 1 3 ) c l e v e r l y s e l e c t s , as another example, 
the Rolls-Royce as s i g n i f y i n g h i g h s t a t u s i n a c a p i t a l i s t economy. 
By c o n t r a s t , he c o n t i n u e s , a Ford A n g l i a s i g n i f i e s low s t a t u s i n 
the same s i t u a t i o n . A l l t h i s a p a r t from b e i n g means of t r a n s p o r t . 
So, aside from d e n o t i n g h i g h or low s t a t u s , t h e r e i s a deeper l e v e l 
at which e i t h e r car w i l l connotate a s t a t u s - r i d d e n commodity 
economy. I use Barthes' ( 1 9 5 ? ) s p a t i a l metaphoric r e p r e s e n t a t i o n 
t o d e p i c t t h i s i n Diagram 4« 

From t h i s s i m p l e , but well-chosen example o f T a y l o r ' s , 
the g e n e r a l s t r u c t u r e o f a double s e m i o l o g i c a l system (as shown 
i n Diagram j) should now be c l e a r : 
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Diagram A. Example S e m i o l o g i c a l S t r u c t u r e 

Sr R-Roycc 
F.Anglia 

Sd 1-Ieans 
of 

T r a n s p o r t 

Sn 
Economic 
Status 

R-R — 
F.A.-

2Sr 
2Sn 

Status-R i dd e n 
Commodity Economy 

-} High P o s i t i o n 
-)> Low P o s i t i o n 

Diagram '), I n t e r a c t i o n a l C o n t r o l i n L i t e r a l Performances 
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INTER/ 

meaning 

: TIONINTERAC TIONINTERAC 
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S i n c e r e Audience r e a d i n g o f 
i n t e r a c t i o n as "meaning" on 
Plane o f Experience 

TOIJINTERACTIOinHTEMCTIl i ) ! : INTERACTION 

CONCEPT 

MEANING 

vCynical Perform.er r e a d i n g of 
i n t e r a c t i o n as "form" on 
Piano o f A n a l y s i s 



1 2 8 . 

Thus, i n t e r a c t i o n a l a m b i g u i t y i s , i n f a c t , s t r u c t u r a l 
a m b i g u i t y , and p e r s o n a l t r i a m b i g u i t y . A comparison w i t h Diagram 
2 on page 114 ( s u p r a ) w i l l i l l u s t r a t e the two planes ( o f exper
ience and a n a l y s i s ) , b u t , as Barthes l a t e r suggests ( 1 9 6 4 b , p 4 7 ) , 

t h r e e r e a d i n g s o f t h e image are p o s s i b l e . He e a r l i e r ( 1 9 5 7 , p 1 2 8 ) 

r e f e r s t o t h i s p o s s i b i l i t y as b e i n g t h r e e " f o c i i " , o r , t h r e e 
"types of r e a d i n g " . They a r e , f i r s t l y : dynamic consumption o f 
the i n t e r a c t i o n as an i n e x t r i c a b l y meaningful whole (AUDIENCE)} 
secondly: c y n i c a l f ocus upon the i n t e r a c t i o n as merely the form 
f o r the c o l l e c t i o . i i o f meaning elsewhere (PERFORMISR)5 and t h i r d l y : 
focus upon b o t h p a r t s of the i n t e r a c t i o n , but c l e a r l y d i s t i n g u i s h i n g 
meaning from form (OUTSIDER). 

The r e a d i n g which the audience makes o f i n t e r a c t i o n i s 
as f u l l o f m e a n i n g f u l l y i d e n t i f i a b l e messages. R e a l i t y lias such 
an overwhelming obviousness, t h a t i t i s not seen as. c o n s t r u c t e d . 
I n s t e a d , i t i s f e l t as w h o l l y o r d i n a r y . Silverman (1 9 7 5 > P ^ 5 ) 

c h a r a c t e r i s e s t h i s s o r t of r e a d i n g as "passive", l i k e " r e a d i n g a 
book i s a c c e p t i n g t h e sense which i t s words impose upon us", and 
Barthes suggests t h a t i n a d d i t i o n t o b e i n g a r e a d i n g which dynam
i c a l l y consumes m e a n i n g , i t i s a wholly u n t r a i n e d and automatic 
one. I n the sense o f performance, the audience, as the dynamic 
consumers of i n t e r a c t i o n , p a r t i c i p a t e i n a metaphoric sense o n l y . 
As Goffman ( 1 9 5 9 , P 8 1 ) notes: 

"...The u n t h i n k i n g ease w i t h which p e r f o r m e r s 
c o n s i s t e n t l y c a r r y o f f such s t a n d a r d - m a i n t a i n 
i n g r o u t i n e s does not deny t h a t a performance 
has o c c u r r e d , merely t h a t t h e p a r t i c i p a n t s 
have been aware of i t . . . " 

T h i s t o t a l unawareness of any o t h e r r e a d i n g r e s u l t s from 
one's possession of complete " u n s e l f c o n s c i o u s n e s s " (Goffman, 1 9 7 4 , 

P 5 6 4 ) . I n o t h e r words, the dynamic r e a d i n g becomes "obvious". 
The t r o u b l e w i t h the obvious i s , as Laing ( 1 9 6 8 , p 13-4> 1 7 - 8 ) puts 
i t : 

"...The obvious i s l i t e r a l l y t h a t which stands 
i n one's way... someone whose mind i s imprisoned 
i n the metaphor j u s t cannot see i t as a meta
phor. I t i s j u s t o b v ious.." 

http://collectio.ii
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For example, r e t a i l customers are never aware t h a t they 
are b e i n g " s w i t c h e d " , even i n e s t a b l i s h m e n t s (Conant, 1 9 3 6 ) where • 
no o t h e r s a l e s t e c h n i q u e i s used, and where the f u r n i t u r e w i t h which 
they are " b a i t e d " i s even screwed t o the f l o o r t o prevent 
o b s t i n a t e customers from t r y i n g t o buy i t ' . As Caplovit'z ( 1 9 6 5 , 

p 2 4 l ) i n d i c a t e s , those customers who do_ r e a l i s e t h a t t hey 
have been cheated o n l y do so t h r o u g h a c c i d e n t . I n f a c t , t h e r e 
i s a sense i n which t h e v e r y b e l i e f i t s e l f renders a n a l y s i s of 
i t i m p o s s i b l e t o the b e l i e v e r . As Schopenhauer ( i n T a y l o r , 1 9 7 4 a , 

p l p ) reminds us "what i s s i g n i f i e d at once suppresses conscious
ness of the s i g n which s i g n i f i e s i t " . I n the words of 1'lcLuhan 
( I 9 6 4 , P 16, 6 2 ) : 

"...the " c o n t e n t " of the medium b l i n d s us 
t o the c h a r a c t e r of the medium...The message 
( o f Cubism) i t seemed, was the " c o n t e n t " , 
as people used t o ask what a p a i n t i n g was 
about. Yet t h e y never thought t o ask what 
a melody was about, nor what a, house or 
a dress was about..." 

Therefore the s i n c e r e audience r e a d i n g i s i g n o r a n t of 
what i t takes f o r g r a n t e d as obvious. T h i s b l i n d s the reader t o 
any deeper r e a d i n g . I n s e m i o l o g i c a l terms, one thus cannot 
d i s s o c i a t e c o n s t i t u t i v e concepts at one's plane of s i n c e r e 
experience: the 'reader' i s excused a n a l y s i s , and can o n l y , 
i n s t e a d , grasp the a s s o c i a t i v e t o t a l which c o n s t i t u t e s the 
i n t e r a c t i o n . T his s t r a i g h t r e a d i n g i s " i s o l o g i c a l " : audience-
language welds the s i g n i f i e r s and s i g n i f i e d s t o g e t h e r i n an 
u n d i f f e r c n t i a t a b l e way, t o t a l l y c o n c e a l i n g the concept behind 
the image, g i v i n g i t no separate r e a l i t y , and i n t e r a c t i o n no 
two aspects. For the consumer, the i n t e r a c t i o n _is meaning: each 
element has a v a r i e d sense. As such, the d i s c o u r s e of i n t e r a c t i o n 
i s , f o r the audience, what Barthes (1957 > P 1 2 2 , 124 ) c a l l s a 
"primary language", a " f a c t u a l d i s c o u r s e " w i t h " l i t e r a l sense". 

D o c t o r s , f o r example, considered here as p e r f o r m e r s , 
grow c y n i c a l when t h e y d i s c o v e r t h a t i t i s t h e i r c r e d i b i l i t y , and 
not t h e i r medicine which cures the diseases of t h e i r more s i n c e r e 
p a t i e n t s . Lewis Arrowsmith ( 1 9 3 1 , p 3 5 4 ) n o t i c e d t h a t : 
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"...the u s u a l p r e p a r a t i o n f o r t o n s i l l i t i s 
i s Yellov; m i x t u r e , so c a l l e d on account of 
i t s appearance. I t i s t i n c t u r e o f f e r r i c 
c h l o r i d e . On adding one g r a i n o f a n t i p y r i n e 
t o a two-ounce b o t t l e the appearance becomes 
b r i g h t r e d , which g i v e s i t the appearance o f 
a now medicine w i t h no change o f a c t i o n . . . 
People are r e a d i l y i n f l u e n c e d by a d o c t o r w i t h 
a good f r o n t . As a matt e r of f a c t , a know
ledge of medicine i s h a r d l y necessary, g i v e n 
a commanding v o i c e and f i g u r e . . . " 

T h is s i n c e r i t y i s s e l f - s e a l i n g . Experience i s u n l i k e l y t o 
a l t e r i t . I n " b a i t - a n d - s w i t c h " f u r n i t u r e s t o r e s , a Turn Over man 
i s employed t o dea l w i t h awkward customers and i s purp o s e l y 
dressed t o lo o k as i f he were the manager. Conan't (1936 , p 173) 

comments c y n i c a l l y : 

"...The T.O. man has reduced the p r i c e w i t h o u t 
d e s t r o y i n g t h e v i t a l i l l u s i o n t h a t the Borax 
house i s a one-priced s t o r e . Won't o l d customers 
get wise you wonder? One's customers don't have 
t o be T.O.'d. Having confidence i n t h e s t o r e , 
t h e y are shnookcls and can be s o l d a t top 
p r i c e . . . " 

G a r f i n k e l ( 1967 , P 70) n o t i c e s the amazing i r o n y i n v o l v e d : 

" t . . I f upon t h e a r o u s a l o f t r o u b l e d f e e l i n g s 
persons a v o i d t i n k e r i n g w i t h these " s t a n d a r d i s e d " 
e x p e c t a n c i e s , t h e s t a n d a r d i s a t i o n would c o n s i s t 
of an a t t r i b u t e d s t a n d a r d i s a t i o n t h a t i s 
supported, by t h e f a c t t h a t persons a v o i d the 
v e r y s i t u a t i o n s i n which t h e y might l e a r n 
about them..." 

Opposed t o a l l t h i s , the r e a d i n g which the performer 
makes ( c y n i c a l t o l e r a n c e r a t h e r than s i n c e r e i n t o l e r a n c e ) p r e 
supposes a meta-context where r e a l i t y i s s i n c e r e l y engaged, and 
where i n t e r a c t i o n i s not seen as meaningless and merely exemplar-
i s t i c o f a common i n t e r a c t i o n a l form. Performers have t h e c y n i c a l 
b e l i e f t h a t what i s r e a l i t y f o r the audience, i s , i n f a c t , sheer 
i l l u s i o n . T h i s w i l l not mean, n a t u r a l l y , t h a t 'performers' ( i n 
the p r a c t i c a l sense) w i l l be poor per f o r m e r s ( i n the sense which 
we are a l l s o ) ; I n audience-meaningful a c t i v i t y , the performer, 
as Goffman (1959» P 2 1 j ) puts i t : " . . i s o s t e n s i b l y immersed and 
gi v e n over t o t h e a c t i v i t y ho i s p e r f o r m i n g , and i s a p p a r e n t l y 
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engrossed i n h i s a c t i o n s i n a spontaneous, u n c a l c u l a t i n g way...". 
Oper a t i v e c y n i c i s m , t h e n , i s guaranteed i n the unconscious 
f e e l i n g t h a t the perforrnance i s " o n l y a f r o n t " ( i b i d , p 6 6 ) . 

I n the s e m i o l o g i c a l sense, the p e r f o r m e r can decompose the 
image i n t o i t s c o n s t i t u e n t s , but o n l y i n t u i t i v e l y . C u l l e r 
( 1973> p 25) r e f e r s t o t h i s as " p r a c t i c a l mastery" (compared 
with, an i n t e l l e c t u a l one) of events, and Shimmin (195?) as 
" f u n c t i o n a l " as opposed t o " f o r m a l " u n d e r s t a n d i n g . H a l l (1972 , 

p 76) uses the example of the j o u r n a l i s t who s e l e c t s and p r e s e n t s 
events from a p o t e n t i a l s t r u c t u r e i n terms of r u l e s which are 
"un-tra.nspiirc.nt even t o those who p r o f e s s i o n a l l y know most how 
t o operate i t . " 

P erformers t h u s view the elements o f i n t e r a c t i o n as p u r e l y 
i n t e r c h a n g e a b l e u n i t s of a " d i s c o u r s e " , any one of -which can 
stand f o r the same ( l a c k o f ) meaning. The sentiment " i t ' s a l l the 
same t o me" pervades performer r e f l e c t i o n upon performance > and 
t h i s c o n s t r u c t i o n o f i n t e r a c t i o n means t h a t , as Barihes (1957 ? 
p 117) pu-ts i t : "meaning leaves i t s c o n t i n g e n c y behind; i t 
empties i t s e l f , i t becomes impoverished, h i s t o r y evaporates, 
o n l y the l e t t e r remains". Thus we have, as Goffman (1974? P 116) 

t e l l s us: 

" . . . t h e u n d e r s t a n d i n g t h a t persons such as 
j a n i t o r s , stagehands, newspapermen, w a i t e r s 
and s e r v a n t s may be i n v o l v e d o n l y i n a v e r y 
narrow aspect o f a g i v e n u n d e r t a k i n g , since 
t h e y o f t e n have a r i g h t t o t r e a t t h e whole / \ 
a c t i v i t y as merely one i n s t a n c e of t h e t y p e . . . " 

To a p e r f o r m e r , i n t e r a c t i o n i s j u s t t a l k . And any t a l k w i l l 
do. The i n t e r a c t i o n , as f a r as he i s concerned, i s deoderised, 
laundered, d r a i n e d o f c o n n o t a t i o n . To a p p l i a n c e salesmen, stove s , 
washing machines, r e f r i g e r a t o r s p.nd so on are j u s t c a l l e d "white 
goods" (Consumer Reports, 1958, P 547) and,'as t h e y c y n i c a l l y say 
at the bakery: 'You can t e l l 'em a n y t h i n g , and t h e y ' l l b e l i e v e you' 

( a ) Goffman ( i b i d , 0 346) goes on t o suggest t h a t the d i f f e r e n c e 
between p e r f o r m e r and audience i n t h i s sense i s a m a t t e r of 
r e l a t i v e s i t u a t i o n a l i nvolvement. I would suggest, a l t e r n a t i v e l 
t h a t involvement r e f l e c t s a b a s i c a l l y d i f f e r e n t p e r s p e c t i v e 
(such as t h a t p e r t a i n i n g between f a b r i c a t o r s and the c o n t a i n e d ) 
and i s " r e k e y i n g " , and not j u s t "uovjnkeying". 

http://un-tra.nspiirc.nt
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I f accused of f i d d l i n g , Wellbread salesmen c l a i m t h a t t hey use one 
of the f o l i o - w i n g ' l i n e s ' : 

"...As lo n g as you !:eep t a l k i n g t o them, 
t h e y ' l l take a n y t h i n g . . . j u s t keep t a l k i n g 
t o them, t h a t ' s a l l , g i v e 'em any excuse, 
and t h e y ' l l b e l i e v e i t . . . t h e y ' 1 1 b e l i e v e 
a n y t h i n g . . " 

" . . . i f t h e y guess, i t doesn't m a t t e r , 
j u s t p r e t e n d t o look at your sheet, and 
p r e t e n d t o l o o k s u r p r i s e d , and say: 'Oh'. 
I _am s o r r y , you are r i g h t ' , and leave a 
l i t t l e note i n your book t o say: 'Don't 
t r y i t here a g a i n ' . . " 

" . . . I f they c a t c h you, j u s t look at your 
book and come back and sa,y: 'Yes, you 
are r i g h t 1 , and t a l k your way round i t , say: 
'My pen must have s l i p p e d ' . . . a n y t h i n g , 
make i t up as you go along..-.." 

S i m i l a r l y , shoe salesmen, s a d l y l a c k i n g the customer's 
p r e f e r r e d s i z e of shoe, w i l l f i t a s m a l l e r one and promise t h a t 
the l e a t h e r w i l l soon " g i v e " . Drapers s e l l coats w i t h o v e r - l o n g 
arms t o the u n s u s p e c t i n g on the u n d e r s t a n d i n g t h a t the "sleeves 
w i l l soon r i d e up, s i r " . Haberdashers, (Dubin, 1951? P 562) w i t h o u t 
too many si z e s of b a t h i n g t r u n k s l e f t w i l l o f f e r the r e m a i n i n g 
s t o c k t o a customer by s u g g e s t i n g t h a t " t h e r e ' s a l o t . o f s t r e t c h 
i n them i f you need i t . " 

T e l l i n g them a n y t h i n g , o r , t h e p r o v i s i o n of an " i m p r e s s i v e " 
s t o r y " , i s an a r t p a r t i c u l a r l y c u l t i v a t e d by ' i n v i s i b l e ' r e p a i r 
s p e c i a l i s t s - those who r e p a i r a p p l i a n c e s and p r o v i d e o t h e r s e r v i c e 
n e c e s s a r i l y out of s i g h t of the customer. Strodbeck and Sussman 
( l 9 6 l , p 606) r e p o r t examples of w a t c h - r e p a i r customers t o whom 
i t was e x p l a i n e d t h a t t h e i r watch had cost a l o t t o r e p a i r as i t 
was " s e n s i t i v e " t o temperature changes, because "the magnetism 
i n her (customer's) body had caused her watch t o s t o p " , and, once, 
because the customer's " s k i n was rough on a watch". R i i s and P a t r i c 
(1942) a l s o r e p o r t r e c i e v i n g a number o f w h o l l y f i c t i t i o u s 
analyses of motor t r o u b l e when t h e y t o u r e d America i n a s p e c i a l l y 
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d o c t o r e d c a r . They r e f e r t o t h i s as "analyser t a l k " , and one 
repairman claimed ( w i t h r e f r e s h i n g , i f r a t h e r naive candour) 
t h a t : "...we never t e l l a customer what's wrong...and why? 
Because he wouldn't understand us. E s p e c i a l l y women* Can we 
go i n t o t e c h n i c a l d e t a i l w i t h customers? They'd get a l l confused. 
So wc j u s t t e l l them whatever sounds most reasonable. That's 
the way we keep our customers s a t i s f i e d . . . " . Host i n t e r e s t i n g l y , 
and t h i s i s also t r u e f o r v i s i b l e s e r v i c e - p e r f o r m e r s l i k e the 
Wellbread salesmen, experienced men soon d i s c o v e r t h a t • t h e 
f i c t i o n i s o f t e n not o n l y more p a l a t e a b l e , out a l s o more 
b e l i e v a b l e than the t r u t h . One w a t c h - r e p a i r e r claimed t o P a t r i c 
( i b i d , p 1 6 ' / ) : " I f I were t o t e l l him the screw was loose and 
charge him a q u a r t e r , why, he wouldn't b e l i e v e me". Another 
w a t c h - r e p a i r e r ( i b i d , p 1 7 4 ) not o n l y made a f a l s e d i a g n o s i s 
( t h a t the m a i n s p r i n g was P f a u l t ) but t o t h i s also added an 
erroneous e x p l a n a t i o n ( t h a t the inclement weather broke mainsprings).. 

Thus, performers view the i n t e r a c t i o n as an " i d i o l e c t " 
( B a r t h e s , 1 9 6 4 , p 2 l ) any p a r t of which i s v i r t u a l l y i n t e r 
changeable w i t h any o t h e r p a r t w i t h o u t any change i n e f f e c t . 
T h i s , i n e v i t a b l y , makes f o r c y n i c i s m . Goffman (3-959» P 2 8 - 9 ) 

n o t e s : 

"...When an i n d i v i d u a l has no b e l i e f i n 
h i s own a.ct and no u l t i m a t e concern w i t h 
the b e l i e f s of h i s audience, we may c a l l 
him c y n i c a l , r e s e r v i n g t h e term ' s i n c e r e ' 
f o r i n d i v i d u a l s who b e l i e v e i n the 
i m p r e s s i o n f o s t e r e d by t h e i r own p e r f o r m 
ance. . . " 

A l l p e r f o r m e r s who work u n s c r i p t e d b e f o r e an audience w i l l 
subsequently need a separate, s i n c e r e language t o a l l o w " r e a l " 
communication. As Goffman ( i b i d , p 175 ) mentions, most sa l e s 
groups have a "subterranean language" which members use t o 
communicate w i t h each o t h e r i n f r o n t of an unknowing and unsus-

(a ) 
p e c t i n g audience. v k o r s i n g l y o p e r a t i v e bread-roundsmen, s e c r e t 

( a ) See Conan.i ( 1 9 3 6 j v 1 7 2 ) \ G e l i e r ( 1 9 3 4 , p 2 8 3 ) ; C a p l c v i i s ( 1 9 6 3 , 
p 2 7 ; 1 9 6 5 , p 2 4 2 ) ; S u t h e r l a n d (1937 5 P l e i , 2J) ; and k a u r e r 
(1931, P 328). L a t e r Goffman ( l 9 7 4 , p 8/j) extends t h i s ( r i g h t l y ) 
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communication i s n e i t h e r necessary nor p o s s i b l e , a l t h o u g h s e c r e t 
i n f o r m a t i o n i s exchanged i n date-codes on p r o d u c t s , and gypsy-
codes ( c o n c e r n i n g e r r a n t customers) i n r o u t e books* a n i c e 
example of what S u t h e r l a n d ( 1937 » P 1 8 ) r e f e r s t o as the 
" i n d i r e c t method of c o n v e r s a t i o n " . 

Servers as performers act c y n i c a l l y i n i n t e r a c t i o n s w i t h 
customers i n ways t h a t are p a t t e r n e d throughout the whole s e r v i c e 
s e c t o r . Conant (1 9 3 6, p 17 j ) r e p o r t s how the " b a i t " i n .a b a i t -
and-switch s t o r e b r i n g s hundreds i n t o the s t o r e , but never leaves 
i t s e l f , t h i s b e ing not because the customers don't want i t , but 
because the house won't s e l l i t . A peek at b o t h a shoe s t o r e , 
and a department s t o r e , t e l l s us t h a t w i d t h f i t t i n g s and dress 
s i z e s might mean a l o t t o a customer, but t h e y are " a l l the same" 
t o the vendor: 

"...Salesmen have i n v e n t e d a gag t o f o o l 
the customer on the l e n g t h and w i d t h o f 
the shoes. I f the shoes have been d e s c r i b e d 
t o the customer as of B w i d t h and the 
customer i s s t i l l i n doubt, the salesman 
w i l l c a l l t o another salesman down the 
a i s l e and say, 1 Benny, what s i z e i s t h i s 
shoe?' By c a l l i n g t h e salesman, 'Benny', 
he i m p l i e s t h a t the answer should be t h a t 
the w i d t h i s B. Thus the customer i s con
v i n c e d t h a t he i s g i v e n the proper w i d t h . . . " 

( G e l l e r , 1 9 3 4 , P 2 8 4 ) 

"...When a customer has t r i e d on a dress 
t h a t i s s u i t a b l e and f i t s w e l l , one t h a t 
she says she l i k e s , but she i n s i s t s upon 
a s i z e l a r g e r or s m a l l e r , t h e saleswoman 
w i l l leave the f i t t i n g - r o o m w i t h the garment, 
change the s i z e on t h e t i c k e t , r e t u r n , and 
s e l l t h e customer the same d r e s s . . . " 

(Donovan, 1 9 2 9 , p 4 9 ) 

T h i s i s a good example of a se r v e r duping the customer, 
not f o r mercenary g a i n , but f o r what the s e r v e r c o n s i d e r s t o be 
i n t h e customer's best i n t e r e s t s . As Goffman ( l 9 5 9 > P 2 9 ) notes: 

(.Contd) t o become a s t r u c t u r a l n e c e s s i t y t o a l l those who c o n t a i n 
o t h e r s i n frame re-workod f a b r i c a t i o n s , b r e e d i n g the n e c e s s i t y 
( p 223 et sen. ) t o use minor communicative " t r a c k s " f o r major 
c o l l u s i v e communicat i o n . 
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"...Wc know tha.t i n s e r v i c e occupations 
p r a c t i t i o n e r s who may o t h e r w i s e be s i n c e r e 
arc sometimes f o r c e d t o delude t h e i r cus
tomers because t h e i r customers show such 
a h e a r t f e l t demand f o r i t . Doctors who are 
l e d i n t o g i v i n g placebos, f i l l i n g s t a t i o n 
a t t e n d a n t s who r e s i g n e d l y check and r e -
check type pressures f o r women m o t o r i s t s , 
shoe c l e r k s who s e l l a shoe t h a t f i t s but 
t e l l the c u s t o m e r , i t i s t h e s i z e she wants 
t o hear - these are c y n i c a l p erformers 
whose audience w i l l not a l l o w them t o be 
s i n c e r e . . " 

But s i n c e r i t y i s an _i_mpossib11 i t y , and not merely an 
i n t e r a c t i o n a l d i f f i c u l t y , f o r p e r f o r m e r s . T h i s i s so as t h e 
v e r y s t r u c t u r e o f , f o r example, s e r v i c e i s apprehended by 
p e r f o r m e r s as drama. Donovan ( 1 9 2 0 , p 6 3 ) w o r k i n g i n a r e s t a u r a n t 
as a w a i t r e s s , f e l t t h a t e a t i n g out i s "something o f a ceremony, 
a ceremony'in which the w a i t r e s s p l a y s an i m p o r t a n t r o l e " , and 
she c o n t r i b u t e d c o n s c i o u s l y t o t h i s f e e l i n g by v a r i o u s f a l s e 
a c t s such as " j o l l y i n g " the customers ( i b i d , p 6 3 ) , and "working" 
them f o r t i p s ( i b i d , p 1 9 6 ) . 

l n o r bread salesmen, t r a i n i n g o v e r t l y p r a c t i c e s f a m i l i a r i t y 
(and thus contempt) w i t h the m a n i p u l a t i v e o p e r a t i o n of a s e r v i c e 
d i s c o u r s e . At one l e v e l , s o l i t a r y experience alone breeds c y n i c i s m 
t h r o u g h sheer jaded r e f l e c t i o n upon c o n s e c u t i v e r e p e t i t i o n . 
Road a c c i d e n t s , f o r example, out of the o r d i n a r y f o r most people, 
are j u s t another o c c u p a t i o n a l hazard f o r roundsmen. A f t e r my f i r s t 
a c c i d e n t , I t r e m u l o u s l y r e t u r n e d t o the bakery, e x p e c t i n g the sack. 
The f i r s t s u p e r v i s o r I met t r a n s f o r m e d the whole experience i n t o 
a mundane everyday occurrence by s a y i n g : 

" . . . I t doesn't m a t t e r anyway...if you're 
d r i v i n g day i n and day o u t , i t ' s bound t o 
happen sooner or l a t e r . . . a n y w a y , our 
company s e t t l e s knock f o r knock..." 

Second t o t h i s s o r t of experience o f " d i f f e r e n t n e s s " 
between the roundsman and customer comes the l a t e r amazing d i s c o v e r y 
of c r e d i b i l i t y , b o t h of p e r f o r m i n g s e l f , and o f p r o d u c t . As the 
r o u u c ] s n n le-3r* r ,s t ^ a t ^ i n a v e r y r e a l sense, the nroduct w i l l s e l l 
i t s e l f t h r o u g h t h e weight of i t s image alone, and t h a t no e x p r e s s i o n 
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t h a t he can g i v e w i l l c o n t r a d i c t t h i s g i v e n - o f f e x p r e s s i o n from 
the product i t s e l f , he w i l l begin t o get c y n i c a l not j u s t of 
the audience, but of the whole performance, i n c l u d i n g h i m s e l f . 
As a car-salesman i n M i l l e r ( 1 9 6 4 ? p 22 ) comments, pe r s o n a l 
t a r g e t s , or i d i o s y n c r a t i c i n d i c e s of s a t i s f a c t i o n r e p l a c e s a n c t i o n e d 
' o r g a n i s a t i o n a l ones: 

"...Anybody can s e l i something t h a t t h e y 
( t h e customers) want, but the r e a l b i t i s 
t o make them t h i n k t h a t t h e y need e x a c t l y 
what you've got t o s o l i , o n l y more o f i t . . . " 

As Goffman _(19595 P 29-) n o t e s , t h i s s o r t - o f " u n p r o f e s s i o n a l 
p l e a s u r e " can reach e x t r a o r d i n a r y l e n g t h s . Most salesmen use 
mundane grammatical decoys l i k e " I can recommend t h i s , Madam", 
but most salesmen e v e n t u a l l y r e a l i s e ( p r o b a b l y through sheer 
a c c i d e n t ) t h a t t hey can be q u i t e p e r v e r s e , and yet s t i l l s e l l the 
bread. IIy own f a v o u r i t e t r i c k , was. t o leave a n i c e l y wrapped s t a l e 
l o a f i n the basket on or near the back of the van, and t e l l a l l 
e n q u i r e r s t h a t i t was s t a l e . This never f a i l e d t o i n t r i g u e female 
customers who ( n a t u r a l l y ) thought t h a t I was "only s a y i n g t h a t " , 
and t h a t r e a l l y 1 "was "saving i t f o r somebody e l s e " , d i n e times 
out o f t e n they would take i t , and of course, t h e y c o u l d n ' t 
complain when i t t a s t e d stale'. Another roundsman who I once 
accompanied used t o o f f e r eggs and p o t a t o e s as a s i d e l i n e , and 
h i s v e r b a l s i d e l i n e t o any r e t i c e n t customers was t h a t t hey would 
be w i s e r t o buy as "they t a l k about a w o r l d shortage, you know"! 
Another roundsman commented: 

" . . . I l i k e s e l l i n g though, t h a t ' s why I s t a y 
on r e t a i l and don't t r y t o get a wholesale 
j o b . . . I l i k e the c h a l l e n g e of s e l l i n g t o 
people who don't want anything...and s e l l i n g 
them t h i n g s t h a t t hey don't w a n t . . . I shout 
a t them and t e l l them t h a t i t ' s s t a l e , and 
t h e y s t i l l buy i t ! I l i k e i t when they look 
i n t h e basket and s t a r t pawing t h i n g s about, 
I hate them f i n g e r i n g the cakes, but I know 
t h a t they are going t o buy something...so I 
chow them t h i n g s t h a t get more and more ex
pensive. ..." 

The d i s c o v e r y of a x i o m a t i c c r e d i b i l i t y o f performance i s 
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analysed by the roundsmen, w i t h a dash or i r o n y , as i n t u i t i v e l y 
d e r i v e d from customer s t u p i d i t y , r a t h e r than from the s t r u c t u r a l 

( a ) 
n a t u r e of t h e i n t e r a c t i o n . One Wellbreads salesman complained: 
"The p u b l i c i s so bloody dense, t h e y 1 1 1 b e l i e v e a n y t h i n g " , another 
"that " t h e y ' r e a l l f u c k i n g thick.. .. r e a l l y ! " Sometimes, the s t u p i d i t y 
of t h e customer i s not o n l y a source of d e r i s i o n , but a l s o of money, 
as another roundsman e x p l a i n e d : 

" . . . S i l l y f u c k e r ! ... the warehouseman signs 
i t each morning, but he never checks i t , . . . 
he j u s t counts the t r a y s , I ask you?...what 
f u c k i n g use i s t h a t ? . . . count the t r a y s ! . . . 
I don't know!..." 

I f l i t e r a l performance i n t e r a c t i o n has a s e m i o l o g i c a l 
s t r u c t u r e . ! n a t u r e , i t a l s o has a p o l i t i c a l c o n t e x t . Asymmetrical 
r e l a t i o n s are not b e n e v o l e n t . To the c o n t r a r y , as Bigus ( 1 9 7 2 , 

p l o O - l ) suggests, asymmetry is_ powers 

"...Quite s i m p l y a r e l a t i o n s h i p which i s 
c h a r a c t e r i s e d by power asymmetry i s one 
i n which one p a r t y , f o r any number o f 
reasons, e x e r c i s e s more c o n t r o l over the 
course of the r e l a t i o n s h i p ( i n t h i s case 
w i t h i n the s e r v i c i n g c o n t e x t ) than does 
the o t h e r p a r t y . The milkman-customer 
r e l a t i o n s h i p , f o r example, i s one which 
i s c h a r a c t e r i s e d , at l e a s t i n i t i a l l y , by 
acute power asymmetry..." 

Customers are. audiences i n t h e i n t e r a c t i o n a l r h e t o r i c of 
performance. They are s i m u l t a n e o u s l y v i c t i m s i n the u n d e r l y i n g 
grammar of e x p l o i t a t i o n . Knowledge i s c o n t r o l , but c o n t r o l of a 
p a r t i c u l a r s o r t . As the n o t i o n o f " s i n c e r i t y " suggests (see, eg, 
L a i n g , 1968* p 1 8 ) a 'bind' may be i n v o l v e d . I t would seem t h a t 
the way t h a t I have j u s t c h a r a c t e r i s e d the d i s c r e p a n c y i n commun
i c a t i v e a b i l i t y t h a t e x i s t s between performer and the audience 

( a ) To be f a i r , t h e r e i s also a t h i r d r e a d i n g . The only occupant o f the 
plane o f a n a l y s i s , t h e o u t s i d e r - r e a d i n g i s p a r a l l e l t o Barthes 
( 1 9 5 7 , P 128 ) " d e m y s t i f y i n g f o c u s " , and adopts ( y e t a n o t h e r ) t e r m -
- i n o l o g i c a l l y p a r a d o x i c a l mode. This time of " s a r c a s t i c i n d i f f e r e n c 
There i s a r e f l e x i v e r a t h e r than p r o c e d u r a l n e c e s s i t y f o r t h i s 
c a t e g o r y . As Goffmo.n (1974» P 8 3 ) has now come t o r e c o g n i s e : 
"..a c o r r e c t view of a scene must i n c l u d e the v i e w i n g o f i t as 
p a r t of i t . . " . 
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( e s p e c i a l l y , the customers' i n a b i l i t y t o p e r c e i v e t h a t c o n v e r s a t i o n s 
which t h e y have w i t h salesmen mean a b s o l u t e l y n o t h i n g t o the 
p e r f o r m e r ) i s d e r i v e d from the b a s i c knowledge d i s c r e p a n c y 
analysed above, aiid p r o d u c t i v e o f (as Bateson, et a l , 1 9 5 6 , P 1 8 0 , 

suggest) communicative c o n t r a d i c t i o n : 

"...An i n d i v i d u a l w i l l t a k e a m e t a p h o r i c a l 
statement l i t e r a l l y when he i s i n a s i t u a t i o n 
where he must respond, where ho i s face d 
w i t h c o n t r a d i c t o r y messages, and when he i s 
unable t o comment on the c o n t r a d i c t i o n s . . . " 

I suggest t h a t the server/customer r e l a t i o n s h i p i s a 
dou b l e - b i n d (Bateson, et a l . , 1 9 5 6 ) i n a c l a s s i c a l l y s t r u c t u r a l 
sense. The s e r v i c e r e l a t i o n s h i p i_s p o w e r f u l l y a s y mmetrical, but 
i n a way t h a t i s not openly ( i n t e l l e c t u a l l y ) a v a i l a b l e t o 
audiences. The customer, a f t e r a l l , always t h i n k s t h a t she 
d i c t a t e s the terms of the i n t e r a c t i o n . I t i s a t t h i s j u n c t u r e , 
as much as anywhere, t h a t the a n a l y s i s g i v e n here d e p a r t s from 
Goffman's ( 1 9 5 9 ) a n a l y t i c d o n a t i o n . I now become concerned w i t h 
the s o c i o l o g i c a l e x p r e s s i o n of s t r u c t u r a l c o n f l i c t which pure 
a l l e g i a n c e t o the procedure of t h e " n a t u r a l metaphor" cannot 
c a p , ™ > > 

A do u b l e - b i n d has v a r i o u s "necessary i n g r e d i e n t s " ( i b i d , 
p 1 7 8 ) . F i r s t of a l l , t h e r e t be two or more persons, one of 
whom ( h e r e , , t h e customer) must be d e s i g n a t e d as the " v i c t i m " . 
F u r t h e r , the experience must be repeated t o at l e a s t the stage 
where i t s occurrence becomes an h a b i t u a l e x p e c t a t i o n f o r the 
v i c t i m . C o n t r a d i c t i o n a r i s e s as a d i s j u n c t i o n between a 
p r i m a r y n e g a t i v e i n j u n c t i o n ( i n the s e r v i c e r e l a t i o n s h i p , t h i s 
would be an u n v e r b a l i s e d e q u i v a l e n t o f : 'Your s t a t u s depends 
upon t h i s r e l a t i o n s h i p , i f you don't buy from me, you w i l l s u f f e r 
s t a t u s - l o s s , so buy and s u r v i v e ' ) and a secondary i n j u n c t i o n 
c o n f l i c t i n g w i t h the f i r s t , but at a more a b s t r a c t l e v e l ( a l l 

( a ) As Goffman ( 1974, P 14 ) b l a n d l y a s s e r t s (and n i c e l y summarises 
the l i m i t s of h i s own c o n t r i b u t i o n t o s o c i o l o g y ) "..and a n a l y s i s 
developed ( i n Frame A n a l y s i s ) does not c a t c h at the d i f f e r e n c e s 
between the advantaged and disadvantaged c l a s s e s , and can be s a i d 
t o d i r e c t a t t e n t i o n away from such m a t t e r s . . . " . 
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customers know, of course, t h a t ' r e a l l y ' , the roundsman does not 
sleep i n h i s o v e r a l l and basket, and t h a t he i s o t h e r t h i n g s t o 
o t h e r peqie. This does not i n f e r t h a t they r e a l i s e t h a t he 
despises them) and a, t e r t i a r y n e g a t i v e i n j u n c t i o n p r e v e n t i n g the 
v i c t i m ' s escape. A l t h o u g h the sense of the l a s t i n g r e d i e n t i s 
s u p p l i e d i n the p r i m a r y n e g a t i v e i n j u n c t i o n , t h e r e i s n o t h i n g 
t o l o g i c a l l y prevent the customer from seeking customer s t a t u s 
from a d i f f e r e n t p e r f o r m e r . I t i s the f a c t t h a t customers 
awlcwardly change f i r m s ( r a t h e r than the p o s s i b i l i t y t h a t they 
should cease t o become customers a l t o g e t h e r ) which i s . t h e problem 
t h a t monopolies are designed t o s o l v e . At Wellbreads ( a s , no 
doubt, w i t h a l l o t h e r bakers i n the area) customers are o f f e r e d 
q u i t e s p u r i o u s and c a p r i c i o u s promises of ' b e t t e r ' s e r v i c e and 
d e v o t i o n t h a n c o u l d be p r o v i d e d elsewhere, and Bigus ( 1 9 7 ^ ) notes 
t h a t t h i s k i n d of 1 p e r s o n a l i s i n g ' i s a c e n t r a l p a r t of the 
American n i i1km an-cu s t o m e r r e l a t i o n s h i p . 

The a p p l i c a b i l i t y of the d o u b l e - b i n d a n a l y s i s t o customers 
i s perhaps immediately apparent. To o f f e r a few examples, a 
c e n t r a l h e a t i n g r e c r u i t t r a i n i n g manual donates the f o l l o w i n g 
b i z a r r e exar.rp 1 e s : 

" . . . I n t h e o r y at l e a s t , t h e r e can be no 
p o s s i b l e o b j e c t i o n t o h a v i n g 
( t r a d e name). I t can o n l y do good. So why 
object?...no Prospect w i l l o b j e c t u n l e s s 
he i s a c t i v e l y t h i n k i n g of buying...your 
manner t h e r e f o r e c a l l s f o r extreme s i n c e r i t y 
and reassurance..." 

" C l o s i n g " sales i s another area r i c h i n d o u b l e - b i n d 
s t r a t e g i e s : again t h e c e n t r a l h e a t i n g manual, and a t r a i n i n g manu 
from another bakery: 

"...Use the Dual P o s i t i v e Suggestion (eg) 
Were you t n i n k i n g of u s i n g a personal l o a n 
or had you decided t o i n v e s t the f u l l 
amount now? ( t h i s ) places two a l t e r n a t i v e s 
b e f o r e the person b o t h of which r e s u l t s i n 
a course of a c t i o n which r e s u l t s i n a s a l e . . . " 

". . .Minor P o i n t Method. Draw the customers 
a t t e n t i o n t o a minor m a t t e r which assumes 
she i s buying the merchandise. "Would you 
l i k e the jam r o l l , o r s h a l l I get you the 
jam and cream r o l l from the van?"..." 
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A l t h o u g h d o u b l e - b i n d a n a l y s i s has become o v e r - a s s o c i a t e d 
w i t h analyses of s c h i z o p h r e n i a (on those r a r e occasions when 
the a n a l y s i s i s used c o r r e c t l y ) the o r i g i n a l f o r m u l a t i o n was 
not c o n t e n t - s p e c i f i c . Indeed, Bateson et a l ( 1 9 5 6 , p 1 9 3 ) 

s p e c i f y t h a t they are t h i n k i n g i n terms of "general p r i n c i p l e s " 
and ths.t t h e r e f o r e "many i n f o r m a t i v e s i m i l a r i t i e s can be found i n 
'normal' s i t u a t i o n s " . A l s o , i t c o u l d be s a i d t h a t p r e c i s e l y the 
power of the a p p l i c a t i o n of the a n a l y s i s t o mental i l l n e s s l i e s 
i n the f a c t t h a t (as L a i n g , 1 9 & 7 , P 3 1 9 notes) the d o u b l e - b i n d : ^ 3 ^ 
" i s not u s u s u a l . People are d o i n g such t h i n g s t o each o t h e r 
a l l the t i m e . " 

I n t h i s p a r t i c u l a r p o l i t i c a l sense, the .audience-customer-
v i c t i m ' s r e a d i n g i s of a s p e c i f i a b l e , l o g i c a l s o r t . F i r s t l y , 
as v i c t i m , the customer i n t e r p r e t s l i t e r a l r e a l i t y as metaphoric, 
f o r i n s t a n c e , by only seeing the bread roundsman as j u s t another 
p e r f o r m e r ( s i m i l a r t o o n e s e l f ) i n the metaphoric sense. Secondly, 
a l t h o u g h t h i s , from the p o i n t of view of the p e r f o r m e r , i s a 
m i s r e a d i n g , the v i c t i m i s both i g n o r a n t of the f a c t t h a t i t i s 
a m i s r e a d i n g , and i g n o r a n t of her ignorance ( c f . L a i n g , 1 9 6 8 , p 2 5 ) . 

T h i r d l y , audience-performer u t t e r a n c e s s h i f t t o the inetaphoric 
l e v e l f o r i n t e r a c t i o n a l " s a f e t y " (Bateson, et a l , p l 8 l ) . T h i s 
i s p r i m a r i l y s a f e t y f o r the audience because i f the performance 
f r a c t u r e s , t h e n the audience ' loses 1 ( i n the s t a t u s sense o u t l i n e d 
above), as audience awareness would i n d i c t the person, the p e r f o r m e r , 
on whom the audience's i d e n t i t y depends. As Batcson ( e t a l . p 1 8 2 , 

et see,) conclude: 

( a ) And Goffman, 'who lias v e r y r e c e n t l y coopted the d o u b l e - b i n d 0-974 j 
P 3 8 7 ) as a form of " n e g a t i v e experience" o c u r r i n g between frames, 
o r , as a r e s u l t of framc-breakeage, n o t e s : " . . i t seems t h a t s e l f -
n e g a t i n g statements and a c t i o n s are v e r y commonly found at c e r t a i n 
j u n c t u r e s i n p ersonal d e a l i n g s . . . " . W i t h i n Goffman's new framework, 
the double-bind i s a " f r a m e - t r a p " : an occasion wherein the w o r l d 
i s so arranged t h a t a l l i n f o r m a t i o n c o r r e c t i v e o f an i n c o r r e c t view 
i s s y s t e m a t i c a l l y prevented from g e t t i n g t h r o u g h . Subsequently, 
( p 4 8 2 ) "every account r e l e a s e s a f u r t h e r example of what i t t r i e s 
t c e x p l a i n away". How can you ever- l o g i c a l l y (asks Goffman) convince 
somooody tnao you nave aeceiveo. "ohem? 
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" . . . ( f o r t h e audience) t o recognise t h a t 
he ( t h e p e r f o r m e r ) was speaking metaphor
i c a l l y lie would need t o be aware t h a t he 
was d e f e n d i n g h i m s e l f and t h e r e f o r e was 
a f r a i d of the o t h e r person. To him, such 
an awareness would be an i n d i c t m e n t o f the 
o t h e r person and t h e r e f o r e provoke d i s a s t e r 
. . . ( t h e audience) must not a c c u r a t e l y 
i n t e r p r e t ( t h e p e r f o r m e r ' s ) communication 
i f he i s t o m a i n t a i n h i s r e l a t i o n s h i p . . . " 

A l t h o u g h t h e r e s u l t i n g s t r u c t u r e i s not c l e a r l y and 
v i s i b l y a v i c t i m - r e l a t i o n s h i p , n e v e r t h e l e s s , c y n i c i s m and s i n c e r i t y 
are not merely d r a m a t i c modes. There i s a l s o a way i n which they 
are p o l i t i c a l emotions. As Laing ( 1 9 6 8 , p 1 8) notes, performers 
should not appear: " c y n i c a l o r r u t h l e s s 5 t h e y should be s i n c e r e 
and concerned". This h e r a l d s a refinement o f the double b i n d made 
by Pearson ( 1 9 7 4 , P 1 4 8 ) : 

"...the word ' v i c t i m ' ( i s ) o n l y a convenience 5 
i n a c t u a l f a c t , the d o u b l e - b i n d always binds 
b o t h p a r t i e s , and, s t r i c t l y speaking, t h e r e 
i s no b i n d e r and bound, but r a t h e r two v i c t i m s 
bound i n a p a r a d o x i c a l system..." 

I n p r a c t i c e t h e n , the performance, i s neutered and 
" n a t u r a l i s e d " ( i n f a c t , a l i e n a t e d ) from i t s t r u e ( l i t e r a l ) 
b e i ng. P a r a d o x i c a l l y , " n a t u r a l n e s s " i s a c o n s t r u c t e d f e e l i n g . 
T h is i s q u i t e the d i s t i n c t i o n which Hessinger et a l . ( 1 9 6 2 ) 

r i g h t l y p o i n t out t h a t Goffman ( 1 9 5 9 ) f a i l s t o make (how, i n 
'other words, do we d i s t i n g u i s h between r o l e - p l a y i n g and s i t u a t i o n s 
of r o l e - p l a y i n g - a t , between e x p e r i e n c i n g a c t i o n as performer, 

(aT 
and j u s t e x p e r i e n c i n g i t ? ) . A d m i t t e d l y , elsewhere (Goffman, 
1957} P 1 1 9 ) Goffman r e f e r s t o a f e e l i n g o f " i n t e r a c t i o n - c o n s c i o u s 
ness", but t h i s cannot s u c c e s s f u l l y c a p t u r e t h e f e e l i n g - o f - t h e -
audience. Poss ( 1 9 7 2 , p 2 9 9 ) does so p a r t i c u l a r l y w e l l w i t h the 
sentence: "audience i s the s e l f - c e n t e r e d n e s s which can o n l y t h i n k 
of i t s e l f (as n a t u r e ) and n o t - i t s e l f as a c t o r (as appearance)." 

To demonsijnte the c o n s t r u c t i o n o f n a t u r a l n e s s , we need, 
w i t h Barthes ( 1 9 5 7) t o r e - h i s t o r i s e s e r v i c e - o c c a s i o n s . Barthes 

( a ) A q u e s t i o n which, 1 must confess, Goffman ( 1 9 7 4 ) e l o q u e n t l y 
and d i l i g e n t l y addresses. 
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( i b i d , p 1 4 2 ) r e f e r s t o the process as one o f t r a n s f o r m a t i o n of 
the r e a l i t y of the w o r l d i n t o an image of the w o r l d . An i n v e r s i o n 
of H i s t o r y i n t o N ature, which g i v e s p o l i t i c a l l y c o n s t r u c t e d 
events an obvious, g o i n g - w i t h o u t - s a y i n g n e s s , which i n v e r t s and 
thus d r a i n s meaning from i n t e r a c t i o n . Of coures, t h i s i n v e r s i o n 
i s m y s t i f i e d , but f o r performers and not f o r "performers". 
E m p i r i c a l l y however, t h e r e i s always some i n t e r a c t i o n a l feedback 
w i t h the p e r f o r m e r ' s p e r c e p t i o n o f c o n n o t a t i v e l e v e l s of meaning 
not e x h a u s t i n g h i s s i g h t of ( t h e audiences') d e n o t a t i v e meaning, 
thus p a r t i a l l y a b s o r b i n g n e g a t i v e c y n i c i s m w i t h i n the p e r f o r m e r s 1 

p o s i t i v e p a r t i c i p a t i o n i n -the performance at hand. As Sammy Davis 
Jnr . r e p u t e d l y s a i d ( i n Hessingcr, et a l , 1 9 6 2 , p 6 9 0 ) " . . A s soon 
as I go out of the f r o n t door o f my house i n the morning, I'm on, 
Daddy, I'm on. And f u r t h e r , but when I'm w i t h the group I can 
r e l a x , we t r u s t each o t h e r . . . " . 

The l i f e o f the bread roundsman i n c l u d e s both s o r t s of 
performance analysed here. Sincere (audience) performances w i t h 
the bakery management, and c y n i c a l "performances" w i t h customers. 
The r e f l e x i v e outcome o f these performances c o n s t i t u t e s h i s work 
s e l f . As Goffman ( l 9 p 6 a , p 8 4 - 5 ) so e l o q u e n t l y and e l e g a n t l y puts 
i t : " . . f o r a complete man t o be expressed, i n d i v i d u a l s must h o l d 
hands i n a c h a i n o f ceremony...". The baker w i t h one hand grasps 
h i s customers, and by the o t h e r i s h e l d f i r m l y by the management: 
h i s w o r k - s e l f i s t h u s c r e a t e d and m a i n t a i n e d . 

S i t u a t i n g Goffman: L o c a t i n g the M a t e r i a l i s t Basis o f 
"Performance" 

The o c c u p a t i o n a l dilemma f o r t h e roundsman i s t h a t t h e i r 
own s i t u a t i o n i s s t r u c t u r a l l y p a r a d o x i c a l i n terms o f c o n t r a d i c t o r y 
and imposed performance i n j u n c t i o n s . O c c u p a t i o n a l l i f e i s thus 
p a r t i c i p a t i o n i n two worlds:-one l i t e r a l l y , but one so o n l y 
m e t a p h o r i c a l l y . I have a l r e a d y suggested t h a t roundsman/customer 
and management/roundsman i n t e r a c t i o n s are b o t h examples of a 
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s t r u c t u r a l l y s e m i o l o g i c a l and p o l i t i c a l l y c o n t r a d i c t o r y set-up. 

The two i n t e r a c t i o n a l s t r u c t u r e s are s e m i o l o g i o a l l y s i m i l a r , "but 

the roundsmen occupy s u c c e s s i v e l y o p p o s i t i o n a l i n t e r a c t i o n a l role-

There have been, however, few o t h e r a ttempts t o get t o 

g r i p s w i t h awkward r e a l i t y combinations o f these two s t r u c t u r e s . 

Whyte ( 1 9 4 9 » P 2 4 5 ) f o r example, t r i e s t o d e p i c t the nature of 

the dilemma w i t h the f o l l o w i n g s p a t i a l metaphor, wherein the 

arrows i n d i c a t e the d i r e c t i o n of o r d e r s : 

I c o u l d , of course, do t h i s f o r t h e Wellbread salesmen. 
I n f a c t , I w i l l : 

RESTAURANT 
Supe r v i s o r 

Customei 

w 
Work er 

R 
C 
SS 
CO 
DW 
Ca 
CD 

Roundsman 
Customer 
Sales S u p e r v i s o r 
Comptometer Operator 
Despatch Worker 
Cashier 
Caxe Despatch 

DW SS 
CD 

CO 
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Whyto ( i b i d , f f 2 , p 2 4 5 ) c a n n i l y i n d i c a t e s t h a t : "This 
i s , of course, an o v e r s i m p l i f i e d , p i c t u r e " , but misses the - j o i n t , 
I f e e l , which i s t h a t such diagrams are j u s t examples of what 
Becker ( i y 6 7 , p 126), i n another c o n t e x t , r e f e r s t o as the type 
of diagram where the arrows (whatever they are a l l e g e d t o be 
i n d i c a t i n g ) always p o i n t upwards'. This i s not j u s t weak, c r i t i s i s m . 
T h i s s o r t of f e e b l e metaphoric d e s c r i p t i o n i s merely, i n Leach's 
(J . 964) p e r f ect words: ( a n a l y t i c a l l y ) " j u s t a o a r l o u r game". I t 
r epeats d e s c r i p t i o n whi 1st' p u r p o r t i n g t o analyse i t , 

I have t r i e d t o c apture the sense of t h e d o u b l e - s e m i o l o g i c a l 
system involved, here i n Diagram 6 (on page 1 4 5 ) . Something of a 
t h e o r e t i c a l problem a r i s e s , however, i n t r y i n g t o j u s t i f y the 
r e s t r i c t i o n o f a v a i l a b l e i n t e r p r e t a t i o n s t o t h r e e . L a i n g ( 1 9 6 7 , 

p 6 6 ) f o r example, c o n s i d e r s t h a t p o s s i b l e i n t e r p r e t a t i o n s m u l t i p l y 
" i n a l o g i c a l l y v e r t i g i n o u s s p i r a l t o i n f i n i t y " , and w h i l s t not 
q u i t e so e c l e c t i c , Bateson (1955 s 1960) o c c a s i o n a l l y c o n s i d e r s 
a f o u r t h meaning l e v e l ( t o go w i t h zero-, p r o t o - , and. d u t e r o 
l e a m i n g ) of t r i t o - l e a r n i n g . Goffman ( 1 9 6 6 ) I t h i n k , manages 
to i n j e c t some l o g i c a l thought i n t o t h i s debate by c o n s i d e r a t i o n 
of the same s o r t of s i t u a t i o n ( l y 6 6 , p 6 9 ) and a r r i v i n g a t the 
c o n c l u s i o n t h a t a l t h o u g h t h e r e mary e x i s t an e m p i r i c a l s i t u a t i o n 
of m u l t i - l a y e r e d i n t e r p r e t a t i o n , i n t h e o r y , t h i s s t i l l leaves 
us w i t h o n l y two p o s s i b i l i t i e s : 

"..."When the s i t u a t i o n seems t o be e x a c t l y 
what i t appears t o be, the c l o s e s t l i k e l y 
a l t e r n a t i v e i s t h a t the s i t u a t i o n has been 
c o m p l e t e l y f a k e d . . . " ( a ) 

( a ) This i s a view which Goffman ( 1 9 7 4 ) s t i l l h o l d s , a l t h o u g h h i s 
w r e s t l i n g w i t h t h e problem lias brought a c l e a r e r f o r m u l a t i o n o f 
the p o s i t i o n . A l t h o u g h i n an e a r l i e r work, Goffman ( 1 9 6 9 a ) end
l e s s l y posed the i n t e r e x p e r i e n c e problem i n a r a t h e r weak t e x t , 
t h i s concern has now been s e t t l e d s i m p l y as: "..the m i r r o r problem, 
i f he t h i n k s t h a t I t h i n k t h a t he t h i n k s and so on.." ( i b i d , f f 4 3 , 
p 1 8 3 ) . C u r r e n t l y (197 , p 4 8 7 ) Goffman r e f e r s t o t h i s f r a i l t y as 
the " v u l n e r a b i l i t y o f experience, f o r what seems p e r f e c t l y n a t u r a l 
can be suspected p r e c i s e l y on those grounds". Thus, w h i l s t i n an 
e m p i r i c a l sense, i t i s P o s s i b l e ( w i t h i n frame a n a l y s i s ) t h a t the 
core o f a frame ( t h e p r i m a r y framework) may be obscured by success
iv e l a m i n a t i o n s o f working, r e w o r k i n g , r e r e w o r k i n g e t c . , t h e r e i s 
a l i m i t e d number of p o s s i b l e i d e n t i t i e s ( c i t h e r a k e y i n g or a 
f a b r i c a t i o n ) f o r the frame r i m . 
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Diagram 6. E m p i r i c a l S e m i o l o g i c a l S'tructure of Service 

Yes, -, Madam "Language" i s 
a method of 
Serv i c e 
K. i s s e r v i l e 
t o C. 

"Yes, Madam 

Sr 
Sir 

.,4 

Customer i s 
{ Right 

(Denotes)SEnVICE ( L e x i s ) 

r AfssRvica"-

" S e r v i c e " i s a, method 
of S e l l i n g 
R.'s S e r v i l i t y i s 
mock: Pi i s member of 
Sales Team. R 
exploit.s C. 

Customer' i s alvzays 

2Sn 

(Connotates) SELLING R h e t o r i c 

3Sr f ."SELLING' 

" S e l l i n g " i s a method o f 
E x p l o i t i a t i o n . 
Sales "team" i l l u s o r y 
(Some members more equal 
than o t h e r s ) 
Hans.gcm.ent e x p l o i t s R 
(Not C) 

'iba 
( S e l f - m y s t i f i e d s e l f -
e x p l o i t a t i o n ) 

3Sn ( I n f l e c t s ) EXPLOITATION ( i d e o l o g y ) 

http://Hans.gcm.ent
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Thus, i n t h e o r y , vie have two p o s s i b l e l e v e l s o f meaning. 
These have veen v a r i o u s l y c h a r a c t e r i s e d as: surface/deep (Lane, 
1973, p 2 8 ) ; conscious/unconscious (Marcuse, 1955 > P 3 l ) ; 

spontaneous/unspoken ( F o u c a u l t , 1970, p x x ) ; embedded/matrix 
(Lyons, 1970, P 8 2 ) ; and so on. The r e l a t i o n s h i p between the 
two l e v e l s i s s i m i l a r t o t h a t between s i n c e r e and c y n i c a l 
readings of i n t e r a c t i o n . At s u r f a c e / s i n c e r e l e v e l s , readings o f 
d i f f e r e n c e become, at the de e p / c y n i c a l l e v e l , readings o f s i m i l a r i t y . 

E m p i r i c a l l y , however, we have a t r i p l e s t r u c t u r e . More 
s t r i c t l y , t h i s i s a double-dyadic s e m i o l o g i c a l s t r u c t u r e . 
Barthes (1957 ? P 135) does c o n s i d e r the p o s s i b i l i t y o f a t h i r d 
l e v e l (he r e f e r s t o a " t h i r d s e m i o l o g i c a l c h a i n " , and t o "an 
exp e r i m e n t a l myth, a second-order myth"), but o n l y i n an e m p i r i c a l 
sense. H a l l (1972) t o o , i n a ve r y cogent a p p l i c a t i o n of Barthes' 
method t o newspaper photographs, generates t h r e e i d e a l - t y p e s 
( o f dominant, n e g o t i a t e d and o p p o s i t i o n a l ) f o r ad__^ioc a n a l y s i s . 

I n t h e same way, t h e r e a r e , I suggest, t h r e e e m p i r i c a l 
readings o f the s e r v i c e s i t u a t i o n . The i n t e r a c t i o n can be read, 
f i r s t l y , (see Diagram 6) at the d e n o t a t i v e l e v e l , as j u s t d e n o t i n g 
a l i n g u i s t i c message s e l e c t e d from a ' l e x i s 1 { a v o c a b u l a r y , or 
r e p e r t o r y o f pcrmissable t e r m s ) . Secondly, i t can be read as 
c o n n o t a t i v e o f a coded, i c o n i c a n a l o g i c message s e l e c t e d from 
an a v a i l a b l e r h e t o r i c . A r h e t o r i c i s a p e r s u a s i v e , but vague 
s e l e c t i o n made f o r a s p e c i f i c purpose. Burke (1950 , p x i i i ) 
d e f i n e s i t as an " i n t e r m e d i a t e area of ex p r e s s i o n t h a t i s not 
w h o l l y d e l i b e r a t e , y e t not w h o l l y unconscious. I t l i e s midway 
between aimless u t t e r a n c e and speech d i r e c t l y p u r p o s i v e " . 
Barthes (1957, P 150) d e f i n e s r h e t o r i c as a "set of f i x e d , 
r e g u l a t e d , i n s i s t e n t f i g u r e s . " The t h i r d and f i n a l p o s s i b l e 
r e a d i n g i s o f i n t e r a c t i o n as ' i n f l e c t i n g ' ( H a l l ' s word) i d e o l o g y . 
I n one s p e c i f i c i n s t a n c e , Barthes (1957, P 38) i n d i c a t e s the 
existQnce o f t h i s l e v e l : " . . . ( v i e ) must n o t . . . f o r g e t t h a t t h e r e i s 
one plane on which P e r s i l and Omo are one and the same: the plane 
of t h e Anglo-Dutch t r u s t U n i l e v e r . . . " . 
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For some purposes, i t i s d e s i r a b l e t o d i s p l a y t h i s s t r u c t u r e 
as a "frame" (Goffman, 1 9 7 4 ) . A c c o r d i n g l y , salesmen enmesh 
customers w i t h i n an (unseen) e x p l o i t a t i v e f a b r i c a t i o n ( c a l l e d 
" s e r v i c e " ) w i t h i n which customers are c o n t a i n e d . The " s e r v i c e " 
framework has an e x t r a l a m i n a t i o n f o r salesmen. W h i l s t frame 
r i m and core arc e q u a l l y "untransformed r e a l i t y " f o r customer, 
salesmen rework the s e r v i c e - f r a m e and i n s e r t ( f o r themselves) 
an a d d i t i o n a l f a b r i c a t i o n l a m i n a t i o n , which i s then presented 
t o customers as t h e a t r i c a l l y keyed s e r v i c e . But Goffman, ( i b i d , 
P 118) adds: 

"...when one t u r n s t o v a r i o u s o c c u p a t i o n a l 
s e t t i n g s i n which a s e r v e r has "special reasons 
f o r h o l d i n g and c o n t r o l l i n g the customer, 
t h e n , of course, t h e l i n e between o r d i n a r y 
a c t i v i t y and f a b r i c a t i o n s becomes s t i l l 
h a r d e r t o draw..." 

E s s e n t i a l l y , f o r the management,, the s e r v i c e - f r a m e i s 
more complex s t i l l . A r e f a b r i c a t i o n of the a r t f u l salesman 
f a b r i c a t i o n t akes p l a c e ; t h e engineers of t h e f i r s t f a b r i c a t i o n 
become r e c o n t a i n e d i n t u r n . A l t h o u g h i n t h e bakery ( t h i s i s the 
s e r v i c e - s i t u a t i o n boundary i n t e r p r e t a t i v e problem)? e m p i r i c a l l y , 
f o r v a r i o u s reasons, the i n i t i a l f a b r i c a t i o n i s i n v i s i b l e t o some 
customers, and t h e r e f a b r i c a t i o n i s p a r t l y apparent t o most 
roundsmen. 

A l l t h r e e t h e o r e t i c a l l y p o s s i b l e r e a d i n g s are made o f th e 
roundsman's i n t e r a c t i o n s w i t h h i s customers. The audience-customer's 
s i n c e r e b e l i e f i n the l i t e r a l r e a l i t y of i n t e r a c t i o n means t h a t , 
f o r them, s e r v i c e denotes a z e r o - r e a d - l e x i s . Of course, customers 
arc t o t a l l y o b l i v i o u s t o the r e a d i n g t h a t the management make o f 
the i n t e r a c t i o n , a l t h o u g h a few customers ( f o r example, ex-bakers) 
may be p a r t l y aware of the roundsman's r e a d i n g . The roundsman-
p e r f o r m e r , on t h e o t h e r hand, has o n l y a c y n i c a l metaphoric h a l f 
b e l i e f i n the i n t e r a c t i o n as an audienced r e a l i t y (and c o r r e s p o n d i n g l y 
f o r them, the managements' r e a d i n g i s merely s t r u c t u r a l l y opaque.) 
Roundsmen p r o t o - r c a d " s e r v i c e " as j u s t r h e t o r i c a l l y c o n n o t a t i v e . 
For them, i t i s s e l l i n g , and not s e r v i c e , which i s the r e a l t h i n g . 
The management-outsider, c o n v e r s e l y , has a s a r c a s t i c t o t a l d i s - b e l i e f 
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i n "the audience's r e a l i t y , which t h e y d e u t e r o - r e a d as (meta-
rneta-phor) o r ) c l i c h e . For the management, " " s e r v i c e " " merely 
i n f l e c t s a u s e f u l i d e o l o g y . The management's r e a l i t y i s 
n a t u r a l l y 'obvious' t o the f i r m . 

Management-roundsmen i n t e r a c t i o n s arc w h o l l y u n a v a i l a b l e 
t o customers, and thus produce o n l y two ( f o r m a l l y s i m i l a r , but 
i n c o n t e n t d i f f e r e n t ) r e a d i n g s : the roundsman becomes t h e 
'audience', and the management the ' p e r f o r m e r ' . " S e l l i n g " denotes 
l e x i s f o r roundsman, but a l s o connotes a r h e t o r i c of e x p l o i t a t i o n 
f o r the management. 

Competence: Personal Codes 

"...Before a set o f t a s k - l i k e a c t i v i t i e s 
can become an i d e n t i t y - p r o v i d i n g r o l e , 
these a c t i v i t i e s must be c l o t h e d i n a 
moral performance of some k i n d . . . " 

(Goffman, 1 9 o l a , p 54) 

W h i l s t knowledge access i s s t r u c t u r a l l y guaranteed and 
i r r e f u t a b l e , p e r s o n al a b i l i t y and experience can m a r g i n a l l y • 
en-code r e a d i n g . As Diagram 7 (page 149) shows, r e a d i n g - a b i l i t y 
v a r i e s b a s i c a l l y ( l o o k i n g c e n t r a l l y and v e r t i c a l l y ) , and these 
common v a r i e t i e s of competence are re-coded and thus found b o t h 
amongst audiences and p e r f o r m e r s . 

P a r a d o x i c a l l y , competence i s coupled w i t h po-werlessness. 
The p u l l o f b o t h investment and divestment of s e l f i n s i t u a t i o n s 
generates the t y p i c a l l y found c a t e g o r y of q u i e t l y p e r f e c t c u l t u r a l 
p e r c e p t i o n : powerless 'moderation' d e r i v e d from t h e management and 
s u b l i m a t i o n of c o n t r a d i c t i o n and dilemma. Such "one-dimensional 
t h o u g h t " i s n i c e l y d e s c r i b e d by Marcuse ( 1964 , P 178-9) who i n 
1955 had a l r e a d y c a p t u r e d the sense of c o n t r a d i c t i o n w i t h the 
phrase " r e p r e s s i v e t o l e r a n c e " : 
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D i a g r a m 7» S i t u a t i o n - R e a d in;-; aad S c l f - A l i p n m o n t : Competence 
V a r i a t i o n s . 
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"...The t o l e r a n c e o f p o s i t i v e t h i n k i n g i s 
e n f o r c e d t o l e r a n c e - ...The a b s o r p t i o n o f 
t h e n e g a t i v e by t h e p o s i t i v e i s v a l i d a t e d 
i n t h e d a i l y e x p e r i e n c e , v r h i c h o b f u s c a t e s 
t h e d i s t i n c t i o n b e t w e e n r a t i o n a l a p p e a r a n c e 
and i r r a t i o n a l r e a l i t y . . . h a r m o n i s a t i o n . . . 
t h e happy m a r r i a g e o f t h e p o s i t i v e and 
t h e n e g a t i v e - t h e o b j e c t i v e a m b i g u i t y 
w h i c h a d h e r e s t o t h e d a t a o f e x p e r i e n c e . . . " 

U l t i m a t e l y , f o r each o f u s , t h e r e i s an a r e a of. r e a l i t y 

where t h i s i s i n e s c a p a b l e . B a r t h e s ( 1 9 5 7 5 P 158) n o t e s t h a t 

even t h e s u p p o s e d l y a b o v e - i t - a l l o u t s i d e r / r n y t h o l o g i s t , when 

d i s c u s s i n g w i n e as a m y t h i s f a c e d w i t h t h e d i l e m m a t h a t "wine 

i s o b j e c t i v e l y good, and a t t h e same t i m e , t h e goodness o f w i n e 

i s a m y t h . " L a i n g ( e g , 1963, p /|7, 50, 6 l ) e t e r n a l l y t r i e s t o 

escape t h e g r a v i t a t i o n a l p u l l o f ' n o r m a l i t y ' , and p e r h a p s succeeds 

w i t h t h e s e n t e n c e ( i b i d , p 3 3 ) : ' " T h e r e ' s n o t h i n g t o be a f r a i d o f . 1 

The u l t i m a t e r e a s s u r a n c e , and t h e u l t i m a t e t e r r o r " . 

The p e r f e c t l y s o c i a l i s e d and q u i e t e n e d a c t o r , i s , as 

Goffrnan ( l Q 6 l a , p 9 l ) a r g u e s : "a j u g g l e r and a s y n t h e s i s e r , an 

accorrje-dator and a p p e a s e r " . T h i s s u b s e q u e n t l y m y s t i f i e d c o m b i n a t i o n 

o f r e a l i t y and c o n t r i v a n c e ( i n a c t i n g ) p r o d u c e s t h e i d e a l 

p o l i t i c a l l y c a t a t o n i c s t a t e . 

I n g e n e r a l t e r m s , t h e a u d i e n c e ' s s i n c e r e r e - c o d i n g a l l o w s 

them t o p e r f e c t l y a c c e p t a b l y i n t e r p r e t t h e l o g i c a l l y i n t e n d e d 
( a ) 

s t r a t a o f messages. F o r example, ( B a t e s o n , 19o4> P 26o): 

"...an a u d i e n c e i s w a t c h i n g Hamlet on t h e 
s t a g e , and h e a r s t h e h e r o d i s c u s s s u i c i d e 
i n the c o n t e x t o f h i s r e l a t i o n s h i p w i t h h i s 
dead f a t h e r , O p h e l i a and t h e r e s t . The 
a u d i e n c e members do n o t i m m e d i a t e l y t e l e 
phone f o r t h e p o l i c e because t h e y have 
r e c e i v e d i n f o r m a t i o n a b o u t t h e c o n t e x t 
o f H a m l e t ' s c o n t e x t . They know t h a t i t i s 
a ' p l a y ' and have r c c i e v e d t h i s i n f o r m a t i o n 
f r o m many m a r k e r s o f c o n t e x t o f c o n t e x t -

( a ) I n p i e c e - r a t e payment s i t u a t i o n s , t h e p e r f e c t l y a d j u s t e d w o r k e r 
i s he who r e s t r i c t s u n s e e n . The r e s t r i c t e r i s he who i s t o o 
l i t t l e i n v o l v e d i n m o r a l i t y , and t h e r a t e b u s t c r i s t h e man 
e x a s p e r a t i n g l y o v e r - i n v o l v e d i n work. (See D i t t o n , 1 9 7 5 ) * 
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"the p l a y b i l l s , 'the s e a t i n g a r r a n g e m e n t s , 
t h e c u r t a i n e t c . . . e t c * The 1 ••.ins' , on t h e 
o t h e r hand, when he l e t s h i s c o n s c i e n c e he 
p r i c k e d by t h e p l a y w i t h i n t h e p l a y , i s 
i g n o r i n g many ' m a r k e r s o f c o n t e x t o f c o n t e x t 1 . . . " 

B u t t h e r e i s ' s o m e t h i n g ' r e a l , even a b o u t a p l a y . W i t h 
Gofffiian ( l 9 7 4 ? P 47) ".. . v/c w o u l d say t h a t t h e s t a g i n g o f t h e s e 
a c t i o n s was r e a l l y o r a r e r e a l l y o c c u r r i n g . N o n l i t e r a l a c t i v i t y 
i s l i t e r a l l y t h a t , o r i s i f e v e r y d a y usage i s t o be f o l l o w e d . . " . 
A l t e r n a t i v e l y ( i b i d , p 248) i t i s t h e mode o f t r a n s f o r m a t i o n 
( a n d n o t what i s t r a n s f o r m e d ) w h i c h i s g e a r e d i n t o t h e r e a l w o r l d . 

When t h e roundsman's c u s t o m e r i s an a u d i e n c e ( I s h a l l n o t 
d i s c u s s t h e roundsman h i m s e l f u n t i l a l a t e r p a r t o f t h i K C h a p t e r ) 
s i n c e r e r e - c o d i n g r e q u i r e s t h a t t h e p r o f f e r e d d e f e r e n c e be 
' c o r r e c t l y ' r e c e i v e d . As Goffman ( 1 9 5 6 , P 60, 61-2, 7 6 ) n o t e s , 
t h i s n e c e s s i t a t e s a c t i o n - s e n s i t i v i t y : 

" . . P e o p l e sense t h a t t h e , r e c i p i e n t o u g h t 
n o t t o t a k e t h e a c t o r l i t e r a l l y o r f o r c e 
h i s hand, and o u g h t t o r e s t c o n t e n t w i t h t h e 
show o f a p p r e c i a t i o n as opposed t o a more 
s u b s t a n t i v e e x p r e s s i o n o f i t . . . a s an 
i m p l i c a t i o n o f t h i s d i l e m m a , we must see 
t h a t s o c i a l i n t e r c o u r s e i n v o l v e s a c o n s t a n t 
d i a l e c t i c "between . p r e s e n t a t i o n r i t u a l s 
and a v o i d a n c e r i t u a l s . . . " 

F o r p e r f o r m e r s , p e r f e c t c y n i c i s m r e q u i r e s t h a t n e i t h e r 
t o o much, n o r t o o l i t t l e be e x p r e s s e d o r f e l t . Goffman ( l 9 6 l a , 
p 5 5 ) n o t e s t h a t " o n l y t h e manager o f t h e s t o r e w i l l d i s p l a y 
i d e n t i f i c a t i o n w i t h h i s r o l e , and even he a p p r e c i a t e s t h a t he 
must n o t t h r o w h i m s e l f t o o much i n t o h i s c a l l i n g " . On t h e o t h e r 
hand, ( G o f f m a n , 1959> P 2 J 8 ) p e r f o r m e r s : "must be t a k e n i n by 
t h e i r own p e r f o r m a n c e t o t h e d e g r e e t h a t i t i s n e c e s s a r y t o p r e v e n t 
them, f r o m s o u n d i n g h o l l o w and f a l s e t o t h e a u d i e n c e " . 

P e r h a p s t h e most e x a s p e r a t i n g f o r m o f i n c o m p e t e n c e i s a 
t h o r o u g h o v e r - i n v e s t m e n t o f t h e s e l f i n t h e s i t u a t i o n , and 
c o n s e q u e n t l y an a b s u r d and p o w e r f u l sense i n w h i c h e v e r y t h i n g 
( r e g a r d l e s s o f message l e v e l ) i s t a k e n l i t e r a l l y . I n s t e a d o f 
a c c e p t a b l e r o l e - d i s t a n c e , t h e a c t o r h e r e o p t s f o r r o l e — c m b r a c e r n e n t : 
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" . . . t o embrace a r o l e i s t o d i s a p p e a r 
c o m p l e t e l y i n t o t h e v i r t u a l s e l f a v a i l 
a b l e i n t h e s i t u a t i o n , t o be f u l l y seen 
i n t e r m s o f t h e image, and t o c o n f i r m 
e x p r e s s i v e l y one's a c c e p t a n c e o f i t . . . " 

( G o f f m a n , 1 9 6 l a , p 60) 

H e r e , none o f t h e w o r l d , i s seen t h r o u g h , none d e f i n e d 
as c o n t r i v a n c e , and a l l , s u b s e q u e n t l y , i s p e r c e i v e d as r e a l i t y . 
I n t h i s g r o u p a r e t h o s e i n d i v i d u a l s who t h r o w t h e m s e l v e s i n t o 
t h e p e r f o r m a n c e , and t h u s come t o i d e a l i s t i c a i l y b e l i e v e t h a t 
t h e r e a l i t y t h e y a r e p r o j e c t i n g i s t h e r e a l . ' r e a l i t y . E v e n t u a l l y , 
o f c o u r s e , s e l f - d e l u s i o n t a k e s o v e r , and t h e a c t o r becomes h i s 
own a u d i e n c e , and u l t i m a t e l y , h i s own o b s e r v e r . 

F o r some r e a s o n , i t seems e a s i e r t o f i n d examples o f 
a u d i e n c e s who f a i l t o m e t a - q u a l i f y s t a t e m e n t s i n t h i s way ( a n d 
t h e r e f o r e , ' t a k e e v e r y t h i n g l i t e r a l l y 1 ) . Goffrnan ( 1 9 5 7 b , p 175? 
273) r e c a l l s : 

" . . . i t i s p o s s i b l e f o r p a r t i c i p a n t s t o show 
more commitment and a t t a c h m e n t t o t h e e n t i t y 
t h a n had been a s k e d f o r , o r , s o m e t i m e s , t h a n 
i s d e s i r e d by management. A p a r i s h i o n e r may 
t r y t o l i v e t o o much i n and f o r t h e c h u r c h ; 
a j u n i o r o f f i c e r may i n s i s t on g o i n g down 
w i t h t h e s h i p . . . i n • t h e h o s p i t a l l a u n d r y , f o r 
e x a m p l e , t h e r e was a p a t i e n t who had been on 
t h e j o b f o r s e v e r a l y e a r s , . . . h e t h r e w h i m s e l f 
i n t o h i s w o r k w i t h a c a p a c i t y , d e v o t i o n , and 
s e r i o u s n e s s t h a t was e v i d e n t t o man.}'". .. and 
y e t t h e r e was s o m e t h i n g g r o t e s q u e i n h i s 
a d j u s t m e n t , f o r i t was a p p a r e n t t h a t h i s deep 
voyage i n t o t h e work w o r l d had a s l i g h t l y 
m a k e - b e l i e v e c h a r a c t e r . . . " 

A l t h o u g h o c c a s i o n a l l y e x a s p e r a t i n g , s u c h p e o p l e r a r e l y 
c o n s t i t u t e a s o c i a l p r o b l e m , and may even, f o r some, be a . p o s i t i v e 
a s s e t . The mass-media n o t o n l y seem p r o n e t o i n v e s t m e n t - d i s p l a y s 
( b y t h o s e f a i l i n g t o see t h a t . ' i t ' s o n l y a p l a y 1 ) t h a t w h o l e 
i n d u s t r i e s have s p r u n g up t o c o m m e r c i a l l y c a t e r f o r s u c h a b s u r d 
needs. A p p a r e n t l y , t h e r e e x i s t s a p a i r o f m i d d l e - a g e d l a d i e s who 
t r a v e l t h e c o u n t r y c a t c h i n g e v e r y m a t i n e e and e v e n i n g p e r f o r m a n c e 
o f The Sound o f M u s i c , and I am ( p e r h a p s a p o c r y p h i c a l l y ) i n f o r m e d 
t h a t somewhere, t h e r e i s a Welshman i n e t e r n a l s e a r c h f o r r e p e a t 
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p e r f o r m a n c e s o f The J o l s o n S t o r y . I t i s n o t t h a t t h i s s o r t 
o f r e a d i n g i s a permanent, d i s a b i l i t y (we w o u l d n o t e x p e c t t h e 
Welshman i n t h e l a s t example t o w a l k i n t o a r e s t a u r a n t and e a t 
t h e menu, o r , p u r p o s e l e s s l y k n o c k on e v e r y d o o r w h i c h has a 
" p l e a s e k n o c k " s i g n on i t ) b u t r a t h e r t h a t i n c e r t a i n s i t u a t i o n s , 
s u c h a r e a d i n g can even be deemed c u l t u r a l l y a p p r o p r i a t e . A l t h o u g h 
we can a g r e e w i t h B a t e s o n ( l 9 5 5 > P 1 6 8 ) : 

" . . .There a r e p e o p l e , f o r e x a m ple, who, 
when B i g S i s t e r i n t h e soap o p e r a s u f f e r s 
f r o m a c o l d , w i l l send a b o t t l e o f a s p i r i n 
t o t h e r a d i o . s t a t i o n , o r recommend a c u r e 
f o r B i g S i s t e r ' s c o l d , i n s p i t e o f t h e f a c t 
t h a t B i g S i s t e r i s a f i c t i t i o u s c h a r a c t e r 
w i t h i n a r a d i o soap o p e r a . These p a r t i c u l a r 
members o f t h e a u d i e n c e a r e a p p a r e n t l y a 
l i t t l e b i t askew i n t h e i r i d e n t i f i c a t i o n 
o f what s o r t o f c o m m u n i c a t i o n t h i s i s t h a t 
i s c o m i n g f r o m t h e i r r a d i o . . . . " 

T h i s i s p r o b a b l y c o n t e x t - s p e c i f i c b e h a v i o u r t o t h e d e g r e e 
t h a t i t i s o f t e n e n c o u r a g e d " i n v o l v e m e n t " , b o t h s p o n s o r e d and 
l o n g e d f o r b y t h e makers o f c o m m e r c i a l f a n t a s y . S p e c i f i c a l l y 
t h i n k i n g i n t e r m s o f c u s t o m e r s , we a r e h e r e c o n c e r n e d w i t h t h o s e 
c u s t o m e r s who demand more d e f e r e n c e t h a n t h e y p e r c e i v e t h e m s e l v e s 
t o be r e c e i v i n g - and, p a r a d o x i c a l l y , m e r e l y s ucceed i n g e t t i n g 
a g r e a t e r show o f i t l T h i s i s e s s e n t i a l l y a m i s r e a d i n g o f t h e 
m e a n i n g o f d e f e r e n c e as s o m e t h i n g e s s e n t i a l ( r a t h e r t h a n as 
s o m e t h i n g e n a c t e d ) . Such demands a r c p a r t i c u l a r l y l i k e l y f r o m 
t h o s e o c c u p y i n g a s t a t u s c a t e g o r y w h i c h i s i n u n c o m f o r t a b l e 
p r o x i m i t y t o t h e s e r v e r . G o l d ( 1 9 5 3 , p 260) g i v e s a n i c e example 
o f t e n a n t s who e a r n l e s s t h a n t h e i r j a n i t o r : 

"...The j a n i t o r o f t e n r e f e r s t o t h e s e t e n a n t s 
as " f o u r f l u s i i e r s " . They l i v e on t h e b r i n k 
o f b a n k r u p t c y , and he knows i t . S t a t u s 
s y m b o l s a r e v e r y i m p o r t a n t t o them. U n l i k e 
t h e j a n i t o r , t h e y a p p a r e n t l y s t r a i n t h e i r 
b u d g e t s t o i m p r o v e t h e a p p e a r a n c e o f t h e i r 
p e r s o n s and t h e i r a p a r t m e n t s . When t h e y see 
t h e j a n i t o r ' s new c a r o r t e l e v i s i o n a r i c l ; 

( a ) E m b a r r a s s i n g l y p a r a d o x i c a l ( a n d h o r r i b l y s e l f - f u l f i l l i n g ) i s t h e 
r e s p o n s e t h a t t i e s s i n g - e r e t a].. (1 9 « 2 , p 693) n o t i c e d by m e n t a l 
p a t i e n t s t o t h e q u e s t i o n : 1 How do you f e e l ? ' . Many -of them t h o u g h t 
t h a t t h o y wore i n a ' t e s t ' s i t u a t i o n , and r e s p o n d e d w i t h a 
l e n g t h y d e s c r i p t i o n o f t h e i r c u r r e n t s t a t e o f mind o r body'. 
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t h e i r i d e a o f h i g h s t a t u s s y m b o l s , i t i s 
a l m o s t more t h a n t h e y can b e a r . I t / •> 
v i o l a t e s t h e i r sense o f s o c i a l j u s t i c e . . . 

A l t h o u g h l e s s f r e q u e n t l y f o u n d , i d e a l i s t i c p e r f o r m e r s 
a r e p e r h a p s more i r r i t a t i n g . ^ '"̂  The s u p e r v i s o r r e f e r r e d t o i n 
C h a p t e r Two (who t o o k h i s b l u e c o a t so s e r i o u s l y t h a t he had 
t o be d e s p a t c h e d t o a f a r away d e p o t where he c o u l d do l e s s harm) 
a l s o muddled up; t h e a c t u a l message c o n t a i n e d i n t h e m a n a g e r i a l 
i n j u n c t i o n t h a t t h e roundsmen s h o u l d t r y t o a v o i d r u n n i n g o u t 
o f b r e a d by a t t e m p t i n g i n a s u p e r v i s o r ' s m e e t i n g t o g e t t h e 
management t o i n s t a l l r a d i o s i n e v e r y cab so t h a t t h e d r i v e r ' s 
c o u l d c a l l i n when t h e y were g e t t i n g s h o r t o f p r o d u c t s l The 
s e n i o r s u p e r v i s o r who t o l d me t h i s , c o n t i n u e d : "The b l o k e ' s a 
f u c k i n g n u t t e r , h e ' l l have t o go...he's a n o t h e r G r u b b i t ( a 
r e c e n t l y s a c k e d s u p e r v i s o r ) . .an i d i o t ' . " 

Ye t a n o t h e r VJellbrea.ds s u p e r v i s o r ' (who p r e v i o u s l y had 
been c a u g h t by t h e P o l i c e f o r d e l i v e r i n g b r e a d and p i c k i n g up 
b o t t l e s o f m i l k - t o t h e l u d i c r o u s e x t e n t o f h a v i n g a v a n f u l l 
o f b o t t l e s o f m i l k ' . ) d i d n ' t q u i t e g e t h o l d o f t h e i n f e r r e d 
m a n a g e r i a l d i r e c t i v e t h a t t h e roundsmen s h o u l d n o t come s h o r t 
on t h e i r w e e k l y f i n a n c i a l r e c k o n i n g , and, as one o f t h e roundsmen 

( a ) E u l l e r ( 1 9 7 2 , p 6 7 ) , i n an a m a z i n g d i s c u s s i o n o f d c o r - t o - d o o r 
e n c y c l o p e d i a s e l l i n g , c a l l s a n o t h e r s o r t o f n a i v e c u s t o m e r a 
"mooch". Mooches a r c t h o s e c u s t o m e r s who i r r i t a t i n g l v i g n o r e 
t h e s e r v i c e p r e s e n t a t i o n , and i n e v i t a b l y i n s i s t u pon p u r c h a s i n g 
t h e e n c y c l o p e d i a s b e f o r e t h e p i t c h c a n be made. Mooches a r e n o t 
even f a i r game: t h e y t r i p b e f o r e t h e s a l e s m a n l i k e a d e e r w i t h a 
b r o k e n l e g b e f o r e a h u n t e r o u t f o r s p o r t . "..Mooches can be 
g e n e r a l l y d e f i n e d as p e o p l e who l i k e t o buy t h e p r o d u c t ; t h e y 
see t h e e n c y c l o p e d i a s a l e s m a n as t h e b e a r e r o f a r a r e and d e s i r a b l e 
g i f t . . . " 

( b ) C u l l e r ( 1 9 7 2 , p 66) r e c o g n i s e s a n i c e c l a s s o f i d e a l i s t i c p e r 
f o r m e r - - c a l l e d " f i s h e s " - amongst e n c y c l o p e d i a s a l e s m e n . "..The 
f i s h e s a c t u a l l y b e l i e v e t h a t t h e y a r e a d v e r t i s i n g r e p r e s e n t a t 
i v e s and t h e y s t a y w i t h t h e company n o t o n l y f o r t h e money, 
b u t because t h e y b e l i e v e i n e d u c a t i o n and t h e p r o d u c t . (These 
p e o p l e become v e r y d e f e n s i v e o f t h e i r j o b s and b r i s t l e a t t h e 
m e n t i o n o f any o t h e r e n c y c l o p e d i a ) . . " . Goffman ( l 9 7 4 > P 362-3) 
n o t e s some n i c e examples o f a c t o r s g e t t i n g c a r r i e d away and 
a c t u a l l y a s s a u l t i n g a c t r e s s e s t h e y were supposed t o f i g u r a t i v e l y 
a t t a c k , and o f a u d i e n c e s c r o s s i n g t h e f o o t l i g h t s t o b e r a t e ' a c t o r s 
p l a y i n g " n a s t y " p a r t s . 
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i n h i s s e c t i o n s a i d : 

" . . . h e ' l l do a n y t h i n g f o r y o u , h e ' l l h e l p 
anybody o u t . . . h e ' 1 1 b r e a k h i s neck b r i n g i n g 
a l l h i s r o u n d s o v e r , l i k e when 
was s h o r t , he h e l p e d h i m o u t by g i v i n g 
h i m cakes and b r e a d , and by t e l l i n g h i in 
t o pay i t i n and come o v e r . . . s o i t l o o k s 
good on h i s r e c o r d . . . h e w a n t s t h e Manager 
t o come up t o h i m and s a y : "You're d o i n g 
a w o n d e r f u l j o b " . . . j u s t as l o n g as h i s j o b 
i s done p r o p e r l y , he's c h u f f e d . . . . " 

I n t e r a c t i o n i n i s i n v o l v e m e n t ( s e l f - d i v e s t m e n t ) i s o v e r t 
r e c o g n i t i o n i n t h e p r e s e n t , o f t h e f a c t t h a t r e a l r e a l i t y f o r t h 
a c t o r l i e s e l s e w h e r e . As G o ffman ( l 9 6 l a , p 7 3 ) p u t s i t : 

"...When t h e i n d i v i d u a l w i t h d r a w s f r o m a 
s i t u a t e d s e l f he does n o t w i t h d r a w i n t o 
some p s y c h o l o g i c a l w o r l d t h a t he c r e a t e s 
f o r h i m s e l f o u t r a t h e r a c t s i n t h e name 
o f some o t h e r s o c i a l l y c r e a t e d i d e n t i t y . 
. . . d i s d a i n f o r a s i t u a t e d r o l e i s a 
r e s u l t o f r e s p e c t f o r a n o t h e r b a s i s o f 
i d e n t i f i c a t i o n . . . " 

V i e w i n g t h e w o r l d as a l l c o n t r i v a n c e , t h e n , means t h a t 
d o i n g c e a s e s t o be b e i n g : "The p e r s o n who i s t h e s a l e s m a n has a 
s e l f , b u t i s i s n o t t h e s e l f o f a s a l e s m a n " ( i _ o i d , p 5 5 ) - C l i c h e 
r e a d i n g s b y t h e a u d i e n c e p oses p r o b l e m s f o r t h e p e r f o r m e r . B l i n d 
t o t h e a c t u a l c o n t e n t and e x c l u s i v e l y c o n c e n t r a t i n g upon t h e 
m e t a - c o n t e x t makes them p a r t i c u l a r l y a l i v e t o any p i c a y u n e d i s 
c r e p a n c y i n t h e p e r f o r m a n c e t h a t t h e y m i g h t use t o d i s c r e d i t i t . 
A l e s s l i k e l y , b u t p e r h a p s more i r o n i c s i t u a t i o n m i g h t a l s o 
d e v e l o p . W h i l s t a u d i e n c e s c e p t i c i s m m i g h t make them awkward t o 
d e a l w i t h , t h i s i s s t r i c t l y because o f a d e c i s i o n t o t r e a t them 
' e a s i l y ' b y p e r f o r m e r s . S c e p t i c a l k n o w l e d g e i s o n l y i m a g i n e d g r a 
o f c o n n o t a t e d meaning. The l a c k o f a c t u a l c o m p a r a b i l i t y o f i t 
w i t h p e r f o r m e r - k n o w l e d g e means t h a t i t c a n n o t c o n t r i b u t e t o t h e 
game s t a t u s o f t h e a u d i e n c e . 

A s c e p t i c a l a u d i e n c e i s l i k e l y t o mock a d e f e r e n t i a l d i s p 
by a s e r v e r ( c u a a d i s p l a y ) , and demand a more b l a s e p e r f o r m a n c e 
b e l i e v i n g t h i s , o f c o u r s e , t o be more r e p r e s e n t a t i v e o f r e a l i t y . 
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T h i s d e p i c t s t h e f r a i l t y o f a u d i e n c e - s c e p t i c i s m , and t h e i r o n y : 
s c e p t i c s a r e more a t t h e mercy o f p e r f o r m e r s t h a n a r e t h e n a i v e 
- who a t l e a s t a r e demanding t h e a v o i d a n c e t h a t t h e y i n e v i t a b l y 
g e t , a l b e i t u n d e r a d i f f e r e n t name. By demanding t h o u g h ( a s t h e 
s c e p t i c d o e s ) t o be t r e a t e d w i t h more ' m a t i n e s s ' on t h e g r o u n d s 
t h a t t h i s w i l l c u l l l e s s o f a d i s p l a y , w i l l m e r e l y p r o d u c e i n 
p e r f o r m e r s a more (dumb i n s o l e n t ) d e f e r e n t i a l d i s p l a y . An 
example o f t a k i n g i t l i t e r a l l y and o b j e c t i n g t o i t , r a t h e r t h a n 
t o t h e l a c k o f i t . 

A u d i e n c e s c e p t i c i s m , t h e n , i s n o t t h e same as p e r f o r m e r 
c y n i c i s m , n o r , i n f a c t , i s i t even a c o m p a r a b l y k n o w l e d g e a b l e 
p o s i t i o n w i t h , f o r example, t h e i d e a l i s t i c p e r f o r m e r . The 
p e r f o r m e r , however c o m p e t e n t , has a c c e s s t o R e g i o n a l and Trade 
k n o w l e d g e w h i c h t h e a u d i e n c e , a t b e s t , can o n l y guess a t . F o r 
example, s c e p t i c a l q u e r y i n g o f t h e v a l i d i t y o f a p e r f o r m a n c e 
m i g h t make f i d d l i n g t r i c k y , b u t i t has an a d d i t i o n a l , p a r a d o x i c 
e f f e c t . Any w a r n i n g s t o r y n o t o n l y c o mmunicates some k n o w l e d g e 
o f t r a d e - s e c r e t s , b u t a l s o ( m e t a - ) c o m m u n i c a t e s t h a t t h e s c e p t i c 
i s unaware t h a t c o v e r i s r o u t i n e l y p r o v i d e d . S c e p t i c i s m i s n o t 
t h a t t h e i n t e r a c t i o n i s a " p e r f o r m a n c e " , b u t t h a t , t a k i n g f o r 
g r a n t e d t h a t i t i s r e a l , t h a t i t i s t h e w r o n g p e r f o r m a n c e . 
W h i l s t t h e s c e p t i c c a n n o t g u a r a n t e e i m m u n i t y f r o m t h e f i d d l e , 
she may, e m p i r i c a l l y , g e t i t . I a s k e d one o f t h e roundsmen i f 
he w o u l d c o n t i n u e t o f i d d l e a c u s t o m e r who had c a u g h t him 
f i d d l i n g h e r : 

" . . . p r o b a b l y , i f you c o u l d c a t c h h i m once, 
y o u c o u l d h i t h i m a g a i n , b u t I a l w a y s t h i n k : 
' H e l l , i f he's g o t me once, he m i g h t g e t me 
a g a i n ' ... a l t h o u g h , as I say, he p r o b a b l y i s n ' t 
even c h e c k i n g . . . j u s t t h i n k i n g t h a t y o u t h i n k 
he i s . . . " 

B l a s e p e r f o r m a n c e , on t h e o t h e r h a n d , i s d i f f i c u l t t o 
r e c o g n i s e o u t s i d e o f one's membership o f a p a r t i c u l a r g r o u p . I 
d i d , h owever, once o v e r h e a r two b a k e r y s a l e s s u p e r v i s o r s t a l k i n 
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"You can o n l y g e t monkeys t o w o r k f o r 
y o u i f you o n l y pay them b a n a n a s " 
( O t h e r , s o u r l y ) " I f y o u o n l y pay 
p e a n u t s , you c a n o n l y e x p e c t t o g e t 
monkeys..." 

Facade and R e a l i t y : G e n e r a t e d I n t e r a c t i o n a l O r d e r 

D i a g r a m 7 ( p a g e l/;9) k a s i l l u s t r a t e d v a r i o u s i n t e r a c t i o n -
c o mpetences and p o s i t i o n s . Each s e p a r a t e p e r f o r m e r / a u d i e n c e 
i n t e r a c t i o n w i l l t h e r e f o r e g e n e r a t e i t s own o r d e r , and t h e 
r e s u l t i n g r e a l i t y w i l l be a m a t t e r o f i n t e r a c t i o n a l c o - p r o d u c t i o n , 
r a t h e r t h a n s p e c i f i c a l l y and e x c l u s i v e l y t h e e f f e c t o f a s i n g l e 
c ompetence. 

The n i n e p o s s i b l e i n t e r a c t i o n s c r y s t a l l i s e i n t o t h r e e 
c o n c e p t u a l f o r m s ( s e e D i a g r a m 3 on page 15<3). O r t h o d o x i n t e r a c t i o n s , 
where t h e c r e a t e d f a c a d e i s t h o r o u g h l y o r d i n a r y t o a l l c o n c e r n e d ; 
h e t e r o d o x o c c a s i o n s , where t h e p e r f o r m e r / a u d i e n c e r e l a t i o n s h i p i s 
o v e r - t y p i c a l , and t h e r e s u l t i n g f a c a d e i s t h u s " t h i c k " ( f o r 
e x a m p le, d u r i n g a ' p l a y ' t h e s i t u a t i o n i s t h i c k f o r t h a t p a r t o f 
t h e a u d i e n c e who a r e t o t a l l y ' a w a y ' ) . A t h i r d p o s s i b i l i t y i s 
t h a t i n w h i c h t h e p e r f o r m e r / a u d i e n c e r e l a t i o n s h i p i s a - t y p i c a l . 
The f a c t t h a t l i e r e t h e c a t e g o r i c a l d i s t i n c t i o n b e t w e e n p e r f o r m e r 
and a u d i e n c e b e g i n s t o n a r r o w , w a r r a n t s t h e t e r m p a r a d o x i c a l . 
Under s u c h c i r c u m s t a n c e s , t h e f a c a d e s t a r t s t o c r u m b l e , and 
become " t h i n " . F o r example, when one o f t h e a c t o r s i n a ' p l a y ' 
r e q u i r e s a prompt w h i c h i s l o u d enough f o r t h e a u d i e n c e t o h e a r . 

I t i s p r i m a r i l y e x p e r i e n c e w i t h p a r a d o x i c a l a c t i o n t h a t 
r e q u i r e s t h e c o n t i n u o u s and h i s t o r i c n e g o t i a t i o n o f o r d e r . 
F a c a d es, l i k e h o u s e s , need c o n t i n u a l r e - p a i n t i n g : t h e r e a l i t y 
o f s e r v i c e needs r e - m y s t i f i c a t i o n as a u d i e n c e e x p e r i e n c e b e g i n s 
t o e x h a u s t t h e o a t i n a . 



158. 

D i a g r a m 8. Facade Forma 

IDEALISTIC NAIVE 

CYiIICAL SINCERE 

BLASE SCEPTICAL 

- ORTHODOX ( B a l a n c e d ) 
— PARADOX ( T h i n ) 

HETERODOX ( T h i c k ) 

C/lI 
B / S i 
B/N 
Sc/C 
S i / l 
S c / l 

S/B 
S/C 
I/N 

Weak H e t e r o d o x 
Weak H e t e r o d o x 
S t r o n g H e t e r o d o x 
Weak P a r a d o x 
Weak P a r a d o x 
S t r o n g P a r a d o x 
O r t h o d o x 
O r t h o d o x 
O r t h o d o x 

As B a r t h e s ( 1 9 6 4 , p 93, 9 4 ) m e n t i o n s , i t i s n o t o n l y so 
t h a t n o t h i n g i n p r i n c i p l e p r e v e n t s a m e t a l a n g u a g e b e c o m i n g , i n 
t u r n , a l a n g u a g e - o b j e c t f o r a new m e t a l a n g u a g e ; b u t r a t h e r t h e 
v e r y i n e v i t a b i l i t y t h a t " f r o n t s " , c o n s i d e r e d r e p r e s e n t a t i v e one 
y e a r , w i l l m e r e l y be f e l t t o be d e c o r a t i v e a few y e a r s l a t e r 
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( G o f f man, 1959? P 6 8 ) . F o r example, " a c t i o n " o r i e n t a t e d t r e n d y 
g r o u p s w i l l need t o p e r i o d i c a l l y i n v e n t nevz i n - t a l k as t h e 
p u b l i c t a k e s o v e r t h e i r once e x c l u s i v e s l a n g , and i t becomes 
c l i c h e ( B e c k e r , 1963, n o t i c e s t h a t t h i s i s p a r t i c u l a r l y -true o f 
j a z z - p l a y i n g and p o t - s m o k i n g g r o u p s ) . 

I n a p u r e l y o r g a n i s a t i o n a l sense, s e r v i c e becomes a 

" f i c t i o n " i n t h e s p e c i f i c sense o u t l i n e d by Cohen (1931> P 4 9 2 ) : 

" . . . a s s e r t i o n s t h a t c o n t a i n am e l e m e n t 
a d m i t t e d l y f a l s e b u t c o n v e n i e n t and even 
i n d i s p e n s a b l e t o b r i n g a b o u t c e r t a i n 
d e s i r e d r e s u l t s . A l t h o u g h f i c t i o n s - b o r d e r 
on myths w h i c h a r e g e n u i n e l y b e l i e v e d and 
on p i o u s f r a u d s w h i c h a r c i n t e n d e d t o 
d e c e i v e . . . ( t h e y h a v e ) an e l e m e n t o f 
i m p l i c i t a n a l o g y . . . ( a n d ) t h e p r a c t i c a l 
c o n v e n i e n c e o f b r e v i t y o u t w e i g h s t h e 
t h e o r e t i c a l g a i n o f g r e a t e r a c c u r a c y . . . " 

As D a l t o n ( 1 9 6 4 , P 195) r e m i n d s u s , t h e p e r p e t u a l 
o r g a n i s a t i o n a l " v e l v e t i s a t i o n " o f l a n g u a g e a l l o w s e x p e d i e n c y t o 
be " p e r i o d i c a l l y r e c l o t h e d w i t h new p r o t e c t i v e f i c t i o n s " ( . i j 3 i d , 
p 2 0 5 ) . 3 u c h t r i c k s a s , f o r e x a m p l e , c a l l i n g e x p l o i t a t i o n " s e l l i n g " 
s e l l i n g " s e r v i c e " , s e r v i c e " c o n s u l t a n c y " ( a n o t h e r one f r o m t h e 
c e n t r a l h e a t i n g m a n u a l ) a r e , o r c o u r s e , j u s t s u c c e s s i v e l y 
e f f e c t i v e means o f d i s p l a y i n g power. 

W i t h t h i s e x t e n s i v e f r a m e w o r k i n m i n d , t h e two i n t e r a c t i o n s 
w h i c h g e n e r a t e t h e roundsman's o c c u p a t i o n a l s e l f w i l l now be 
a n a l y s e d : when he i s , t o h i s c u s t o m e r s , a c y n i c a l " p e r f o r m e r " , 
and when t o t h e management he i s , j u s t l i k e t h e r e s t o f u s , a 
s i n c e r e u n t h i n k i n g p e r f o r m e r . 
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CUSTOMER INTERACTIONS: ORGANISING A SERVICE FACAI'E AS PERFORMER 

"...Most, k i n d s o f work b r i n g p g o p l e t o 
g e t h e r i n d e f i n a b l e r o l e s . . . I n many o c c u p 
a t i o n s t h e r e i s some c a t e g o r y o f p e r s o n s 
w i t h whom t h e p e o p l e a t work r e g u l a r l y 
come i n t o c r u c i a l c o n t a c t . I n some o c c u p 
a t i o n s t h e most c r u c i a l r e l a t i o n s a r e t h o s e 
" w i t h one's f e l l o w w o r k e r s . I t i s t h e y who 
can make l i f e sweet o r s o u r . O f t e n , how
e v e r , i t i s t h e p e o p l e i n some o t h e r p o s i t 
i o n . And i n many t h e r e i s a c a t e g o r y o f 
p e r s o n s who a r e t h e cornsumers o f one's 
work o r s e r v i c e . I t i s p r o b a b l y t h a t t h e 
p e o p l e i n t h e o c c u p a t i o n w i l l have a 
c h r o n i c f i g h t f o r s t a t u s , f o r p e r s o n a l 
d i g n i t y w i t h t h i s g r o u p o f consumers o f 
t h e i r s e r v i c e s . P a r t o f t h e s o c i a l p s y c h o l 
o g i c a l p r o b l e m o f t h e o c c u p a t i o n i s t h e 
m a i n t e n a n c e o f a c e r t a i n f r e e d o m and s o c i a l 
d i s t a n c e f r o m t h e s e p e o p l e most c r u c i a l l y 
and i n t i m a t e l y c o n c e r n e d w i t h one's w o r k . . . " 

(Hughes, 1958, p 53) 

Facade as C o n s t i n c t i o n J S e r v i c e as a P r e s e n t a t i o n 

A " r e g i o n " i s "bounded i n some d e g r e e b y b a r r i e r s t o 
p e r c e p t i o n " ( G o f f man, 1959? P 1 3 9 ) . I"t i s n o t so much a q u e s t i o n 
o f s p a c e , b u t o f s t y l e . A s p e c i f i c a l l y back r e g i o n i s one where 
" t h e i m p r e s s i o n f o s t e r e d b y t h e p e r f o r m a n c e i s k n o w i n g l y c o n t r a 
d i c t e d as a m a t t e r o f c o u r s e " ( i b i d , p 1 1 4 ) . 

Roundsmen i n t e r a c t s o l i t a r i l y w i t h t h e i r c u s t o m e r s . F o r 
them, s e r v i c e o c c a s i o n s o c c u r i n t h e f r o n t r e g i o n , and i n t e r a c t i o n 
w h i c h o c c u r s t h e r e i s o n l y p s y c h o l o g i c a l l y s u p p o r t a b l e b y t h e 
e x i s t a n c e o f a b a c k - r e g i o n ( w h i c h f o r s o l i t a r y w o r k e r s i s a 
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p s y c h o l o g i c a l p l a c e , where " d e r i s i v e c o l l u s i o n " -takes p l a c e 
b e t w e e n t h e p e r f o r m e r and h i m s e l f , and where he m u t t e r s d a r k l y 
a b o u t h i s c u s t o m e r s ) where d i s c r e p a n c i e s b e t w e e n t h e r e a l i t y 
and a p p e a r a n c e o f s t a n d a r d s "becomes t o l e r a b l e . I n b a c k r e g i o n s , 
p a r a d o x i c a l c o n v e r g e n c e i s manageable. I n S h e t l a n d H o t e l , 
( G o f f m a n , 1959, P 120) : 

" . . . O f t e n t h e r e m a i n s o f a j o i n t o f 
meat o r "the b r o k e n r e m a i n s o f a b a t c h 
o f ' t a r t s "would be s e r v e d . . . i f a. p u d d i n g 
made f r o m s t a l e b r e a d and cakes d i d 
n o t pass t h e t e s t o f what was good 
enough f o r g u e s t s , i t was e a t e n i n 
t h e k i t c h e n . . . . ( w h e r e ) mould w o u l d 
sometimes f o r m on soup y e t t o be u s e d . 
Over t h e k i t c h e n s t o v e , wet s o c k s 
w o u l d be . d r i e d on t h e s t e a m i n g k e t t l e . . . " 

W h i l s t t h e roundsman w i l l p e r s o n a l l y f e e l a s i m i l a r 
t o l e r a n c e f o r a m b i g u i t y i n t h e p r e s e n t a t i o n and c o l l a t i o n o f 
t h i n g s ; i n t h e f r o n t r e g i o n o f s e r v i c e , t h e c u s t o m e r s e c u r e s 
t h e u n w i t t i n g agreement o f t h e roundsman t o t a c i t l y obey 
c u s t o m e r r u l e s - f o r - o r d e r i n g - s a l e s - o c c a s i o n s . T h i s i s p a r t i a l l y 
m e r c e n a r y ( l o a v e s t h a t f a l l on t h e g r o u n d do n o t e a s i l y g e t 
s o l d ) , p a r t l y because even f r o n t - r e g i o n i r r e v e r e n c e t e n d s t o be 
o f a s t r u c t u r e d k i n d , and p a r t l y because e v j n back r e g i o n s c a r r y 
some o f t h e s t a n d a r d s o f f r o n t . 

Thus, w h i l s t s e r v i c e / f r o n t r e g i o n b e h a v i o u r i s i n a g r e e 
ment w i t h a u d i e n c e / c u s t o m e r r u l e s f o r e n a b l i n g s uch o c c a s i o n s , t h e 
roundsman c o n t r o l s s a l e s - i n t e r a c t i o n s by n o t o n l y s u b t l y -
i n f l u e n c i n g t h e d e f i n i t i o n o f t h e s i t u a t i o n t h a t t h e c u s t o m e r 
w i l l make, b u t a l s o by m a i n t a i n i n g c o n t r o l o f a v a i l a b l e i n f o r m 
a t i o n and k n o w l e d g e i n t h e s i t u a t i o n . The s e l l i n g s e t t i n g i s so 
a r r a n g e d t h a t even i n q u i s i t i v e c u s t o m e r s can be w e l l c a t e r e d f o r ; 
the roundsman's p r o p s , h i s b a s k e t f u l l o f goods and h i s v a n a r e 
e s p e c i a l l y p r e p a r e d f o r t h o s e c u s t o m e r s n o t s a t i s f i e d w i t h s t a n d a r d 
s e r v i c e , and i n s t e a d demand a more r e a l image. A c c o r d i n g l y , t h e 
v a n and b a s k e t a r e k e p t c l e a n , f r e s h and t i d y t o g i v e t h e 
i m p r e s s i o n t h a t t h e b a c k r e g i o n i s n o t o n l y v i s i b l e , b u t a l s o 
p a l a t a b l e . 
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S e r v i c e , t h e n , i s c o n s c i o u s l y _ur_e_scjrj1e_d t o t h e c u s t o m e r . 
T h i s i s a l s o t r u e o f t h e " p r o d u c t " . F i r s t , a n o t e on m a r k e t i n g 
i r o n y . A b a s i c o r g a n i s a t i o n a l t r o u b l e w i t h t h e s e r v i c e i n d u s t r i e s 
i s t h a t many o t h e r w i s e h i d d e n c o s t s need t o be t r a n s f e r r e d t o t h e 

( a ) 
c u s t o m e r . C h a r a c t e r i s t i c a l l y , w i t h b r e a d , gaudy and e t e r n a l l y 
r e - d e s i g n e d p a c k a g i n g i s p r o d u c e d i n o r d e r t o d r a m a t i c a l l y r e 
l i v e i n v i s i b l e c o s t s . U n f o r t u n a t e l y , t h i s t r a n s f o r m s t h e d e n o t e d 
m e aning o f b r e a d f r o m n e c e s s i t y t o l u x u r y : f r o m b e i n g t h e b a s i c 
s t a f f , t o j u s t a n o t h e r i n e s s e n t i a l f r i p p e r y o f l i f e . S h o r t t e r m 
c o m p e t i t i v e m a r k e t i n g g e n e r a t e s a l o n g t e r m e l a s t i c i t y o f 
consumer 1 demand t y p i c a l o f t h e n e c e s s i t y - l u x u r y change ( c f , 
D o u g l a s and I-Jicod, 1974 > P 7 4 7 ) . Peas f o r example, have been 
p r o g r e s s i v e l y p a c k a g e d and p r o c e s s e d t o d e a t h . Once b o u g h t 
( a d m i t t e d l y o n l y i n s e a s o n ) i n t h e pod, t h e y have now become a 

( a ) I n v i s i b l e s e r v i c e a g e n t s ( t h o s e who s e r v i c e o u t o f s i g h t o f t h e 
c u s t o m e r ) f e e l t h e p r o b l e m o f m a t e r i a l i s i n g i n v i s i b l e c o s t s 
p a r t i c u l a r l y a c u t e l y . T h i s i s t y p i c a l l y r e s o l v e d by ( i ) a r t i f 
i c i a l l y g e n e r a t i n g an " i m p r e s s i v e " d e l a y b e t w e e n t h e i n i t i a t i o n 
and c o n c l u s i o n o f s e r v i c e . R i i s and P a t r i c ( 1 9 4 2 ) were f r e q u 
e n t l y and u n n e c e s s a r i l y a s k e d t o l e a v e t h e i r c a r , r a d i o o r wa t c h 
and "come back i n a few d a y s " . S t r o d b e c k and Sussman ( I 9 6 I , p 6 J o ) 
add: " . . . t h e d e l a y i s o f t e n u t i l i s e d as a t e c h n i q u e t o c o n c e a l 
t h e s i m p l i c i t y o f many r e p a i r o p e r a t i o n s . . . " , ( i i ) b y u s i n g a 
v e r y " i m p r e s s i v e " t e s t i n g m a c h i n e w h i l e t h e c u s t o m e r i s p r e s e n t . 
R i i s and P a t r i c ( 1 9 4 2 ) came a c r o s s t h e s e phony m a c h i n e s so 
f r e q u e n t l y i n t h e i r c r a f t y t r a v e l s , t h a t t h e y even d e v e l o p e d a 
name f o r them: 'Rube G o l d b e r g s ' ( i b i d , p U o ) . I n t r a d e p u b l i c 
a t i o n s ( r e s t r i c t e d t o p e r f o r m e r s ) t h e s e " b u s i n e s s p r o d u c e r s " , 
o r " m e r c h a n d i s i n g m a c h i n e s " a r e even e x p l i c i t l y a d v e r t i s e d as 
mach i n e s t h a t s e l l s e r v i c e ( i b i d , p l l j ) r a t h e r t h a n t e s t 
a p p l i a n c e s . Some o f t h e 'Rube G o l d b e r g s ' a r e even d e s i g n e d so 
t h a t , j u d i c i o u s l y h a n d l e d , t h e y w i l l a c t u a l l y d e s t r o y t h e p a r t 
a l l e g e d l y b e i n g t e s t e d i n o r d e r t o g u a r a n t e e t h e n e c e s s i t y f o r 
a r e p l a c e m e n t . I t i s e s p e c i a l l y h a r d t o t e l l i f t h e a p p l i a n c e s 
l e f t f o r r e p a i r have been c r o o k e d l y s e r v i c e d as t h e d i a g n o s i s -
p r o g n o s i s s i t u a t i o n i s complex. A d d i t i o n a l l y , t h e r e a r e s e v e r a l 
p o s s i b i l i t i e s f o r "gyppery" o f t h i s s o r t , ( a ) Rea l r e p a i r work 
i s done, a r e a l e x p l a n a t i o n i s g i v e n , b u t t h e work wasn't i n f a c t 
n e c e s s a r y , ( b ) a r e a l e x p l a n a t i o n i s g i v e n , b u t t h e work was i n 
f a c t n o t done as i t was u n n e c e s s a r y , and (c,) a c h a r g e was made 
b u t t h e r e a s o n i n g was f a u l t y , and t h e work wasn't done because i t 
was u n n e c e s s a r y . N e v e r t h e l e s s , t h e r e i s some r e a l j u s t i f i c a t i o n 
f o r t h e c o n v e n t i o n p l e a o f an i n v i s i b l e - s e r v i c e a g e n t c a u g h t i n 
t h e a c t : t h a t o f l a r g e ' o v e r h e a d s ' ( s e e t h e e x c e l l e n t argument 
o f f e r e d b y L e o n a r d and Weber, 197 J; on t h e v m p l i c a t i o n s t h a t 
a u t o m o b i l e r > r 0 d u c t i o n p r i c i n g a r r a n g e m e n t s has f o r d e a l e r s t r y i n g 
t o f u l f i l s e r v i c e w a r r a n t i e s . ) 
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f r e e z e r l u x u r y w i t h t y p i c a l p r i c e e l a s t i c i t y and demand f l e x i b i l i t y 
M i l k c o n s u m p t i o n p e r h a p s p e r f e c t l y i l l u s t r a t e s t h i s dilemma: i n 
A m e r i c a ( s e c , B i g u s , 1972) where i t i s p a c k a g e d i n c a r t o n s , 
f l a v o u r e d w i t h c h o c o l a t e and s o l d w i t h y o g h o u r t , i t needs t o 
be s o l d d u r i n g d a y l i g h t h o u r s . I n t h e U.K., i t i s s t i l l "unpackaged 
s t i l l a n e c e s s i t y , and t h u s , can s t i l l be d e l i v e r e d . P o t a t o e s 
a r e y e t a n o t h e r u s e f u l e x a m p le, t h e Ca&bury's Swash b e d - s i t t e r 
a b s u r d i t y a s i d e ( t o o r e d o l e n t o f d e h y d r a t e d w a t e r w h i c h was s o l d 
i n cans t o Americans w i t h n u c l e a r f a l l - o u t s h e l t e r s i n t h e more 
h y s t e r i c a l f i f t i e s ) t h e s u p e r m a r k e t move t o w a r d s t h e washed and 
p o l y t h e n e d p o t a t o p e r f e c t l y r e f l e c t s t h e m a r k e t i n g exchange o f 
a d i r t y p r o d u c t f o r a c l e a n image. 

S i m i l a r l y w i t h b r e a d , s l i c i n g and wrapping t r a n s f o r m s t h e 
o r i g i n a l c o n c e p t - l o a f i n t o i t s modern l u x u r y - i m a g e . I n k n o w l e d g e — 
a b o u t c u l t u r e , as Marcuse (1 9 M > P 9$) t e l l s u s , t h e image o f t h e 
t i l i n g i s much more t o l e r a b l e t h a n t h e t h i n g i t s e l f : 

"...The l a n g u a g e c o n t r o l s by r e d u c i n g t h e 
l i n g u i s t i c f o r m s and s y m b o l s o f r e f l e c t i o n , 
a b s t r a c t i o n , development, c o n t r a d i c t i o n ; 
by s u b s t i t u t i n g images f o r c o n c e p t s . I t 
d e n i e s o r a b s o r b s t h e t r a n s c e n d a n t 
v o c a b u l a r y ; i t docs n o t s e a r c h f o r b u t 
e s t a b l i s h e s and imposes t r u t h . . . " 

I n t h e h o t e l b u s i n e s s , i t seems t h a t t h e c u s t o m e r demands 
f o r n i c e d e m o n s t r a t i o n s o f a t t e n t i v e n c s s p r a g m a t i c a l l y p r e c l u d e t h e 
a c t u a l c o n s t r u c t i o n o f what i i d i s p l a y e d . I r o n i c a l l y , as O r w e l l 
(1933, P 71-3) b i t t e r l y t e l l s u s , so much time i s s p e n t on the 
show of t h e t h i n g , t h a t t h e r e i s j u s t n o t time f o r t h e t h i n g i t s e l f 

"...The c u s t o m e r p a y s , as he sees i t , f o r 
good s e r v i c e ; t h e employee i s p a i d , as he 
sees i t , f o r t h e b o u l o t - meaning, as a r u l e 
an i m i t a t i o n o f good s e r v i c e . The r e s u l t i s , 
though- h o t e l s a r e m i r a c l e s o f p u n c t u a l i t y , 
t h e y a r e w o r s e t h a n t h e worse p r i v a t e houses 
i n t h e t h i n g s t h a t m a t t e r . . . Y e t we were c l e a n 
when we r e c o g n i s e d c l e a n l i n e s s as p a r t o f 
t h e b o u l o t . v'e s c r u b b e d t h e t a b l e s and 
p o l i s h e d t h e b r a s s w o r k r e g u l a r l y , because 
we had o r d e r s t o do t h a t ; b u t we had no 
o r d e r s t o be g e n u i n e l y c l e a n , and i n any 
case we had no t i m e f o r i t . We were s i m p l y 
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c a r r y i n g o u t o u r d u t i e s ; and as o u r 
f i r s t d u t y was p u n c t u a l i t y , we s a v e d 
t i m e by b e i n g d i r t y . . . R o u g h l y s p e a k i n g , 
t h e more one pays f o r f o o d , t h e more 
sweat and s p i t t l e one i s o b l i g e d t o 
e a t w i t h i t . . . D i r t i n e s s i s i n h e r e n t 
i n h o t e l s and r e s t a u r a n t s , because 
sound f o o d i s s a c r i f i c e d t o p u n c t u a l i t y 
and s m a r t n e s s . . . " 

A t W e l l b r e a d s , what f o r t h e Roundsman, t h e n , i s a c o n c e p t -
l o a f , must be p r e s e n t e d t o t h e c u s t o m e r as an i r n a g e - l o a f . The 
n a t u r a l r i g i d i t y and i n t o l e r a n c e o f d e v i a t i o n s f r o m t h e image 
must, o r c o u r s e , be c o n s i d e r e d . 

A t an e x t r e m e l e v e l , any " c o n t r a d i c t o r y " p r o d u c t s a r e 
d e s t r o y e d a t s o u r c e ( o v e r o r u n d e r w e i g h t , o r c o l o u r e d b r e a d i s 
d e s t r o y e d by d e s p a t c h w o r k e r s who l i v e n i c e l y on t h e b o u n d a r i e s 
b e t w e e n p r o d u c t i o n and s a l e , and who can t h u s f u l f i l s u c h d u t i e s 
w i t h a f i n e sense o f b a l a n c e ) i n t h e same way t h a t no i m p e r f e c t 
stamps o r b a n k n o t e s a r e a l l o w e d t o l e a v e t h e m i n t . Thus, i n b o t h 
c a s e s s u p p o r t i n g t h e v e r y r e a c t i o n s t h a t s u ch p r a c t i c e s a r e d e s i g n e d 
t o f o r e s t a l l ( a n i c e c o n t r o l i r o n y ) - a l t h o u g h w i t h f o o d , a g u t , 
r a t h e r t h a n c u l t u r a l r e a c t i o n i s i n v o l v e d . 

To keep any p r o d u c t - i m a g e " c l e a n " , p r o d u c t h a n d l i n g r u l e s 
a r e s p e c i f i c a l l y t a u g h t t o s e r v i c e a g e n t s . The i d e a , o f c o u r s e , 
i s t o c o n f o r m t o t h e image, and n o t n e c e s s a r i l y t o t h e r e a l i t y . 
P e r f e c t l y a c c e p t a b l e hams, f o r example, a r e i n j e c t e d w i t h c h e m i c a l s 
t o make them more ' h a m - l i k e ' , and b r e a s t s w i t h s i l i c o n e s t o make 
them c o n f o r m w i t h more r i g i d i t y ( l l a c C a n n e l , 1973, P 5 9 1 ) . I n g e n e r a l , 
t h e more d i s t a n t t h a t p r o d u c t i o n g e t s f r o m t h e consumer, t h e more 
t h e consumer-knowledge w i l l be m e d i a t e d , and t h e more t h a t i t s 
s a l e w i l l have t o v i s u a l l y c o n f o r m t o t h e p r o d u c t - s a f e t y r u l e s 
( f o r t h e l a t t e r , see D o u g l a s , 1966, p 5 2 - 3 ) • I n f a c t , f o o d has 
so c o m p l e t e l y been t a k e n o u t o f t h e d i r e c t hands o f t h e p o p u l a c e 
i n a d v a nced economies t h a t p r o d u c t - p a r a d o x - r u l e s a r e l e g a l l y 
c o d i f i e d . F o r example, d i r t y h ands, h a i r , o v e r a l l s a r e f o r b i d d e n , 
u n t i d y h a i r i s a c t u a l l y an o f f e n s e , and one s h o u l d n o t l i c k one's 
f i n g e r s when t u r n i n g p ages, p i c k one's n o s e , s p i t , smoke, t a k e 
s n u f f , f a i l t o wash one's hands a f t e r v i s i t i n g t h e l a v a t o r y , and so 
on. 
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The g r e a t e s t problem for - roundsmen i s b r c a d - f r a s h n e s s : 
s u c c e s s f u l l y d e a l i n g u i t h i t i n customer i n t e r a c t i o n s i s a l o n g , 
learnt process. Adequate performance however, can reduce what 
i s e s s e n t i a l l y a t e c h n i c a l problem. The management, of course, 
arc dogmatic: when 1 f i r s t r e l a y e d customer c o m p l a i n t s about 
the age o f t h e i r bread t o the manager, he s a i d : 

"...Look, t h e r e ' s no such t h i n g as s t a l e 
bread at t h i s bakery, so go back and 
t e l l thern t h a t . There's o n l y f r e s h bread, 
...and "oread which i s n ' t q u i t e as f r e s h 
as i t n o r m a l l y i s . . . " 

A c o n f e c t i o n a r y worker, i n a s i m i l a r v e i n , s a r c a s t i c a l l y 
remarked: 

" . . . W e l l , you know what o l d 
( p r e v i o u s Sales manager)uscd t o say? 
'There's no s t a l e bread here, j u s t f r e s h 
bread.... and bread w i t h a f u r coat on'.'..." 

Rather than c o n t i n u a l l y r e t u r n bread-to the bakery, new 
salesmen are always tempted t o t r y t o 'pass' s t a l e bread t o 
customers and thus a v o i d t h e o c c u p a t i o n a l embarrassment of 
witnessed s a l e s - and round-management f a i l u r e back at the depol 
Occasional i n i t i a l a t t e m p t s t o d e m o c r a t i c a l l y r o t a t e s t a l e s 
among t h e customers are soon r e p l a c e d by choosing customers t o 
whom one might r e g u l a r l y palm s t a l e s o f f , thus e r o d i n g t h e i r 
c r i t e r i a o f d i f f e r e n c e by o f f e r i n g them c o n t i n u i t y of s t a l e 
e xperience. Some roundsmen manage t o convince themselves (and 
sometimes t h e i r customers) t h a t t h ey have enough customers who 
a c t u a l l y p r e f e r t h e i r bread a day o l d . One roundsman s a i d : 

" . . . f u n n i l y enough, I've got one or two 
on here who l i k e bread a day or two o l d 
. . . w e l l , i f you get stuck w i t h too much 
you have t o know where t o bung i t on.. 
I . have bunged s t a l e bread i n a shop, but 
never i n a sma l l shop...mainly, because 
. . . t h i s f i r m depends so much on the co r n e r 
shop...also, you put them i n a b i g s t o r e 
because t h e r e , you can get away w i t h i t 

(a ) Cf. Gross (1970> P 149) When questioned about d a t e - c o d i n g , a U.S. 
baker r e p l i e d : "You j u s t get customers confused. Fresh bread 
i s n ' t good f o r you anyway... i t ' s nob h e a l t h y " . 
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. . . i n "the b i g st-ores /thai; I do... we don't 
do s a l e - a n d - r e t u r n . , .so the c r a f t y f u c k e r s 
can't push them back at me the next day' . " 

I n i t i a l l y , roundsmen are o n l y able t o pass s l i c e d bread 
as t h e waxed wrapper keeps the bread, t o l e r a b l y p l i a b l e . L earning 
the 'polythene t r i c k ' (uncut bread s t o r e d o v e r n i g h t i n a polythene 
bag r e t a i n s i t s p l i a b i l i t y which of course, customers, when they 
arc h a n d l i n g the bread., can be l e d t o confuse w i t h s o f t n e s s and 
f r e s h n e s s ) allows- the roundsman t o " h o l d " any bread on the van 
o v e r n i g h t and s u c c e s s f u l l y pass i t the next clay. The same salesman 
cont inued: 

"...nowadays I h a r d l y ever s e l l uncut bread 
"that's a day o l d . . . i f I'm pushed, I ' d use i t , 
but n o r m a l l y I ' d chuck i t o f f when I got back, 
even i t i f was i n p o l y t h e n e . . . ! don't t r y i t too 
o f t e n , I t h i n k you can d e t e c t i t too e a s i l y . . 
s l i c e d bread, w e l l , t h e r e , i n many cases, you 
can get h o l d o f ' a l o a f and i t f e e l s as good 
as a f r e s h one...and t h a t ' s what I do w i t h 
s t a l e uncut ones, 1 t r y i t , f e e l i t , and 
t h i n k : 'Oh, t h a t one don't f e e l t o o bad 1..." 

A f t e r a b i t , t h e roundsman begins t o r e l y l e s s on t e c h n i c a l 
m a n i p u l a t i o n ( i n the 1 p a s s i n g 1 of s t a l e bread) and more on v e r b a l 
d e x t e r i t y , p r a c t i c i n g a t f i r s t w i t h absent customers J 

" . . . W e l l , I work a c r a f t y one'. ...you get t o 
know which c u s i o m r r s arc going t o be o u t , t h a t 
saves any arguments ...(once) I o n l y had one 
of y e s t e r d a y s l e f t . . . s o , i n s t e a d o f taking-
i t round the back., I put i t i n a bag, and 
l e f t i t round tire f r o n t i n the sun...when I 
got t h e r e next t i m e , she s a i d : 'That bread 
f e l t a b i t s t a l e o u t s i d e , you d i d n ' t leave i t 
i n the r i g h t place'..and I s a i d : ' I t v/as prob
a b l y the sun'...." 

There comes a t i m e , n a t u r a l l y , when the v e r y a b i l i t y t o 
v e r b a l l y handle customers con-tributes t o o c c u p a t i o n a l c y n i c i s m . 
As one roundsman s a i d : " b e l l , I ' d t e l l them a l i e or something, 
t h a t the machine had broken down, a n y t h i n g " , and I found p e r s o n a l l y 
t h a t t h i s can f3ometini.es degenerate i n t o t h e p r o d u c t i o n o f the most 
b i z a r r e and absurd reasons, which cannot, q u i t e f r a n k l y , be read 
s e n s i b l y however yon look at i t . I. used t o say t h i n g s l i k e : "Well, 

http://f3ometini.es
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you can't r e a l l y 'bell by f e e l i n g i t " , o r , " I t ' s a l r i g h t r e a l l y , 
i t j u s t t a s t e s s t a l e . " Another roundsman t o l d me: 

"...nobody used t o cay much about the 
s t a l e s , sometimes they v/ould say: 'Bread 
v/asn't v e r y fresh, yesterday' ... so I ' d 
make up some cock and b u l l s t o r y t h a t 
the machine had broken dovm.,.you've 
got so many excuses t h a t you can use, 
I used t o blame the weather. . . I used 
t o blame t h a t q u i t e a b i t , i f i t was 
c o l d , i t would make the bread hard, and 
i n the summer, the heat v/ould malic i t 
go mouldy'....! used t o blame atmospheric 
c o n d i t i o n s . . . d i f f e r e n t t h i n g s l i k e -chat.. . " 

A f i n a l c l e a n - t r i c k enabled one t o use bread t h a t was two 
days o l d . When the weather was p a r t i c u l a r l y h o t , even s l i c e d bread 
used t o go hard o v e r n i g h t . To c o u n t e r a c t t h i s , some of the more 
experienced men would place a d a y - o l d l o a f end-up on t h e f l o o r , 
and stand on i t . I t would be compressed t o about t h r e e t o f o u r 
inches l o n g , but by the time the d r i v e r had reached the f i r s t 
c a l l , i t v/ould have conc e r t iiftkL t o f e e l b e a u t i f u l l y s o f t . 

A secondary product-image problem was keeping t h e products 
c l e a n . Loaves t h a t are dropped on the gro una i n f r o n t o f the 
customer are n a t u r a l l y and immediately thrown i n t o a waste b i n 
at the f r o n t of t h e van ( t o be r e t r i e v e d f o r the next customer). 
A more d i f f i c u l t problem i s keeping the hands c l e a n . For a s t r a n g e r , 
housing e s t a t e s have a d e s e r t - l i k e q u a l i t y : never a p u b l i c l a v a t o r y 
or a wash b a s i n anywhere, and p e r p e t u a l h a n d l i n g of d i r t y s t e e r i n g 
wheels and van-doors c r e a t e s problems. One o f the salesmen commented 

"...when I want t o wash my hands, I go up 
t o t h e door b e f o r e I serve her, and say: 
'Can I wash my hands please, M'am, I got 
a b i t d i r t y on the l a s t customer's g a t e ' , 
never serve.her f i r s t , t h e y wouldn't l i k e 
t h a t . . . " 

A s u b s i d i a r y oroblem i s i m a r e - t i d i n e s s . A l o a f w i t h a t o r n 
" " ( a ) wrapper i s as d i f f i c u l t t o pass as one which i s t n r e e days o l d . 

( a ) xho success i n s a les of second-hand f u r n i t u r e recovered t o 5 pass 
as 'new' t e s t i f i e s t o the s e r v i c e f a c t t h a t i t i s the 'wrapper', 
and not the c o n t e n t t h a t counts. (C ' a p l o v i t z , 1 9 6 j , p 23, 1 5 l ) . 
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Held c o r r e c t l y , i t can be s o l d w i t h o u t "too much t r o u b l e , and 
even r e t u r n e d t o the bakery, i t can at l e a s t be rev/rapped, arid 
sent out t o do duty again. 

But t h e roundsmen have t o keep t h e i r s m i l e , as w e l l as 
t h e i r bread f r e s h . S o l i , as w e l l as p r o d u c t , must be presented. 
The s e l f - - u r e a o n t a t i o n r u l e s t h a t a l l salesmen l e a r n (keeo one's 

(a ) " ' o v e r a l l s c l e a n , e t c , ) i f obeyed, t r a n s f o r m t h e i r a c t i o n i n t o 
an e x p r e s s i o n of s e r v i c e . Using semiology i n a r e a l sense 
( r a t h e r than the mctaphoric sense which has been used t o c r e a t e 
the s t r u c t u r e of t h i s C h a p t e r ) , the salesman i s dressed ( c l e a n 
hands, t i d y h a i r , s h i n y o v e r a l l s ) t o be a "whole image" ( B a r t h e s , 
1964? p 4 6 ) , f u l l y s a t u r a t e d w i t h image-meaning. To the roundsman, 
the service-image i s 'only a f r o n t 1 - h i s dramatic f a c e , or 
work s e l f , i t f u n c t i o n s t o d e f i n e the s i t u a t i o n as an acceptable 
one f o r customers. 

For p e r f o r m e r s , " s e r v i c e " r e f e r s t o t h a t s o r t o f c o n s i d 
e r a t i o n , of the customer's comfort which i s second o n l y t o her 
c a p a c i t y t o pay'. (Maurer, 1931, P 325). -''or customers, the 
s e r v i c e image i s ' i d e a l i s e d ' i n the way t h a t Goffman (1959? P 36, 
40, ci3) reminds us: 

"...many s e r v i c e occupations o f f e r t h e i r 
c l i e n t s a performance t h a t i s i l l u m i n a t e d 
w i t h d r a m a t i c expressions o f c l e a n l i n e s s , 
m o d ernity, competence and i n t e g r i t y . While 
i n f a c t these a b s t r a c t standards have a 
d i f f e r e n t s i g n i f i c a n c e i n d i f f e r e n t occup
a t i o n a l performances, the observer i s 

(a) B l u e - c o l l a r workers are, of course, g i v e n o v e r a l l s t o b r i n g t h e i r 
appearance up t o the s e r v i c e i d e a l . That i d e a l , however, i s not 
j u s t a r e f i n e m e n t of normal d r e s s ; over--drossed employees would 
need t o dress down f o r the p a r t . T r i l l i o n (19&9» P 3) quotes the 
example of a h i g h l y s u c c e s s f u l a p p l e - s t o r e owner ha v i n g t o take 
h i s neat business s u i t o f f , and don "an o l d p a i r o f corduroy 
pants and a dark c a r d i g a n sweater" i n s t e a d . "That's a farm o u t l e t , 
and people don't want t o see a business e x e c u t i v e out t h e r e , " he 
s a i d : "You got t o lo o k the p a r t " . S i m i l a r l y , C a p l o v i t a (1963, p 2-j) 
r e p o r t s t h a t c r e d i t s t o r e s employ Puerto i t i c a n salesman, who 
are l e s s I i : - : c l y t o p r c s e n t a t i o n a l l y i n t i m i d a t e p o o r l y - d r e s s e d 
p o t e n t i a l oustoonrn. 
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encouraged t o s t r e s s the a b s t r a c t s i m i l a r 
i t i e s ... the i n d i v i d u a l t y p i c a l l y i n f u s e s 
h i s a c t i v i t y w i t h signs which d r a m a t i c a l l y 
h i g h l i g h t and p o r t r a y c o n f i r m a t o r y f a c t s 
t h a t might o t h e r w i s e remain unapparent 
or obscure...whatever t h i s maimer conveys 
about t h e n , o f t e n i t s major purpose i s 
t o e s t a b l i s h a f a v o u r a b l e d e f i n i t i o n of 
t h e i r s e r v i c e or p r o d u c t . . . " 

I n terms of the p a r t i c u l a r components o f the s e r v i c e -
f r o n t , the scenic aspects arc s y m b o l i c a l l y v e r y t r i c k y f o r 
the salesman t o n e g o t i a t e . W h i l s t h i s v i s u a l image acts as a 
s o c i a l l i c e n c e f o r h i s presence on urban housing e s t a t e s d u r i n g 
working hours, s e l l i n g takes place on the d o o r s t o p ; which, i n 
d ramatic terms, becomes the proscenium arch between two symbolic 
s e t t i n g s . O p e r a t i n g thus where p u b l i c r e a l i t y i n t e r s e c t s w i t h 
p r i v a t e l i f e , the roundsman i s i n t e r a c t i o n a l l y disadvantaged 
i n p r e d i c t a b l y s t a n d a r d ways (see, f o r example, Douglas, 1<?66, 
p 137? 146). 'Whilst each customer may become accustomed to 
the v a l i d i t y of the roundsman's c r e d e n t i a l s , i n any c o n v e r s a t i o n a l 
f r a c t u r e , u n l e s s the man's f o o t i s i n the door, so t o speak, 
th e n the customer can e a s i l y and a b r u p t l y t e r m i n a t e the encounter. 
Subsequently, the p e r s o n a l aspects of f r o n t are h i g h l y s t r e s s e d : 

"Your approach should be p o s i t i v e . Yea 
should l o o k n e a t l y dressed and remember 
t o SMILE...." 

( C e n t r a l H e a t i n g Manual) 

"...Have a courteous and f r i e n d l y d i s 
p o s i t i o n , and be capable o f s m i l i n g i n 
a d v e r s i t y , o f s i n c e r e c h a r a c t e r , and be 
e n t h u s i a s t i c . . . " 

( Sales Manual from Another Bakery) 

"... t h e best way t o increase your s a l e s 
i s by s e l l i n g y o u r s e l f f i r s t - by your 
enthusiasm f o r the j o b , your c h e e r f u l n e s s , 
and enthusiasm f o r Wellbreads, w i t h a 
s m i l i n g f a c e , smart appearance, and 
f r i e n d l y , o b l i g i n g c o u r t e o u s , c o n s c i e n t 
ious s e r v i c e . This i s the way t o b u i l d 
customer g o o d w i l l . . . " 

(Wellbread Sales Manual) 

The roundsman 13 c y n i c a l r e f l e c t i o n upon the c y n i c a l e f f e c t 
of the sales image a l l o w s birr, t o manipulate the f a c t t h a t , f o r 
them, g i v e n cannot c o n t r a d i c t g i v e n - o f f e x p r e s s i o n . C e n t r a l Heating 
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saleamen are even o v e r t l y t o l d : "Your manner t h e r e f o r e c a l l s f o r 
e x t r e m e , s i n c e r i t y and reassurance...IT'S NOT WHAT YOU SAY BUT HOW 
YOU SAY IT...so speak c l e a r l y , c o n c i s e l y and i n a language t h a t 
your prospect understands." Care i s n e v e r t h e l e s s n e c e s s a r i l y 
expended t o keep g i v e n - o f f communication low p r o f i l e . The performer 
has t o g i v e a performance which w i l l not be so much t e c h n i c a l l y 
c o r r e c t but d r a m a t i c a l l y so. He w i l l have t o , c h i e f l y , conform 
t o the customers' s t e r e o t y p e of how he s h o u l d be and a c t ; t h i s 
' i d e a l i s a t i o n 1 of f r o n t i s c r e a t e d by the p r a c t i c e of v a r i o u s 
" c r e d i b i l i t y enhancement s t r a t e g i e s " which W e i l e r and W e instcm 
(1972) suggest are used t o " t i g h t e n " p r o j e c t e d f r o n t s . The 
p a r t i c u l a r t e c h n i q u e s t h a t the roundsmen use ( a p a r t from 
i n f o r m a l i o n a l c o n t r o l which i s standard t o most s e r v i c e agents) 
are p a r t i c u l a r l y , ' i n g r a t i a t i o n ' ("never argue w i t h a customer", 
"win the argument and lose the s a l e " ) e s p e c i a l l y , ' o p i n i o n 
c o n f o r m i t y ' , and p o s i t i v e ' a s s e r t i o n 1 , i . e . , of one's s i n c e r i t y , 
q u a l i f i c a t i o n s and involvement. 

A key t e c h n i q u e i n the roundsman's s e l f - p r e s e n t a t i o n i s 
a thorough g o i n g " p e r s o n a l i s a t i o n " o f each and every encounter 
w i t h customers. Of course, t h i s i s p r i m a r i l y achieved j u s t 
t h rough s m i l i n g - t h e problem l y i n g not so much i n j u s t d o i n g 
i t , but i n d o i n g i t i n such a way t h a t i t w i l l appear "warm", 
and "spontaneous". The very f a c t t h a t , f o r bread salesmen, 
customers are i n d i v i d u a l l y d i s p e r s e d a l l o w s them t o present the 
sane smile 3 J J times a day. H i l l s (l951> P 134) comments on 
what can happen: 

" . . . I n one l a r g e department s t o r e , a 
p l a n t e d observer s a i d of one g i r l : 
1 I have been watching her f o r t h r e e 
days now. She wear's a f i x e d smile on 
her made-up f a c e , and i t never v a r i e s , 
no m a t t e r t o -whom she speaks. I never 
heard her laugh spontaneously or 
n a t u r a l l y . . . w h e n a customer approaches, 
she i m m e d i a t e l y assumes her h a r d , 
f o r c e d s m i l e . . . " 

As Bigus (1972> p 153) suggests, t h e p e r s o n a l i s a t i o n 
problem i s g e n e r a l l y solved by ' c u l t i v a t i n g ' a 'pseudo r e l a t i o n s h i p ' 
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w i t h each customer. The i n i t i a l l y exasperating,' tendency of p r a c t 
i c a l l y every customer t o demand t o he t r e a t e d as the roundsman'c 
f a v o u r i t e c a n , . i n f a c t , be accommodated.doffman (1959? P 56-7) 
reminds us t h a t " i n d i v i d u a l s o f t e n f o s t e r the impr e s s i o n t h a t 
the r o u t i n e t h e y are p r e s e n t l y p e r f o r m i n g i s t h e i r o n l y r o u t i n e 
or at l e a s t t h e i r most e s s e n t i a l one". Bakers, being l i t e r a l 
p e r f o r m e r s , do so r e g u l a r l y . As one man t o l d me: "You get t o 
know the names, but you do f i n d t h a t you're saying a l l t h e 
same t h i n g s t o each customer...but s t i l l , you do get your 
f a v o u r i t e people t h a t you can have a laugh and joke with...you've 
got t o be happy-go-lucky, you've got t o s m i l e . " A s e n i o r super
v i s o r e x p l a i n e d t h a t , i n f a c t , t h e r e i s r e a l l y more t o i t than 
t h a t : 

" . . . t h e r e are no a c t i i a l t r i c k s . .. a p a r t 
from the t r i c k s of g e t t i n g round t h e 
customer, t o win the customer round... 
t h a t i s the o n l y r e a l t r i c k of the t r a d e 
. . . l i k e d e a l i n g w i t h c h i l d r e n , you must 
never put a c h i l d o f f , or t h e y ' l l never 
come t o the door a g a i n . . . i f t h e y put t h e i r 
hands i n t o t h e basket, yon mustn't say: 
' G e r r o f l you l i t t l e bastard'.' or y o u ' l l 
never get the mother's c o n f i c e n c e . . . 
some o f the bl o k e s get t o know the c h i l d ' s 
name, and the name of a l l the c h i l d r e n on 
the round, so t h a t they can make a note 
of t h e i r b i r t h d a y s , and remind the mother 
t o o r d e r a b i r t h d a y sponge...." 

E x a s p e r a t i n g l y , every customer i s t h e same t o the rounds-
man ( a t l e a s t , t o t h e e x t e n t t h a t lie i s c y n i c a l of the i n t e r a c t i o n ) 
but d i f f e r e n c e s i n q u i t e f r i v o l o u s i n f o r m a t i o n , such as having 
b i r t h d a y s on d i f f e r e n t days, have t o be remembered. To do t h i s 
r e q u i r e s phenomenal i n - r o u n d chameleonic a d a p t i o n , b e a u t i f u l l y 
d e s c r i b e d by two of the men: 

"...You have t o have a d i f f e r e n t approach 
f o r d i f f e r e n t p e o p l e . . . i t ' s o f f the c u f f , 
on t h e spot...you say: 'Good morning Missus' 
but the next one, you have t o say: 
'G'Morning U'am' and 'ho ib ! am' . . . and another, 
one, you can say: 'Morning, B o r i s , a l r i g h t ? 
a l r i g h t l a s t n i g h t , g a l ? ' . . . t h e s e are the 
v a r i o u s ways you can go up t o these people, 
and t h e r e a g a i n , you see, you have t o get 
to know your customer..." 
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"...But they're a l l d i f f e r e n t , come you 
can stand at the door and t e l l her a 
d i r t y j o k e , and the next one, you. wouldn't 
dare...you have t o act d i f f e r e n t v : i t h 
d i f f e r e n t people, d i f f e r e n t types of 
customer as they come a l o n g . . . . I adapt 
myself t o each customer as they come alo n g , 
I g r a d u a l l y get t o know what t h e y ' r e 
l i k e . . . I l e t them approach mo f i r s t , t o 
see how "they do i t , what t h e y ' r e l i k e , 
see how t h e y speak t o me, I t h i n k t h i s 
i s the s a f e s t way, you're l e s s l i x e l y 
t o upset her then.„.1 j u s t t h i n k o f them 
i n my mind, as you go from one customer 
to another: 'Oh, yes, o l d so-and-so, I ' d 
b e t t e r be c a r e f u l what I say t o t h i s one' \ 
. . . s o r t of rearrange myself as I go along....' 

Coupled w i t h " p e r s o n a l i s a t i o n " t e c h n i q u e s , i s p l a y i n g the 
"memory game". The game i s t o p r e t e n d t o remember i r r e l e v a n t 
i n s t r u c t i o n s g i v e n by customers, such as ' c a l l tomorrow 1 , when 
t h i s would be st a n d a r d p r a c t i c e o r , ' b r i n g me a l a r g e w h i t e 
s l i c e d one tomorrow 1, when t h i s i n f o r m a t i o n i s w r i t t e n i n the 
r o u t e book, and would be done anyway. I t i s s i m p l e r and q u i c k e r 
t o p r e t e nd t o commit such orders t o memory, th a n t o p a i n s t a k i n g l y 
e x p l a i n t o customers t r a d e - s e c r e t s c o n c e r n i n g how the round 
and the bread .is r e a l l y manage'! . Of course, next day, i n the 
absence of s p e c i f i c a l l y r e c a l l e d i n f o r m a t i o n , the man w i l l 
have t o " s i m u l a t e a memory" (Joad, i n Goffman, 1959, P 5 3 ) , and 
g i v e the i m p r e s s i o n t h a t he i s well-aware o f y e s t e r d a y 1 s conver
s a t i o n , whereas, i n f a c t , the 300 customer-conversations t h a t he 
has had since then have irre d e e m a b l y b l u r r e d h i s r e c a l l . 

Wholly e x p r e s s i n g the "don't argue w i t h the customer" r u l e 
which i s commonly h e l d by performers i n a l l s a l e s - s e r v i c e s i t u a t i o n s , 
i s the " r u l e of agreement". B a s i c a l l y , whatever the customer says, 
j a n u s - l i k e , t h e roundsman w i l l agree w i t h h er. When I was being 
t r a i n e d on mv f i r s t round the s u p e r v i s o r handled two cons e c u t i v e 

( a ) Both f i n e examples o f the m a n i p u l a t i v e a b i l i t y o f the s e r i v c e 
agent which J'arberman and VJeinstein (l9<5'9, p 45;->) r e f e r t o as 
"simulated, i n t i m a c y " , and which S u t h e r l a n d (1937 • P 208) n i c e l y 
l a b e l s " p r e d a t o r y i n t i m a c y " ( v i d e a l s o . IClockars, 1974? P 184j 
t o i n d i c a t e the u l t e r i o r motives of comaen whose r e l a t i o n s h i p s 
w i t h p r o s p e c t s are cold-blooded. 
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q u e r i e s i n the f o l l o w i n g way: 

I s t Customer: "Oh, I'm so g l a d t h a t the o t h e r 
man lias gone...he was so rude t h a t I h a r d l y 
dared come out f o r a l o a f . . . I used t o have t o 
get my neighbour t o get i t f o r me" 
S u p e r v i s o r : " f e s , Madam, we've had a l o t of 
c o m p l a i n t s about him...but t h i s chap w i l l be 
s e r v i n g you from now on, and he'11 do h i s best 
f o r you." 

2nd Customer: "Oh, I s h a l l miss B e r t . " 
S u p e r v i s o r : "Yes, Ma1 i n . . . he was a good rounds
man, he's gone t o a d i f f e r e n t round on the 
o t h e r side of town now, we s h a l l a l l miss him." 

S e l l i n g , on the o t h e r hand, i s r e l a t i v e l y easy. For s e r v i c e 
agents w i t h n a t u r a l l y r e p e a t i n g customers (see Diagram 1, on page 
l l j ) the s e l l i n g process i s u n p r o b l e m a t i c . Customer-contact i s 
p u r e l y a t e c h n i c a l problem of c a t c h i n g the customer at home; the 
" p i t c h " i s , f o r r e g u l a r customers, unnecessary;^'' and the o n l y 
problem w i t h the " c l o s e " i s t o complete i t w i t h s u f f i c i e n t speed 
t o v i s i t a l l the customers on the round i n good t i m e . Of importance 
here, i s t h a t i n the same way t h a t the c o l o u r - f u l bread wrapper 
enacts hidden c o s t s , the u n n o t i c e d r i t u a l s of c u s t o m e r - i n t e r 
a c t i o n d r a m a t i c l l l y r e - l i v e and express background s o c i a l r e l a t i o n s . 
O r g a n i s a t i o n a l " f i c t i o n s " are "metaphors t o express a b s t r a c t 
s o c i a l r e l a t i o n s " (Cohen, 1931? P 490) - taken f o r g r a n t e d 
' r i t u a l s ' l i k e l e t t i n g the customer, but not t h e roundsman get 
i n t o debt, handing over the bread b e f o r e t a k i n g the money, 
f u l f i l l and c r e a t e the s o c i a l r e l a t i o n s of s e r v i c e . 

( a ) Opening, and m a i n t a i n i n g open i n t e r a c t i o n w i t h customers, i s no 
problem f o r bread salesmen. Compare the apochryphal shoe-salesman 
who commits the prospect t o h i s s t o r e by g e t t i n g him sat down, 
and t a k i n g one shoe away; and the w a i t r e s s (Gorfman, 1974? P 265) 
who, s i m i l a r l y i n t e r e s t e d i n r e - b r a c k e t i n g w a i t i n g - t i m e as 
s e r v i n g t i m e , sets the t a b l e and takes the order of customers 
f o r whom she i s unable t o proceed w i t h a c t u a l d e l i v e r y o f f o o d . 

( b ) Vendi ng machines, t h a t take the money f i r s t , are s u b j e c t t o 
f e r o c i o u s aggression i f t h e y f a i l t o produce the goods. Service 
w i t h o u t the smile i s no s e r v i c e at a l l . 
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Performer E x p r e s s i o n S t y l e s 

As p e r f o r m e r , the roundsman faces a major dilemma: How 
much of h i s " s e l f " s h o u l d he p s y c h o l o g i c a l l y i n v e s t i n s a les 
occasions? Too much i n v e s t e d , and he w i l l have no a u t h e n t i c 
home l i f e . Too l i t t l e , and the day's work w i l l "become t o t a l l y 
p s y c h o l o g i c a l l y unmanageable. I n d e c i d i n g how much s e p a r a t i o n 
should be m a i n t a i n e d between work s e l f and r e a l s e l f , each man 
has t o bear i n mind t h a t t h i s must be done s i n c e r e l y . As 
Messinger et a l . (1962, p 692) p o i n t o u t , over concern w i t h 
the c r e a t i o n of a "show" f o r o t h e r s misses the e s s e n t i a l t r u t h 
t h a t the g r e a t e s t and most i m p o r t a n t show i s f o r the s e l f . 

As Strauss (l959> P 62-3) n o t i c e s , involvement can be 
j u s t a t e c h n i c a l outcome of i n t e r a c t i o n - a c o n j o i n t l y negot
i a t e d i s s u e : 

"...Even when i n t e r a c t i o n i s f l e e t i n g , 
o c c a s i o n a l l y i t i s l i k e l y t o have a 
cu m u l a t i v e and developmental c h a r a c t e r 
- as between a woman and her g r o c e r . . . 

But the m a t t e r i s y e t more c o m p l i c a t e d ; 
f o r i n s t a n c e , both p a r t i e s may be deeply 
i n v o l v e d with.one another, or o n l y one 
w i t h the o t h e r . . . " 

But, I am here concerned more w i t h work-inovlvement than 
w i t h the p o s s i b i l i t y of p e r s o n a l involvement w i t h o t h e r s i n the 
work s i t u a t i o n . On t h e one hand, roundsmen are asked t o i d e n t i f y 
w i t h the produce. As a s e n i o r s u p e r v i s o r t o l d me: 

" . . I teach them t h a t they've got t o 
s e l l themselves f i r s t , ore e you've s o l d 
y o u r s e l f , you can s e l l them something 
...you've got t o get y o u r s e l f l i k e d , . , 
you've got t o think, of l i t t l e phrases 
t o say t o them t h a t y o u ' l l know t h e y ' l l 
l i k e . . . l i k e p a t t i n g the cog, i t doesn't 
m a t t e r how s t u p i d i t sounds, t h a t woman 
lov e s her dog, so i f you l i k e her dog, 
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do i f you l i k e her dog, she 1s g o i n g 
t o t h i n k t h e w o r l d o f you...you go t o 
the door and chat about e v e r y t h i n g b u t 
b u s i n e s s , and than at the l a s t minute 
a f t e r you've p a t t e d the dog, c a t , or 
c h i l d , you p i c k up the box o f cakes, 
and by t h a t t i m e , you've got her 
i n t e r e s t e d . . . " 

One of the roundsmen, on the o t h e r hand, r e p o r t s what too 
much- job- i n v o l v e m e n t leads t o : 

"... s t r a i n . . . I can't stand the s t r a i n , 
the d r i v i n g , the mileage... i t ' s g e t t i n g 
me down...it's a l s o g e t t i n g my w i f e down, 
when she g e t s back from work, she expects 
t o t a l k t o somebody, but I'm not a v a i l a b l e 
t o t a l k t o , . . I ' m so t i r e d , I j u s t can't keep 
awake...for i n s t a n c e , some people came 
round the o t h e r n i g h t , and I f e l l a sleep, 
and kept moaning, i n my s l e e p , about s t u f f 
b e i n g out o f code...I reckon t h a t ' s time 
t o q u i t . . . " 

The " i n v o l v e m e n t - d e c i s i o n " - a g e n e r a l problem f o r a l l 
workers, whether t o i n v e s t the s e l f in work, t o see work as an 
end i n i t s e l f ; o r , t o w h o l l y d i v e s t the s e l f from work, j u s t 
v i e w i n g work as a means f o r the achievement o f o t h e r ends --
r e s o l v e s i t s e l f f o r d i f f e r e n t roundsmen a t Wellbreads i n 
d i f f e r e n t s t y l e s o f w o r k i n g . These s t y l e s are d i s p l a y e d i n 
Diagram 9?(on page 176) which i s d e r i v e d from Diagram 7 ( g i v e n 
on page 1 4 9 ) . ^ a ^ 

The compromise s t y l e (Diagram 9) - "salesman" - i s the 
b a k e r y - c o n t e n t p e r f o r m e r form of the p e r f e c t l y accomodated and 
a l i e n a t e d a c t o r . T h e o r e t i c a l l y , the compromise between u n i n v o l v e -
ment and over-involvement i s temporary, and t h e r e i s always the 
p o s s i b i l i t y o f s p i l l i n g over i n t o c i t h e r too much or too l i t t l e 
i n v estment. The compromise needs d e l i c a t e , but c o n t i n u a l p s y c h o l 
o g i c a l e n g i n e e r i n g . I n a p a r a l l e l s i t u a t i o n , t h e c o m p l e t e l y 

They are s t y l e s and not t y p e s . For example, men who adopt the 
salesman s t y l e a l l week, might suddenly r e v e r t t o " c a r v e r " 
on the Saturday morning b e f o r e a b i g f o o t b a l l match. 
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Diagram y. Perfoi'rnanc;-: Ezf.px'ossion S t y l e s 

IDEALISTIC 
"Cap-Dof i'er" 

Respect: Contacted AVOIDANCE 
Service-Acceptance, and 
Over-Involvement 
ILEAL SELF INVOLVED IN WORK 

CYNICAL 
"Salesman" 

Deference: Avoidance and 
Approach 

S e r v i c e - N e g o t i a t i o n , and 
Involvernent-C ompromise 
REAL SELF SEPARATED FROM 
WORK SELF. PART-TIME SELF 
FULLY INVOLVED 

BLASE 
"Dropper" 

F a r n i l i a r i t y : Evasive 
APPROACH 

S e r v i c e - R e j e c t i o n and 
Under-Involvement 
REAL SELF NOT INVOLVED AT 
WORK 
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accomodated p r i s o n e r does h i s time the easy way: 

"...When Roland a r r i v e d i n E-Wing', he 
t u r n e d t o Paul f o r advice on the s t r u c t 
u r i n g of t i m e . 'How am I going t o do 
twen t y years?' P a u l , on the b a s i s of 
t h r e e years experience of an e q u a l l y 
l o n g sentence, p r o v i d e d the on l y r e a s s 
urance he knew: ' I t ' s easy, do i t f i v e 
years at a t i m e ' . . . " 

(Cohen and T a y l o r , 1972, p 97) ' 

S i m i l a r l y , ( D i t t o n , 1972a, p 629), "the p r o d u c t i o n men at 
the bakery managed t o engender a c r a f t y mix of involvement and 
d i s i n v o l v e m e n t , thus p r o d u c i n g , as a s o l u t i o n t o the problem of 
boredom, the a b i l i t y t o m a i n t a i n "surface mental a t t e n t i o n " and 
combine s u f f i c i e n t presence w i t h s u f f i c i e n t d i s t a n c e . 

F i r s t l y , the "salesmen" w i l l have t o s t r u c t u r e time i n 
an acceptable way. Doorstep i n t e r a c t i o n occurs at "the i n t e r 
s e c t i o n of roundsman and customer t i m e t a b l e s . I n an o b j e c t i v e 
sense, i f the roundsman i s 'about' at a normal t i m e , then he 
w i l l become w h o l l y s o c i a l l y 1 i n v i s i b l e ' i n t h e surburban drabness 
( W i t t l e s , 1949, P H ) j o r , as White (l974m p 197) puts i t , 
t o t a l l y " t r a n s p a r e n t " . White ( i b i d ) r e f e r s t o "..baker's 
roundsmen, whose v e r y o r d i n a r y n e s s camouflages them l i k e 
chameleons..". Regular i n t e r s e c t i o n of customer and roundsman 
t i m e t a b l e s produces a c o n j o i n t p a t t e r n o f the c o r r e c t s a l e , 
r e g u l a r l y o c c u r r i n g a t the " r i g h t - t i m e " . I f the roundsman appears 
when he i s expected t o ( i . e . , on temporal cue) then s e r v i c e may 
proceed uncontaminated w i t h i r r e l e v a n t problems and d e t a i l s of 
t i m e t a b l e norm i n f r i n g e m e n t . The compromise i s p a r t i c u l a r l y 
apparent w i t h wholesale customers a l l of whom want a d e l i v e r y at 
8.30 am. Here the roundsman experiences the dilemma o f having 
"to r e s o l v e the problems thrown up by the f i r m seeking a c o m p e t i t i v e 
edge by p r o m i s i n g a r r i v a l - t i m e which cannot be scheduled. I t i s 
o n l y a s l i g h t o v e r - c h a r a c t e r i s a t i o n of managerial a c t i o n t o say 
t h a t t hey promise a l l customers an 8.30 am d e l i v e r y , and then 
leave i t t o the roundsman t o solve the i m p o s s i b l e temporal s t r u c t u r e 
t h a t t h i s throws up. 
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"Salesmen" t r e a t time c o n v e n t i o n a l l y . One commented t h a t : 
" I used t o make t a r g e t s t o reach on the round where you c o u l d 
r e l a x . . . 1 c u p - o f - i e a c a l l s ' , o r , peoule you can have a t a l k 
w i t h . . . y o u f o r c e your way t o each s o r t o f stage on t h e round, 
you can get t o one of t h e c a l l s , t e l l them t h a t you're 
bloody cheesed o f f , and t h e n s t a r t a g a i n . " Another "salesman" 
suggested a more unusual s t r a t e g y f o r managing h i s t i m e t a b l e : 

" . . . W e l l , I used t o love t o change the 
r o u t e . . . I used t o s t a r t i n the middle o f 
the round sometimes, and work outwards, 
...I'm u n p r e d i c t a b l e , so t h a t people 
can't say: 'Oh, o l d Jim's coming at a 
p a r t i c u l a r time'...because I ' d be t h e r e 
at 6.0J one week, and l J . 0 0 the n e x t , 
...one or two used t o worry about i t , 
but I d i d n ' t do i t u n t i l I knew them a l l , 
I used to l o o k a t a l l the l i t t l e s ide 
roads, and t h i n k : ' I wonder where they 
go?'...and one day, you experiment... t o 
break the monotony, I might go round a 
d i f f e r e n t way t o see somebody else f i r s t , 
and a l s o I ' d get the people who are g o i n g 
t o stand t h e r e and t e l l you about t h e i r 
f a m i l i e s . . . a n d you j u s t n a t u r a l l y t r y and 
a v o i d people l i k e t h a t . . . b y the time I 
got t h e r e , l a t e r on, I had the excuse 
t h a t : 'I'm s o r r y , I'm l a t e , I can't s t o p ' . . . . " 

Route-management ( e n s u r i n g t h a t one has customers by 
s u f f i c i e n t l y b a l a n c i n g c u s t o m e r - r e c r u i t m e n t w i t h customer-loss 
t o produce round r e g e n e r a t i o n ) p r o v i d e s roundsmen w i t h y e t ' 
another p r o b l e m a t i c area. However, "salesmen" (almost by d e f i n i t 
g e n e r a l l y manage t o match g a i n w i t h l o s s , and produce, at 
w o r s t , what the management d e f i n e and t o l e r a t e as acceptable 
wastage. 

M a r k e t i n g , however, does pose problems f o r a l l . 
M a r k e t i n g i s managing t o n e g o t i a t e a d a i l y f i t between a c t u a l 
customer demand, and a c t u a l bread supply. Embryonic salesmen 
are i n i t i a l l y s u r p r i s e d t h a t the f i t i s not a x i o m a t i c , and 
i n i t i a l l y v a s t l y o v e r r e a c t by i n c r e a s i n g the supply o r d e r . As 
one man s a i d of h i s f i r s t week: 
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" . . . W e l l , the o r d e r i n g was the o n l y t h i n g 
t h a t I found p e c u l i a r , I always found t h a t 
I used t o o r d e r a h e l l of a l o t more than 
I s o l d , I thought i t would g o . . . i t was o n l y 
when I bought a whole l o a d o f s t a l e cake 
back, t h a t t h e y t o l d me t o cut the o r d e r 
down..." 

Each "salesman" g r a d u a l l y l e a r n s t o match supply v/i t h 
demand (lie cannot j u s t take over the p r e v i o u s man's s o l u t i o n , 
as the c h a r a c t e r , and thus the e x t e n t of the round depends 
p a r t i a l l y upon the roundsman) u n t i l t h ey reach a stage of 
f i n e f i t . For example, one man r e p o r t e d t h a t : "But I got i t 
a l l s o r t e d out by the next F a s t e r , and on t h a t h o l i d a y weekend, 
I o n l y bought one l o a f back the whole two d a y s l " This i s not 
a mathematical, but a n e g o t i a t i n g s k i l l s problem. Another man 
commented: 

"...You p l a y t h i s one a g a i n s t her...and 
you t h i n k : ' I ' l l leave her out t h i s week', 
and, ' I ' l l leave her a T i n i n s t e a d of a 
Fa,rmhouse, but make sure t h a t Mrs. So-and 
-so up the road gets one 1 ...and n o r m a l l y , 
you get out l i k e that..»you c o u l d always 
s o r t of p u l l y o u r s e l f by,...get by on t h e 
round..." 

" G e t t i n g by" i s not o n l y s k i l l f u l , but also c o v e r t . 
This a b i l i t y i s l e a r n e d i n p a r a l l e l w i t h t h a t o f being able t o 
f u l l y use y e s t e r d a y ' s (bread) 'overs' as a s o l u t i o n t o today's 
(bread) shortages. Without knowledge of t h e b a t t e r y of s t a l e -
bread management t e c h n i q u e s , the s i t u a t i o n i s un-manageable. 
The salesman has t o l e a r n t o " h o l d " : t o keep bread on h i s van 
o v e r n i g h t f o r f u t u r e m a r k e t i n g problems. One man s a i d : " I don't 
have too much over now, because I keep the m a j o r i t y of i t on, 
I found I was coming over and handing i t i n , and the management 
were b o l l o c k i n g me over the waste...but I j u s t chuck i t i n t o 
my h o s p i t a l s or c o n t r a c t s now." Another man b e l i e v i n g ( c o r r e c t l y ) 
t h a t the despatch manager was 'on the f i d d l e ' w i t h the f r e s h 
bread t h a t he, the salesman, was able t o r e t u r n d a i l y , subsequently 
r e f u s e d t o hand any bread back at a l l , and i s , o f course, the 
possessor o f the c l e a n e s t waste r e c o r d . 
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But " g e t t i n g by" i s an anxious process, and never pr e d 
i c t a b l e i n outcome. Each day r e q u i r e s c o n s t a n t and s e a r c h i n g 
a n a l y s i s : 

"...you see, a f t e r you've done i t f o r a 
few weeks, you look t o see how i t ' s g o i n g , 
and t h i n k t o y o u r s e l f : 'Cor', i t ' s not 
go i n g l i k e i t d i d l a s t week', and 'Yes, 
I'm g e t t i n g low here', and you go thr o u g h 
your book, and you t h i n k : ' C h r i s t ! I 
c o u l d do w i t h another 20 of them'..." 

" . . I used t o always s t o p , and say: 'Well, 
I want 6 Farmhouse f o r my r e g u l a r s ' , and 
I used t o put them aside and the casuals 
on the caravan s i t e had t o have what was 
l e f t . . . I d i d i t t h a t way, stop f o r t e n 
minutes and s o r t i t a l l o u t . . . " 

"...you've got t o s t a r t checking t h a t l i t t l e 
b i t f u r t h e r ahead on wholesales, when you 
get so f a r , you lo o k at your bread and 
t h i n k : you've got c a l l s w i t h a s t a n d i n g 
o r d e r , and you've got c a l l s where you 
put i n what you l i k e , so I begin t o cut 
down on them...and take i t out o f the 
shops where t h e y depend on casual s a l e s . . . " 

But not everybody has the a b i l i t y t o 'compromise' i n t h i s 
way. There are those who take no personal i n t e r e s t i n work, and 
those who, a b s u r d l y , ' l i v e ' t h e r e . 

" C a p - D o f f e r s " i s the bakery name f o r those roundsmen who 
sub o r d i n a t e t h e i r s elves t o a customer-audience they read as 
be i n g s u p e r i o r . As Goffrnan (1956a, p 62) no t e s , t h i s i s p r i m a r 
i l y o v e r - s t r e s s upon avoidance r i t u a l s i n t h e f a l s e b e l i e f t h a t 
one's presence w i l l contaminate the i d e a l - p e r s o n a l sphere of the 
o t h e r . England (1973, P 6-7) i n an u n p u b l i s h e d study of a l i e n a t e d 
shot>-workers r e f e r s t o a u a r a l l e l c a t e g o r y which he c a l l s t h e 

(a ) 
' o l d - S c h o o l ' . The Old School:^ ' 

(a ) M i l l s ( 1 951, p 178) n o t i c e s a s i m i l a r c a t e g o r y : the c o m p l e t e l y 
accomodated Old-Timer. One o l d - t i m e r s a i d : ' " I put on my t h i n g s 
and corne t o Macy's. I t ' s almost a u t o m a t i c : i n f a c t , s e v e r a l times 
I d i d a l l t h a t on Sundays, once g e t t i n g as f a r as the t r a i n b e f o r e 
I came t o and r e a l i s e d t h a t i t was Sunday. Just an o l d f i r e - h o r s e 
l i s t e n i n g f o r t h e b e l l , t h a t ' s me 1«" One of the Wellbread salesmen 
s a i d o f the c a p - d o f f e r s : "...they see i t one way, work i s l i k e a 
t u n n e l t o them, and t h e r e ' s a l i t t l e l i g h t a t the end t h a t they 
keep l o o k i n g a t . . . c a l l e d r e t i r e m e n t . , . " 
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" . . . l i v e v i c a r i o u s l y t h r o u g h t h e i r customers, 
t h e y c r e a t e a s o c i a l h i e r a r c h y f o r themselves 
"by u s i n g the c r i t e r i a of the s o c i a l p o s i t i o n s 
of t h e i r customers. I always found myself 
struck, by the r a t h e r p a t h e t i c s i m i l a r i t y 
of t h i s a t t i t u d e t o the past h i e r a r c h i c 
groups of domestic s e r v a n t s ranked by the 
c r i t e r i a of those who employed them...To 
work w i t h such people i s a t r y i n g experience 
as t h e i r t r u e selves are submerged as t o be 
v i r t u a l l y unknowable..." 

W h i l s t i n t h e o r y , such s e l f - p r o f a n i s a t i o n demeans the 
customer t o whom i t i s d i r e c t e d , c o u n t r y people r a r e l y a c t u a l l y 
demand the deference they might o t h e r w i s e be e n t i t l e d t o , 
q u i t e p a r a d o x i c a l l y i n f a c t , as c o u n t r y rounds are p r e c i s e l y the 
l e v e l t o which most r e g u l a r p r a c t i t i o n e r s o f the " c a p - d o f f i n g " 
s t y l e g r a v i t a t e . Thus, the work i n t e r r e l a t i o n s h i p s of "cap-
d o f f e r s " are t y p i c a l l y w o r k i n g - c l a s s d e f e r e n t i a l , and t h e i r 
round o f r u r a l customers p r o v i d e s them w i t h a parody o f t r a d i t i o n s 
l i f e : a n c i e n t l a n d l o r d s and simple f o l k . Deference i s not demanded, 
as the r i c h have no need t o make status-demands of t h e i r t r a d e s 
men, and t h e poor no c a l l t o . As one " c a p - d o f f e r " s a i d : 

" . . . W e l l , I used t o f i n d t h a t a l o t o f 
them used t o t h i n k of me as t h e i r f r i e n d , 
r a t h e r than as a bloke who j u s t c a l l s at 
the door w i t h the bread. I n a c o u n t r y 
round, you do_ get more p e r s o n a l w i t h the 
customers..." 

As. a s u p e r v i s o r r e p o r t s : 

" . . . g e n e r a l l y , ( i n the c o u n t r y ) they used 
t o t r e a t me a l r i g h t , and h a r d l y ever as a 
tradesman...even the b e t t e r c l a s s o f people, 
f u n n i l y enough, I found t h e people who 
t r e a t e d you worse, were your own w o r k i n g -
c l a s s p e o p l e . . . e s p e c i a l l y i n the towns.." 

I n t i m e t a b l e terms, " c a p - d o f f e r s " are p l o d d e r s . G e t t i n g 
done and g e t t i n g home are t h e l e a s t of t h e i r w o r r i e s , a l t h o u g h 
l a t e n e s s may d i s r u p t t h e i r i n t e r a c t i o n s w i t h t h e i r customers. 
Timing, f o r the " c a p - d o f f e r " , i s t o be on t i m e : 

" . . . I f I get behind, I s o r t of hammer and 
make i t up somehow...I'm so r e g u l a r , t h a t i f 
I _am t e n minutes l a t e , the o l d g i r l s wonder 
what the h e l l i s the m a t t e r . . . " 
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"...Now, you take those o l d buggers, t h e y do 
drag i t o u t , y e a h . . . i f you go out w i t h one 
of them, and you help him, i t ' s a waste of 
ti m e , because i f you get done e a r l y , he'11 
s t o p . . . t h e y a l l hang i t o u t . . . i f t h e r e ' s 
two or t h r e e women who say: 'Don't c a l l today' 
which puts him a b i t e a r l y , ahead of h i s t i m e , 
h e ' l l s t o p . . . t h e y won't go t o Mrs. So-and-so 
u n t i l the normal time t h a t t hey get t h e r e . . . " 

" . . . I f I thought I was behind, I wouldn't 
t e a r about t o c a t c h up, but I would s o r t of 
speed up a b i t , . . . i f I was f o r w a r d , I would 
slow down..." 

I n terms of route-management, r a t h e r than a l l o w events t o 
assume t h e i r n a t u r a l l y r e g e n e r a t i v e pose " c a p - d o f f e r s " d e l i b e r a t e l y 
d i t c h bad customers, even i f t h e y are good f i d d l e - c a l l s : 

" . . . W e l l , i f t h e y buy a f a i r b i t , O.K., but 
i f t h ey don't, I j u s t lose them...I t e l l them 
s t r a i g h t : 'You're wa s t i n g my t i m e , and I'm 
wa s t i n g y o u r s ' . . . i f they don't buy something 
t h r e e times i n a week, I don't c a l l t h e r e any 
more..." 

" . . . I f I l o s e some, I always make sure t h a t I 
g a i n some as w e l l , I got f o u r the l a s t f o r t 
n i g h t , and t h e y ' r e always the good ones... 
wo r t h up t o a pound each, some o f them..." 

" . . . I ' v e got a good round now...I've s o r t e d 
i t a l l o u t , and weeded a l l the us e l e s s ones 
o u t . . . I ' v e s t i l l got a few l e f t t h a t I don't 
want, but I'm wor k i n g on them..." 

I n terms of m a r k e t i n g , " c a p - d o f f e r s " f u l f i l t h e i r managerial 
d e f i n i t i o n (Sales manager: " t h e r e are always the o l d men w i t h 
what I c a l l 1 d o f f i n g - t h e - c a p ' a a l e s , they always go t o the back 
door, and they always t o u c h the cap t o t h e customer") by p r e f e r r i n g 
t o n e g o t i a t e s t a l e n e s s w i t h customers i n f a c e - t o - f a c e i n t e r a c t i o n , 
r a t h e r than d e viQusly. When s h o r t , " c a p - d o f f e r s " are u s u a l l y t o o 
f a r from the bakery t o have time t o come back f o r more, and so 
e i t h e r buy some bread i n (as one o f them s a i d : " j u s t t o s a t i s f y the 
customers") from a nearby shop, or a c t u a l l y face the customer and 
e x p l a i n t h e s i t u a t i o n t o her, p o s s i b l y c o o l i n g - o u t any inconvenience 
by o f f e r i n g bread at s l i g h t l y reduced r a t e s . Normally o p e r a t i n g i n 
a r o u t e a l o n g way from the depot, " c a p - d o f f e r s " i n e v i t a b l y come 
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'over' i n t h e i r bread o r d e r . The standard p r a c t i c e f o r them i s 
t o h o l d l a r g e amounts oh the van, and t o s e l l o f f uncut loaves 
cheaply (when t h e y are s t a l e ) t o c o u n t r y customers w i t h l a r g e 
numbers o f dogs or pigs.. 

I n t o t a l c o n t r a s t t o the " c a p - d o f f e r " , the "Dropper" 
d i s p l a y s wholesale r e s i s t a n c e t o the 'servant' s e l f - l a b e l . 
Stemming from an u n s e r i o u s r e a d i n g of ' s e r v i c e ' , the s e l f i s 
seen as at l e a s t equal t o the customer-audience. Lynn B u t l e r 
(1972, p 7 l ) o f f e r s an e x c e l l e n t example o f a co-worker from 
her experience as an encyclopedia s a l e s p e r s o n : 

"...This salesman looks l i k e the o r i g i n a l 
H e l l s ' Angel, i s u s u a l l y h a i f - s o u s e d , and 
doesn't brush h i s t e e t h f o r days. When he 
f l a i l s h i s t i m b e r - l i k e arms i n the a i r and 
y e l l s , 'Ah, you're stupid'. You're w i f e ' s 
s t u p i d l Ya want the k i d s t o be s t u p i d ? 
Sign the f u c k i n g c a r d , " they s i g n . For some 
odd reason, h i s orders are v e r i f i e d the 
next morning, t o o . . . " 

With r e s p e c t t o deference, t h i s "dropper" s t y l e i l l u s t r a t e s 
p r e s e n t a t i o n a l r a t h e r than ( s e l f - ) avoidance p a t t e r n s . As 
opposed t o the ' o l d s c h o o l ' , the "dropper" i s the same as 
England's " d i s t a n c e d a c t o r " (1973, p 5 ) : 

"...those a s s i s t a n t s who d i s p l a y t h e symptoms 
t h a t would d e f i n e them as a l i e n a t e d by the 
b e h a v i o u r a l c r i t e r i a so admirablg d e s c r i b e d 
by Jean-Paul S a r t r e i n h i s d e s c r i p t i o n o f a 
w a i t e r i n a c a f e . . . ( t h e y ) . . . perform a l l t h e i r 
d u t i e s i n the shop w i t h a s t y l e and an 
a t t i t u d e v/hich t e l l s everyone t h a t t h e y 
r e a l l y s h o u l d not be t h e r e at a l l . D i s t a n c e d 
salespeople have l i t t l e i n t e r e s t i n the 
product t h a t t hey s e l l , and have a r e l a t i v e l y 
h i g h t u r n o v e r of jobs...They are p r i c k l y and 
s e n s i t i v e t o a f f r o n t , r e a l o r imagined..." 

T h i s i s a permanent s t y l e l i k e t h a t o f the " c a p - d o f f e r " 
(and thus u n l i k e the "salesman") but the end, r a t h e r than being 
r e t i r e m e n t , i s j o b - e x i t . Some of the more a s t u t e r e t a i l - d r o p p e r s 
manage t o n e g o t i a t e a change t o wholesale work (where the s t y l e 
can be advantageous) and those who f a i l t o do so, lea v e . Two 
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wholesalers r e f e r r e d t o t h e i r experiences as r e t a i l e r s : 

" . . . I couldiv't go on the doors a g a i n . . . i t ' s 
s o u l d e s t r o y i n g . . .bloody soul~destrp«jing? up 
t o each bloody door w i t h a basket..."What 
would you l i k e today?"... and t e n t o one they 
want something t h a t ' s on t h e bloody van..." 

" . . . I don't t h i n k I c o u l d f e t c h and c a r r y 
f o r people now....that would r e a l l y get up 
my goat ( s i c ) . . . " 

"Droppers" have a d i s t i n c t i v e s t y l e of t i m e t a b l e -
management, o c c a s i o n a l l y r e f e r r e d t o as ' r u i n i n g ' . A l t h o u g h 
"dropping" r e f e r s t o the sub-marketing s t r a t e g y of l e a v i n g 
the bread at the door w i t h o u t b o t h e r i n g t o knock, t h i s i s 
done p r i m a r i l y t o save t i m e . I n terms of i n t e r s e c t i o n w i t h 
c u s t o m e r - t i m e t a b l e s , t h e "dropper" i s always e a r l y and 
concerned t o t e r m i n a t e customer i n t e r a c t i o n s as s p e e d i l y as 
humanly P o s s i b l e . As one customer s a i d t o me about her o r e v i o u 
roundsman, who had "dropped" at her d o o r s t e p : 

"...sometimes, I ' d never see him f o r weeks on 
end, he never used t o knock, or anything...and 
he h a r d l y ever had what we wanted or ordered 
he would leave us any odd t h i n g . . . a n d he used 
t o t r y and h i d e them, sometimes, we wouldn't 
f i n d them f o r days...sometimes my husband would 
go out t o the garage t o do something, and he'd 
corne back w i t h a mouldy l o a f , t h a t looked as > 
i f i t had been out t h e r e f o r weeks..." 

My f i e l d notes r e c a l l a round where I f e l t persuaded t o 
adopt a s i m i l a r s t r a t e g y : 

" . . . ( t h e round) was f i n i s h e d by the time I 
i n h e r i t e d i t . A f t e r the f i r s t two weeks, I 
began t o recognise e a s i l y n e g o t i a t a b l e f i n i s h 
i n g times f o r each day, and some days i t was 
as e a r l y as 11.30 am, hav i n g o n l y s t a r t e d a t 
7.00 am. I c o u l d never f i x Saturdays, though, 
I d i d n ' t l i k e Saturday, i t was a much l o n g e r 
day, and t h e r e d i d n ' t seem t o be much r e l a t i o n 
between the f i n i s h i n g time when I had speeded 
or when I had taken i t e a s i l y . But the o t h e r 
days were d i f f e r e n t . I used t o t r y and beat 
my own r e c o r d , and on one Wcdensday, I was 
done by ll.OO. A f t e r a b i t , no time was wasted 
i n e i t h e r c o n v e r s a t i o n or refreshment. Sometimes, 
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I even used t o miss my mid-morning t e a i n 
the cafe t o get round e a r l y . I t was a p a r t -
time j o b : what they c a l l at Vie 1 Tore ads a 
'doddle'. I got t o hate t a l k a t i v e customers, 
w i t h them I was s w i f t , c u r t , and t o the 
p o i n t , but never rude enough t o warrant 
t h e i r d e l a y i n g me w i t h a t i c k i n g - o f f . . . 
When t h i n g s were g o i n g p a r t i c u l a r l y w e l l , 
when 1 thought I was onto a r e c o r d - b r e a k e r , 
I would do e v e r y t h i n g I c o u l d t o speed t i l i n g s 
up. I f a s e r i e s of entanglements slowed me 
down, or i f I knew I was about t o run out 
of bread, I would sometimes r e l a x , and j u s t 
take i t as i t came..." 

'Runners' tend t o view the job as j u s t a p i e c e - r a t e one. 
Merely, as one man put i t , "seeing how you can get from A t o B 
the q u i c k e s t " . Another added: " I j u s t get done as q u i c k as I can." 
One of the most e x t r a o r d i n a r y examples of t h i s under-involvement 
i n a n y t h i n g not s t r i c t l y necessary was r e l a y e d t o me by a 
supervisor-: 

"...he wouldn't even stop f o r a cup of t e a , 
i f anyone o f f e r e d him one, he wouldn't stop 
t o argue about, he'd take i t , and as soon as 
t h e y ' d gone, he's pour i t down the sink'.... 
yeah! ... t h a t s o r t of a t t i t t i . d e . . . i f somebody 
o f f e r e d us a cup of t e a (when I was on w i t h 
him) I used t o t h i n k : 'Thank God', but as 
soon as tney'd t u r n e d t h e i r back, he'd be 
r i d o f i t , and a ^ a y . . . . " 

A l t h o u g h not " d r o p p i n g " every customer, "droppers" w i l l 
at l e a s t "carve" up t h e round by p r o g r e s s i v e l y a l i e n a t i n g a -
s u f f i c i e n t l y l a r g e number o f customers t o g r a d u a l l y s h r i n k the 
round. Not b r i n g i n g t h e basket t o every door i s a common t r i c k : 

" . . . I wouldn't say he was c a r v i n g the round 
up bad, not t o t h a t e x t e n t . . . h e wasn't r u n n i n g 
t o t h e door, and d r o p p i n g t h e bread b e f o r e they 
had a chance t o get t h e r e . . . b u t he d i d n ' t l i k e 
c a r r y i n g the basket (when I was a r e l i e f , one of 
the customers) saw the basket and went mad'.... 
bought loads o f t i l i n g s . . . she' d never seen i t b e f o r e . . . " 

Another t r i c k i s t o r e g u l a r l y u n d e r e s t i m a t e consumer-
demand (on t h e basis o f a few occasions when the c a l l has been 
f r u i t l e s s ) and mark many o f the c a l l s i n the round-book as "S.O.D. 
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( e v e r y - o t h e r - d a y , o n l y ) . Those customers who waste too much 
time t a l k i n g are dropped c o m p l e t e l y from the route-book, as 
are those who demand too much deference: 

"...(customer r e p o r t e d roundsman f o r 'cheek') 
...when I went t o t h a t house the ne^"t t i m e , 
she came out and s a i d : ' I hope your t i c k i n g 
o f f d i d you good 1, so I s a i d : 'Yes, M'am1, 
and I went and got the book, and t o r e her 
page o u t , and threw i t i n a l i t t l e b a l l on 
her p a t h . . . s i l l y c o w l . . . " 

U n f o r t u n a t e l y , t h e v e r y customers who are u n d e s i r a b l e 
are g e n e r a l l y the ones who are e x c e p t i o n a l l y hard t o d i t c h . As 
Bigus (1972, p 158-9) n o t i c e s , b o t h what he c a l l s the 'holdover' 
( l e a v i n g 'held-over', or s t a l e produce) or the 'incompetence' 
t a c t i c can be used t o d r i v e home the message. Since i t i s 
p r e f e r a b l e t h a t the customer t e r m i n a t e s the r e l a t i o n s h i p 
( t h u s a v o i d i n g any Hastiness w i t h the management) some roundsmen 
o c c a s i o n a l l y r e s o r t t o the d e l i g h t f u l , but a l l too r a r e l y done 
p r a c t i c e of " p o s t i n g " . Here, a wrapped l o a f i s undone, and 
posted t h r o u g h t h e a p p r o p r i a t e l e t t e r - b o x , s l i c e by s l i c e l 

"Droppers" are t r a d i t i o n a l l y poor marketers. They always 
p r e f e r t h e l e s s time-consuming p r a c t i c e of l e a v i n g s t a l e s t o 
customers who are o u t , t o n e g o t i a t i n g s t a l c n e s s face t o f a c e . 
A l t h o u g h i t i s s t r e s s e d d u r i n g t r a i n i n g t h a t : "deal w i t h the 
customer who comes t o the door r a t h e r than upset t h e one who i s 
ou t " , a s e n i o r s u p e r v i s o r went on t o admit t h a t : " t h i s i s how 
we l o s e a l o t c f customers...by l e a v i n g i t w i t h the woman who i s 
ou t " . F u r t h e r , d r o p p i n g can a c t u a l l y pay o f f , as one man suggested 

" . . . i f t h e r e was nobody t h e r e , I ' d leave 
a l o a f and a box of cakes...although I ' d 
know t h a t t h e y d i d n ' t want any bloody cakes'. 
...and when I saw them, 9 times out o f 10, 
t h e y would say: ' I d i d n ' t want them cakes, 
but my l i t t l e g i r l has s t a r t e d on them now, 
so I ' l l have t o have them..." 

When s h o r t , "droppers" w i l l e i t h e r leave customers out 
a l t o g e t h e r , o r , i f f a c i n g them i s i n e v i t a b l e , o f f e r them two 
a l t e r n a t i v e loaves f o r the p r i c e o f one. When over, a s p e c i f i c 
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t r i c k i s t o s e l l t h e s u r p l u s o f f at h a l f - p r i c e r a t h e r t h a n go 
go t h e t r o u b l e of r e t u r n i n g i t t o the bakery, or of h o l d i n g i t 
on t h e van. One dropper s a i d t h a t when he was s h o r t : 

" ...Anything up t o 14 l o a v e s , I buy from the 
shop, I d i d r i n g up the f i r s t time i t happened, 
and they s a i d t h a t they'd b r i n g i t out t o me, 
...but I sat t h e r e w a i t i n g and w a i t i n g , but 
they never t u r n e d up...then once, I c o u l d n ' t 
f i n d a shop s e l l i n g W e l l b r c a d , but I saw the 
Sup e r l o a f man...and I t h o u g h t : 'Well, bread's 
bread'...and I s t a r t e d o f f t e l l i n g the customers 
t h a t t h e r e had been a breakdown at the bakery, 
but I don't b o t h e r now...some of them even 
t h i n k t h a t I'm the Su p e r l o a f man'. I ... a f t e r t h a t , 
I never d i d b o t h e r t o r i n g up again...as the 
bloke i n the cafe used t o s e l l me some bread 
t h a t the wholesale Wellbreads bloke had l e f t , 
back at -g-p o f f . . . I even s t a r t e d making money 
out of i t . . . a n d a l s o , i f I had a l o a d c f smalls 
over, I would say t o them: 'Would you accept 
two smalls f o r a l a r g e ? 1 ... a n d . l i k e as n o t , 
t h e y would...you'd lose a b i t on i t , but you'd 
get i t back, e i t h e r from them, or from somebody 
f u r t h e r up the ro a d . . . " 

The same man had a l s o developed c o n s i d e r a b l e t i m e -
s a v i n g s k i l l s t o use on those occasions when he had too much 
bread: 

" . . . W e l l , the f i r s t t i m e , I handed i t a l l i n , 
but they s a i d : 'Your waste i s too h i g h ' . . . 
so now, I j u s t keep i t on the van...experience 
t e l l s you when you've got too much, so you go 
and see the bloke at the c a f e , o r , you leave 
two loaves on the doo r s t e p i n s t e a d of one,., 
or f i n d a shop, and s e l l i t f o r h a l f . . . a n d cut 
your l o s s e s . . . I s t i l l w orry about i t . . . I can't 
s t a n d t o see c o l 6 s s a l amounts o f bread l e f t 
o v e r . . . i t seems t o me t h a t I'm not do i n g my 
job...so I handed i t i n f o r the f i r s t two 
or t h r e e weeks, but then I t h o u g h t : 'Why 
bother?'Why b o t h e r t o a d j u s t the order? Why 
not j u s t leave i t on?'...so I j u s t c a r r i e d i t , 
l o o k a t my van now'. .. . I ' ve got 9 t r a y s on!.." 
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Facade as N e g o t i a t e d Order: Problems 

When the s e r v i c e - f a c a d e i s n i c e l y and t y p i c a l l y balanced, 
i n t e r a c t i o n i s o r t h o d o x i c a l l y u n problematic (see Diagram 8, on 
page I 5 8 ) . But problems can a r i s e i f a d i s c r e p a n c y between 
roundsman/customer en-coded a c t i o n appears. F i r s t l y , t h e r e 
are r e g u l a r occasions vjhcn the customer takes the id e a o f 
s e r v i c e much more s e r i o u s l y than the roundsman. We may c h a r a c t e r i s 
such i n t e r a c t i o n as o v e r - t y p i c a l l y h e t e r o d o x i c a l , and the 
r e s u l t i n g facade as " t h i c k " . 

A " t h i c k " facade o f t e n produces what Davis (1959, p 266), 
Goffnan (1959)? a n d Bigus (1972, p 155) a n d many o t h e r commentator 
of t h e s e r v i c e scene r e f e r t o as 'non-person t r e a t m e n t ' . Here, 
i t i s not o n l y too much deference t h a t i s demanded, but too 
much o f e v e r y t h i n g . I n i n t e r a c t i o n s of t h i s s o r t , the simple 
baker's roundsman i s expected t o be a b a b y - s i t t e r , postman, 
p s y c h i a t r i s t , f r i e n d and c o n f i d a n t . Most salesman respond t o 
such demands t h a t t hey f u l f i . l l r o l e - e x t r a s by s u b t l y t r a i n i n g 
t h e i r customers t o be l e s s demanding. Whyte ( l 9 4 9 j P 248), and 
Goffman (1959, P 15) r e f e r t o t h e s u b t l e " aggressiveness" o f 
s e r v e r s a t t e m p t i n g t o wrest i n t e r a c t i o n a l c o n t r o l , and s i m i l a r l y , 
one day e a r l y i n my car e e r as a bread-roundsman, i t was e x p l a i n e d 
t o me i n the canteen t h a t : 

"...don't worry, y o u ' l l soon get the hang 
of i t . . . o n c e you get used t o the round., 
and the customers get used t o you....the 
f i r s t few days, t h e y ' l l t r y i t on, t o see 
how much y o u ' l l do f o r them...they ask you 
t o run back t o the van f o r them, and you 
have t o do i t f o r a b i t . . . t h e y want t o 
know how w i l l i n g you a r e . . . t h e n , one day, 
y o u ' l l t e l l her t o poke i t . . . " 

Coupled w i t h a t t e m p t s t o t r a i n the customer t o the ways 
of the roundsman i n a t e c h n i c a l sense, most ( e s p e c i c a l l y blase 
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roundsmen) w i l l demand e x i s t e n t i a l 'person t r e a t m e n t ' . L i k e the 
j a n i t o r s i n Gold's (1952, p 260) study who r e f u s e d t o "be 
c a l l e d by t h e i r " d i r t y " name of ' j a n i t o r ' , one Wellbread salesman 
3 a i d t h a t : 

" . . . I won't l e t them c a l l me 'baker' though, 
I hate t h a t name... I make them c a l l me by 
my r e a l name...and t h e same w i t h thcrn.,.1 
won't c a l l them 'Madam1, o r , ' S i r ' one 
b l o k e , r e a l l y w e l l - o f f he i s , . . . . I always say 
t o him: ' H e l l o , mate'...he loves i t . . . " 

S i m i l a r l y d e r i v a t i v e of a " t h i c k " facade, are cantankerous 
customers: always demanding more o f whatever i t i s they t h i n k 
t h ey haven't g o t , and always c o m p l a i n i n g when they den't get i t . 
W ith the cantankerous, " c a p - d o f f e r s " merely q u i e t l y p e r s i s t : 

" . . . I had a miserable o l d cow on the f i r s t 
round t h a t I was on...everybody s a i d the same 
t h i n g about her...she was the most miserable 
woman I've ever met...when I e v e n t u a l l y came 
o f f t h a t round....she s a i d t o me: 'Oh, I am 
s o r r y , I l o o k f o r w a r d t o seeing you every 
morning'...I n e a r l y f e l l o f f the d o o r s t e p l . . " 

"...Once t h i s cantankerous o l d b i t c h asked me 
t o come t o the back door... because she would 
be more l i k e l y t o hear me come...but one morinng 
she was waving t o her husband at the f r o n t , and 
I came up the p a t h , and she slammed.the door i n 
my face'. ...the o l d cow thought I was g o i n g t o 
walk around the back..." 

"Salesmen", on the o t h e r hand, d i s l i k e such people, but 
are determined t o win them over: 

"...these people d i d e v e n t u a l l y see my v/ay 
of t h i n k i n g . . . b u t you have t o educate them., 
you have t o t r a i n them...one I had, she was 
a sod, I l o f t her some t a r t s one day, i t was 
i n the book t o leave thern on a weekend... 
when she saw me, she d i d n ' t h a l f c a r r y onl 
. . . I had t o show her the book and where i t 
was w r i t t e n and e v e r y t h i n g . . . s h e was a r i g h t 
b i t c h . . . b u t as time went on, I c o u l d say t o 
her: 'I'm s o r r y , I haven't got a t h i c k l o a f , 
w i l l you h e l p me o u t , and take t h i s one?'... 
and she accepted i t . . . a n d I got on w e l l w i t h 
her i n the end...there was even a cup o f t e a 
t h e r e f o r me...it was j u s t a q u e s t i o n o f 
w i n n i n g t h a t woman over..." 
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"Droppers", though, are l e s s l i k e l y t o go t o such p a i n s , 
and w i l l p r o b a b l y j u s t r e f u s e t o serve the customer, or w i l l , 
w i t h v a r y i n g degrees of s u b t l e t y , r e t a l i a t e . Donovan (1929, p 57) 
notes how s a l e s g i r l s i n department s t o r e s can make the l i f e of 
the customer mi s e r a b l e w i t h o u t l a y i n g the s a l e s g i r l open t o 
p o s s i b l e reprimand, and H i l l s (1951, p 173) t o the almost 
u n i v e r s a l phenomena of o c c a s i o n a l customer-hatred. O r w e l l ( 1933» 
p 101) g i v e s substance t o the s e c r e t r e t r i b u t i o n enacted by a l l 
w a i t e r s everywhere, i r r e s p e c t i v e of how 'nice' the customer i s : 
" ( t h e w a i t e r ) t o l d me, as a m a t t e r of p r i d e , t h a t he had sometimes 
wrung a d i r t y d i s h c l o t h i n t o a customer's soiip b efore t a k i n g 
i t i n , j u s t t o be revenged upon a member of the b o u r g e o i s e . " 
T h i s i s not so much r e t a l i a t i o n , but s e l f - d e f i n i t i o n . The 
wayward a p p r e n t i c e i n an apochryphal s t o r y about sales t r a i n i n g 
was f i n a l l y and e x a s p e r a t i n g l y t o l d (Consumer Reports, 1958, p 
546): 

" . . . ' F e l l a , you're not g o i n g t o s e l l a damn 
t h i n g u n t i l you r e a l i s e one simple f a c t : The 
man on the o t h e r s i d e o f the counter i s THE 
ENEMY1..." 

W h i l s t not w i s h i n g t o make too much of th e f i d d l e as 
a way o f g e n e r a t i n g p s y c h o l o g i c a l and s e c r e t i v e advantage i n a 
s a l e s - s i t u a t i o n ( a l t h o u g h t h i s i s o c c a s i o n a l l y a p r i m a r y , r a t h e r 
t h a n a secondary and r e f l e c t i v e meaning) t h e r e i_s a sense i n 
which r e t a l i a t i o n o f any k i n d i s a r t f u l r e d e f i n i t i o n o f s t a t u s -

(a) 
asymmetrical r e l a t i o n s h i p s . One "dropper" a t Wellbreads had 
h i s own i n i m i c a b l e s t y l e : 

( a ) Sutherland's (l937> P 69) p r o f e s s i o n a l t h i e f says: "..Above a l l 
every d e c e p t i o n , every imposture i s an assumption o f power. The 
person deceived i s reduced i n s t a t u r e , s y m b o l i c a l l y n u l l i f i e d , 
w h i l s t the imposter i s t e m p o r a r i l y p o w e r f u l , even g r e a t e r t h a n 
i f he were the r e a l t h i n g . . . " . Schur (1957» P 299-300) comments 
" . . . I t may w e l l be t h a t from t h e psychodynamic s t a n d p o i n t , t h e 
a s s e r t i o n of power over the v i c t i m i s as i m p o r t a n t t o the 
s w i n d l e r ( a l t h o u g h perhaps not on the conscious l e v e l ) as i s 
o b t a i n i n g the s o u g h t - a f t e r money or p r o p e r t y . Indeed, the conce 
of power and power r e l a t i o n s seem q u i t e a p p r o p r i a t e t o an 
a n a l y s i s o f d e f r a u d i n g , . . " . 
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" . . . I used t o keep the s t a l e "bread f o r the 
awkward customers... and I used t o make them 
pay f o r making me w r i t e debt sheets o u t , and 
t h i n g s l i k e t h a t r u n n i n g back t o the van...a 
s o r t o f surcharge...onsfc o l d bugger, i f I 
wont t o the f r o n t door, she'd come t o the 
door, but she wouldn't open i t , she'd j u s t 
shout: 'Tradesman's entrance round t h e back', 
I gave her a s t a l e l o a f every time I d e l i v e r e d 
t h e r e . . . w i t h some of the o r d e r s , I might get 
my revenge l a t e r , r u n n i n g over t h e c a t , or 
something'. . . . ( l a u g h ) . . . I d i d n ' t a c t u a l l y do 
t h a t . . . ( l a u g h ) . . . b u t I d i d k i l l a p i g once 
though...but t h a t was a mistake... I had one 
awkward one, she had a pebbled d r i v e , she 
was a widow, and always r u n n i n g me back t o 
the van f o r something...! used t o put my 
f o o t hard down on the f l o o r b o a r d s g o i n g out 
and t r y t o s c a t t e r pebbles a l l over the grass 
t o f u c k the lawn-mower u p . . . I used t o a p o l o g i s e 
though..." 

I n e v i t a b l y , t h e r e are those occasions when the roundsman, 
r a t h e r than the customer, t r e a t s the i n t e r a c t i o n o v e r - s e r i o u s l y . 
Such a - t y p i c a l , o r p a r a d o x i c a l i n t e r a c t i o n produces a " t h i n " 
facade. F a l l i n g i n t o t h i s c a t e g o r y , are customer " f l a n k e r s " : 
occasions o f s u c c e s s f u l a n t i - f i d d l e - where, p a r a d o x i c a l l y , 

(a ) 
the customer f i d d l e s the roundsman1. T y p i c a l l y , "salesmen" 
never q u i t e know whether any p a r t i c u l a r a c t i o n i s a f l a n k e r , 
or j u s t p l a i n s t u p i d i t y . One s a i d : " I ' v e seen the g i r l on the 
cash desk take one b e f o r e he's checked i t i n . . . I don't know 
whether she's j u s t t h i c k , o r whether she's t r y i n g a f l a n k e r . " 

"Droppers" (who are more l i k e l y t o be experienced w i t h 
f l a n k e r s as t h e y t y p i c a l l y work i n seedy urban areas where they 
are commonly p r a c t i c e d , c f . Barnes, 1974, p 50) w i l l c o n v e r s e l y 

( a ) A n t i - f i d d l e i n terms of the experience of the men of t h i s study. 
Any o f those s t e a l i n g from t h e e l e c t r i c , gas and o t h e r supply 
companies and bur e a u c r a c i e s ( v i d e , Smigel 1953, and 1956,) would 
i n t h e U.K., d e f i n e i t as f i d d l i n g . Gersh (1952, P 256) c l e v e r l y 
frames t h i s d r a m a t u r g i c a l l y : "..most good a c t o r s and a c t r e s s e s 
come out of working c l a s s areas. P a r t o f the reason, besides tire 
f a c t t h a t the poor are so d e s e r v i n g , i s the t r a i n i n g we got when 
a s t o r e k e e p e r gave us too much change. 17e would stand i n n o c e n t l y 
s m i l i n g b e a t i f i c a l l y , t hen walk s l o w l y out of the door w h i l e our 
h e a r t s jumped w i t h f e a r . . . " . 
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tend t o d e f i n e a l l c o m p l a i n t s as concealed f l a n k e r s : 

"...Had an o l d g i r l today, she gave me a l o a f 
back t h a t she s a i d was mouldy... o n l y had t h r e e 
s l i c e s l e f t , s a i d t h a t I ' d s o l d i t t o her l a s t 
F r i d a y , w e l l , I thought she was t r y i n g t o work 
a f l a n k e r , see?...she s a i d : 'What are you going 
t o do about i t ? are you go i n g t o g i v e me 
something t o make i t up, or s h a l l I go down t o 
see t h e H e a l t h I n s p e c t o r ? ' . . . s o I s a i d t o her: 
"What about the r e s t of the l o a f , then?... 
you've enjoyed 22 s l i c e s , and you want t o 
complain about the o t h e r / [ " • • s o she s a i d : 'Well, 
i t makes me s i c k t o t h i n g what I've eaten', 
so I s a i d : 'You should f e e l w e l l t h e n , because 
when the d o c t o r g i v e s you P e n i c i l l i n , a l l i t i s 
i s mould'. she got mad'. ...but I knew she was 
f l a n k i n g , I ' d s o l d her a Wellbread l o a f , and 
she was handing me these s l i c e s i n a farmhouse 
wrapper (he e x p l a i n e d t h i s t o the customer, who 
looked i n the d u s t b i n f o r the c o r r e c t wrapper) 
...her o l d man came out..and I l e f t them t h e r e , 
going through the d u s t b i n l i k e -a p a i r of f e r r e t s , 
t o s s i n g o l d c o r n f l a k e packets o u t , and s n o t t y 
rags and a l l . . . d i r t y f u c k e r s . . . I l e f t them at i t . . . " 

C onversely, " c a p - d o f f e r s " may recongnise a f l a n k e r , but 
w i l l r a r e l y be able t o d e f i n e i t as a c t i o n a b l e . One man had a 
p a r t i c u l a r l y good example: 

"...Yeah, they've t r i e d i t on me...and you 
won't b e l i e v e t h i s , but the one who d i d do me 
was the managing d i r e c t o r ' s w i f e'. . . t h a t ' s a 
f act'. .. . she was known f o r doing i t . . . I was 
warned about her, too...she had me f o r a 
packet of b i . s c u i t s . . .she j u s t wouldn't have 
i t t h a t she'd had them, she s a i d t h a t i f she 
had, i t would have been down on her l i t t l e 
l i s t t h a t she k e p t . . . because u s u a l l y , i f you 
do have a customer who checks, and th e y can 
f o r g e t , then you have t o say: 'Do you remember 
me g o i n g back t o the van t o get i t f o r you?'... 
and g e n e r a l l y t h e y d o . . . I remember a,nother c a l l , 
her b i l l was l e s s than 15 s h i l l i n g s , and I 
gave her change f o r a pound by mi s t a k e . . . 
because we were t a l k i n g . . . a n d I r e a l i s e d i t . 
b e f o r e I l e f t , t he obvious l o o k , I c o u l d read 
i t on her f a c e . . . t h a t she knew what I had done, 
I d i d n ' t have t o say a n y t h i n g , I c o u l d read i t 
on her f a c e . . . j u s t as w e l l . . . " 

A " t h i n " outcome t o unequal i n t e r a c t i o n a l d e f i n i t i o n s i s 
a necessary p r e c o n d i t i o n f o r customers g e t t i n g i n t o excessive 
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debt. A "debt" i s d e f i n e d as money owing which the d e b t o r r e f u s e s 
t o pay. Although owed amounts are c a r r i e d onto debt-sheets by 
roundsmen even when t h e y w i l l manage t o c o l l e c t them, t h i s i s 
c o n s i d e r e d t o r e p r e s e n t a s a l e , r a t h e r than a l o s s . A l l roundsmen 
are n e v e r t h e l e s s reminded ( i n a note pasted t o the back cover of 
each r o u t e book) t h a t "A sale which hasn't been p a i d f o r , 
hasn't been made". 

"Cap-doffers" r a r e l y have t r o u b l e w i t h d e b t o r s , gene-rally 
because t h e y always d e f i n e o u t s t a n d i n g debts as c o l l e c t a b l e . 
"Salesmen" s i m i l a r l y have l i t t l e problem, but here, m a i n l y because 
they operate a f i r m r u l e of not a l l o w i n g t oo much c r e d i t . I t 
i s the "droppers" who f i n d d ebtors the g r e a t e r s hazard: 
"droppers" seem t o be unable t o read the s u r f a c e enthusiasm 
of the i n t e n t i o n a l l a r g e debtor ( q u i t e common i n the r c r v i c e 
t r a d e s ; Barnes, 1974? P 48 r e f e r s t o them as "knockers", and 
Bigus, 1972, p 151> as "deadbeats") f o r what i t w i l l e v e n t u a l l y 
come t o be, o r , i n f a c t , t o m a i n t a i n a s e r v i c e r e l a t i o n s h i p w i t h 
i n i t i a l l y non-motivated, but e v e n t u a l l y ensoured d e b t o r s . The 
A c h i l l e s h e e l of the "dropper" i s thus the i n t e n t i o . n a l d e b t o r ; 
t h i s perhaps r e s u l t s from h i s n a i v e t e where a c t u a l s e l l i n g i s 
i n v o l v e d . Two "Droppers" s a i d : 

"...one woman came o u t , a l l s m i l e s , and 
asked me t o serve her, she p a i d me t o s t a r t 
w i t h , but on the f o u r t h week, she sent her 
l i t t l e g i r l out f o r some cakes, she was a 
good c a l l , £ 6 a week, and I always got p a i d , 
so why worry?...a few weeks l a t e r , she gave 
i t t o me, t h e sob s t o r y , w e l l , . . . . I ' m a 
sucker f o r t h a t s o r t of t h i n g . . . a n d I l e t i t 
go up t o £ 2 1 . . . w h e n I e v e n t u a l l y caught her, 
she j u s t t u r n e d round and s a i d : "Piss o f f " . . . " 

"...I'm too s o f t , i f somebody b u i l d s up a 
d e b t , they've o n l y got t o g i v e me a s o b - s t o r y , 
and I w i l l accept i t . . . o n e got up t o £ 1 2 . . . 
and he s t a r t e d t o d i s p u t e i t . . . s a i d i t was 
£ 9 . . . h e never d i d pay a n y t h i n g . . . " 
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MANAGEMENT INTERACTIONS: MANAGING A SALES REALITY AS AUDIENCE 

The roundsmen's i n t e r a c t i o n s w i t h the bakery management 
c o n s t i t u t e a t h e o r e t i c a l b a c k - r e g i o n f o r t h e i r s e r v i c e -
r e l a t i o n s h i p s w i t h t h e i r customers. As such, as Goffrnan 
(1959, P 168-9) t e l l s us: 

" . . . I n s e r v i c e t r a d e s , f o r example, 
customers who are t r e a t e d r e s p e c t f u l l y 
d u r i n g the performance are o f t e n r i d i c u l e d , 
gossiped about, c a r i c a t u r e d , cursed, and 
c r i t i c i s e d when the performers are back
stage; here, t o o , plans may be worked out 
f o r ' s e l l i n g ' them, or employing 'angles' 
a g a i n s t them, or p a c i f y i n g them..." 

W h i l s t , a d m i t t e d l y , t h e r e i s some p r e p a r a t o r y communic
a t i o n between salesmen ( w h i l s t l o a d i n g , i n the canteen i n the 
morning f o r an e a r l y cup o f t e a , w h i l s t u n l o a d i n g i n the 
evening) such pre-performance c o l l a b o r a t i o n ±u merely p e r f u n c t 
o r y and spontaneous. What i s c r u c i a l i s t h a t ( i n the p s y c h o l 
o g i c a l sense o f r e g i o n a l r e a d y suggested) i s t h a t the t h e o r e t i c a l 
s e r v i c e back r e g i o n i s the c r y p t i c sales f r o n t r e g i o n . To analyse 
t h i s s i t u a t i o n i n Goffmanesque terms would be a m u t i l a t i o n o f 
the a c t u a l experience of the men. At t h i s " l e v e l " , the dramatic 
type of a n a l y s i s i s o n l y a p p r o p r i a t e t o t h e i r experiences i n a 
metaphoric, and no l o n g e r i n a l i t e r a l sense. The perf o r m e r s have 
become the audience t o a b i g g e r , and hidden drama: the management 
are now the pe r f o r m e r s . 



195. 

Audience Impression S t y l e s 

As audience, the roundsman faces another dilemma: t o 
what degree should he prepare f o r h i s customer i n t e r a c t i o n s ? 
Too much p r e p a r a t i o n , and s e l l i n g w i l l degenerate i n t o a b o r i n g , 
mere " d e l i v e r y boy" f u n c t i o n . Too l i t t l e , and s e l l i n g resources 
f a r beyond h i s c a p a b i l i t i e s w i l l be demanded i f he i s not t o 
become an o c c u p a t i o n a l f a i l u r e and e i t h e r be g r o s s l y s h o r t or 
over i n h i s e s t i m a t i o n o f customer demand. 

The roundsman, t h e n , i s caught i n the " p r e p a r a t i o n dilemma" 
As w i t h the involvement-dilemma which he faced as a p e r f o r m e r , 
he somehow needs t o come t o a d e c i s i o n as t o how he w i l l 
o r g a nise h i s o r g a n i s a t i o n a l , as opposed t o h i s p r e s e n t a t i o n a l , 
s e l f . P r e p a r a t i o n means, f o r the roundsman, s u b m i t t i n g an 
adequate bread, cake and morning-goods order so t h a t , each 
day, he w i l l be able t o s a t i s f y h i s customers w i t h o u t h a v i n g 
too much produce over. One way o f t r y i n g t o s i m u l t a n e o u s l y 
c a t e r f o r b o t h customer and management i s t o t e c h n i c a l l y r e f i n e 
the o t h e r w i s e r a t h e r hazy process of p r e p a r a t i o n by making out 
a l l one's orders from a s o p h i s t i c a t e d master bread-order. This 
produces, f o r the roundsman concerned, an "exact" amount of 
bread. I suggested t h i s t o the Sales: manager: 

".. . W e l l , I don't know about t h a t , I'm 
a g a i n s t t h a t i n a way, you see, then you 
have t o w r i t e down f o r each customer, 
whether on r e t a i l or on wholesale... w r i t e 
i t down i n t h e book...so t h a t i f you have 
what s o r t of cake the woman wants i n the 
book, g r a n t e d you might get i t f o r her, 
but you'11 o n l y go t o the door w i t h her l o a f , 
and the packet o f Crumbles, say, t h a t she 
u s u a l l y has...whereas what I would c a l l a 
good salesman, would be the person who 
t r i e s t o s e l l her something d i f f e r e n t 
each week, perhaps, he s t i l l s e l l s her 
Crumbles...but he a l s o t r i e s t o s e l l her 
some Chocolate '//easels as w e l l . . . y o u see the 
s o r t o f bloke t h a t I mean on the Sales 
C h a r t s , one week, i t ' s £ 9 7 . . . t h e n e x t , £ 1 0 2 , 
the n e x t , £ 1 1 0 . . . " 
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The managerial p o i n t , t h e n , i s not t o over-prepare c a l l s 
as t h i s w i l l i n the l o n g r un produce lower s a l e s . Thus, the 
w h o l l y accomodated/alienated c a t e g o r y of "roundsman" i s born 
t h r o u g h t h e compromise s o l u t i o n t o the dilemma. Too much 
p r e p a r a t i o n w i l l ' k i l l ' s e l l i n g , too l i t t l e w i l l make i t 
i m p o s s i b l e : the i d e a l i s j u s t enough of each. Diagram 10 on 
page 197 ( a g a i n d e r i v e d from Diagram 7 on page 149) shows the 
p o s s i b l e s o l u t i o n s t o t h i s dilemma. 

For "roundsman", t h e p o s i t i v e side of the sales r e a l i t y 
( s e l l i n g ) absorbs i t ' s n e g a t i v e pole of p r e p a r a t i o n , and 
generates a teimoxis, and temporary e x i s t e n c e . This c a t e g o r y 
i s e m p i r i c a l l y and not j u s t t h e o r e t i c a l l y temporary, as 
e v e r - i n c r e a s i n g p r o f i t s must e v e n t u a l l y l e v e l o f f , as consumer 
demand i s l o c a l l y exhausted. There i s the ever-present p o s s i b i l i t 
t h a t the "roundsman" w i l l c o n c e n t r a t e too much on s e l l i n g (and 
become a "salesman", i n the•audience, r a t h e r than performer sense 
or upon p r e p a r a t i o n , and s l i d e i n t o the " d e l i v e r y boy" e x i t " 
f u n n e l . 

One sure way of p r e v e n t i n g t h i s d e g e n e r a t i o n i s f o r 
r e t a i l roundsmen t o move t o wholesale rounds, and t h e r e bask 
i n t h e s t a t u s - r e f l e c t e d g l o r y o f a s s o c i a t i o n w i t h e a r l y hours, 
l a r g e l o a d s , b i g l o r r i e s and l a r g e p r o f i t s . Becoming a " d e l i v e r y " 
man ( r a t h e r than boy) a l l o w s the d e r o g a t o r y i m p l i c a t i o n s o f the 
l a t t e r t o be siphoned o f f . About a shop manager who had com
p l a i n e d t h a t a l a r g e o r d e r was a measely t h r e e loaves s h o r t , 
one man s a i d : " . . t h i s morning, I went i n w i t h s i x t r a y s . . . I 
o n l y d e a l i n t r a y s . . . n o t odd l o a v e s . . . " . Concern w i t h the sheer 
e f f o r t o f p h y s i c a l l y managing b u l k orders excuses such men 
from t o o much concern w i t h s e l l i n g . For them, d e l i v e r y i_s a 
s o c i a l l y and p s y c h o l o g i c a l l y acceptable a c t i v i t y . As another 
w h o l e s a l e r put i t : 

"...Yeah...I j u s t copy t h e orders out from 
the l a s t t i m e , u n l e s s I get a new c a l l . . . i f 
t h e y g i v e me one t h a t i s . . . I have t o increase 
the order a b i t . . . b u t I don't look f o r new 
c a l l s ( l a u g h ) . . . not bloody l i k e l y ' . ... 1 1 ve got 
enough on my p l a t e w i t h o u t going out canvassing..." 
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Diagram 10. Audience I m p r e s s i o n S t v l e s 
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There i s the f e e l i n g t h a t the l a c k o f d i r e c t access t o 
customers reduces, f o r them, t h e a p p r o p r i a t e n e s s of the s e l l i n g -
ethos. But t h e r e i s always the nagging f e e l i n g t h a t t hey ape, 
at h e a r t , salesmen. I once overheard the f o l l o w i n g c o n v e r s a t i o n 
between -two "roundsmen "/de l rvery-men: 

" . . . I never put the same order i n week 
a f t e r week l i k e some of t h e o t h e r s do 
you know...I always s t a r t a f r e s h and 
t r y t o t h i r d ; what I can s e l l . . . I get 
a l l mine boxed up when I come i n i n the 
morning, and so a l l my box-drops e a r l y , 
so I'm i n the main town by 6 . 0 0 . . . " 

"..But t h a t ' s not s e l l i n g i s i t ? . . . 
you're j u s t d e l i v e r i n g , a r e n ' t you?..." 

( q u i c k l y ) "...Look, I've put t h a t round 
up by £80 since I took i t over..." 

But even some wholesale men manage t o become "salesmen" 
by o v e r - i d e n t i f i c a t i o n w i t h the s e l l i n g ethos. L i f e i n t h i s 
non-compromise cat e g o r y r e g r e t t a b l y a c c e l e r a t e s towards " s a l e s -
death". O v e r - c o n c e n t r a t i o n upon . s e l l i n g produces, i r o n i c a l l y , 
i t ' s own e x h a u s t i o n . P s y c h o l o g i c a l l y , t h i s has the r e a l e f f e c t 
of a l l o w i n g , on some occasions, l i t t l e s l e e p . One man r e c a l l e d : 

" . . . I keep d o i n g t h a t , i n the middle of 
the n i g h t , I wake up, and I can't see the 
c l o c k p r o p e r l y , and I keep l o o k i n g at i t , 
and a l l o f a sudden the hands l o o k the 
o t h e r way round...and I t h i n k : 1 C h r i s t 1 
H a l f past four'.'..and I r u n d o w n s t a i r s , 
s t i l l h a l f asleep, pour the m i l k on the 
c o r n f l a k e s . . . s t a r t e a t i n g them, and th e n 
a l l o f a sudden, my eyes be g i n t o open 
p r o p e r l y , and I n o t i c e t h e c l o b k on the 
w a l l . . . and i t ' s bloody 12.001'. .. and I have 
t o go back t o bed again...I'm always d o i n g 
t h a t j u s t l a t e l y . . . m y missus say: 'That 
bloody j o b , i t ' s p l a y i n g on your conscience'..." 

T o t a l l y o v e r - s e l l i n g a round o f customers pushes p r o f i t s 
h i g h , but the c o n t i n u e d chances o f ever i n c r e a s i n g these p r o f i t s 
d w i n d l e . One t o p salesman r e c a l l e d h i s e a r l y days: 
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" . . . t h e r e was some i n c e n t i v e t h e r e , but 
you get your s o r t of l e v e l . . . I had one o f 
the b i g g e s t rounds, even on r e t a i l , . . . I 
was i n the top 6 (salesmen)...but you 
c o u l d n ' t go much above i t , o n l y by a few 
p o u n d s . . . i f t h e r e was a c a r n i v a l , or a 
wedding, or something...you reached your 
l e v e l , and you j u s t c o u l d n ' t go above i t , 
. . . t h e r e wasn't any scope f o r any new 
c a l l s . . . y o u c o u l d n ' t f i t in. a n y n e w c a l l s . . " 

One s o l u t i o n t o th? problem of s a l e s - d e a t h i s p e r i o d i c 
change t o a new round of customers ( i n f a c t , the l a s t man went 
on t o say: " t h a t was why I decided t o go on wholesale... 1 1d 
been on t h e r e f o r f i v e y e a r s, and. when you've been on a round 
f o r t h a t l o n g , the change i s due") more l i k e l y , i t seems, i s 
t h a t the "salseman" f a i l s t o see t h a t p o s s i b i l i t y , and l e a v e s . 
One such man, who l e f t soon a f t e r I spoke t o him, s a i d : 

" . . . W e l l , I've got the h i g h e s t sales r e t a i l 
round t h e r e i s . . . b u t what can I do now?... 
I can't s e l l any more, I'm up t o my l i m i t 
now...I can't take any more customers,on, 
i t ' d dead now, i s n ' t i t ? . . . " 

One pays a P r i c e , then f o r n a i v e t e . But the s c e p t i c a l 
audience - here the " d e l i v e r y boy" s t y l e - the man who over-
c o n c e n t r a t e s on p r e p a r a t i o n produces a s i m i l a r o c c u p a t i o n a l 
boredom, and an i d e n t i c a l ending f o r h i m s e l f . As the Sales 
manager s a i d : 

"...I'm a g a i n s t w r i t i n g down too much i n the 
r o u t e book, I'm a g a i n s t too much d e t a i l . . . . 
i f you have "cake o n l y Tuesday and Thursday" 
i n the book, then he' 11 o n l y get the basket 
out them...I have a l o t o f t h i s t r o u b l e from 
the wholesale rounds, t h e y w r i t e down a s t a n d 
a r d o r d e r f o r each shop and (never change i t ) . . , " 

Most of t h e " d e l i v e r y boys" admit t h a t t hey can w r i t e 
out a l l t h e i r o r d e r s from memory, and t h a t s e l l i n g , f o r most o 
them, i s a f a r c e . One man I spoke t o s a i d : "I'm j u s t a f u c k i n g 
d e l i v e r y b l o k e . . . a salesmen t r i e s t o s e l l h i s s t u f f . . . ( l a u g h ) . 
I don't t r y . . . i f t h e y don't want i t , bugger ' e m l . . . ( l a u g h ) . . . " 
But u n f o r t u n a t e l y , d e l i v e r y i s b o r i n g , 'fwo o f the o t h e r s s a i d : 
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" . . . t h e boredom i s i n the r e p e t i t i o n . . . 
g o i n g t o the same places every day... 
seeing the same people... g o i n g round the 
same o l d jo u r n e y . . .you get t o knovi where 
e v e r y t h i n g i s . . . o n r e t a i l , I knevj whore 
every g a t e - c a t c h was...what was behind 
every d o o r . . . i f you saw anybody, you know 
who they was, and what "they were g o i n g t o 
say...I'm a d e l i v e r y boy, not a salesman, 
....I'm more of a d e l i v e r y boy than a 
salesman d e f i n i t e l y . . . " 

" . . .they take you f o r g r a n t e d a f t e r a 
t i m e , they don't b o t h e r t o get up, or 
come t o the door t o see you...you j u s t 
d r i v e up t o the door, open i t , put 
whatever i t i s they want i n s i d e . . . y o u 
d on' t t a l k t o them any more... you're j u s t 
d e l i v e r i n g . . . s o i t changes from s e l l i n g 
t o d e l i v e r i n g . . . w h i c h I f i n d h i g h l y 
b o r i n g . . . " 

U l t i m a t e l y , t h e r e s u l t i s t h e same f o r o v e r - p r e p a r a t i o n 
as i t i s f o r o v e r - s e l l i n g . O c c u p a t i o n a l "death". A roundsman 
recounted why the p r e v i o u s man had l e f t the round t h a t he 
was then d o i n g : 

"...He had h i s run h i g h l y organised..he 
b u i l t i t up so much, he invoked h i m s e l f 
i n i t , he messed h i m s e l f up...do you see 
what I mean?...in the end t h e r e was no 
v a r i e t y i n i t f o r him...because he'd got 
i t so organised...he got too i n v o l v e d 
w i t h the round..." 

R e a l i t y and Contest 

I n management/worker i n t e r a c t i o n s , t y p i c a l l y o r t h o d o x 
(see Diagram 8, page 158) i n t e r - i n v o l v e m e n t produces a n i c e l y 
balanced and w h o l l y o r d i n a r y facade. But t h i s i s r a r e l y "the ca 
A s m a l l number of i n t e r a c t i o n s are a b s u r d l y , h e t e r o d o x i c a l l y 
o v e r - t y p i c a l and " t h i c k " , but most of the t i m e , the management 
s t r u g g l e t o s o l i d i f y a p r e c a r i o u s l y " t h i n " facade. 

Some of t h e roundsmen take s a l e s t o o s e r i o u s l y , and thn 
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i n d e a l i n g s w i t h "blase managerial p e r f o r m e r s , f e e l i n j u r e d . 
For example, a l t h o u g h most o f t h e men r e g a r d a l l the 
' m o t i v a t i o n a l ' c h a r t s t h a t the s u p e r v i s o r s p i n up on the 
sal e s o f f i c e vial I s ( t h e y l i s t s a l e s , waste and p r o f i t p e r f o r m 
ance) w i t h u n d i l u t e d s c e p t i c i s m - one man even f e e l i n g t h a t 
t h ey i n d i c a t e a " s h o o l m a s t e r - p u p i l r e l a t i o n s h i p , w i t h a 
s a r c a s t i c r i n g about i t " - t h e r e are those who, a b s u r d l y , 
f e e l t h a t t h e y are not being m o t i v a t e d enough. One complained: 

" . . I l i k e t o know what I'm doing...you 
know, s a l e s - w i s e . . .but t h e y don't put thern 
c h a r t s up r e g u l a r l i k e t h e y used t o . . . 
you need some s o r t , o f , I dunno, s o r t o f 
m o t i v a t i o n . . . " 

Roundsmen f o r whom the s a l e s - r e a l i t y i s " t h i c k " 
s i m i l a r l y f e e l e m b i t t e r e d when o r d e r s t h a t t h e y f i l l i n are 
not c o m p l e t e l y adhered t o by despatch s t a f f s , or when the 
management a r b i t r a r i l y cuts the bread orders a l l round t o 
reduce weekly waste. These men have mis-read the rneta-message: 
.''You must be a 'salesman', yes, but not i f i t i n t e r f e r e s w i t h 
p r o f i t " . 

Far more l i k e l y however, i s p a r a d o x i c a l , a - t y p i c a l i n t e r 
a c t i o n : and a r e s u l t i n g " t h i n " facade. This i s so because the 
bakery management are not c o m p l e t e l y and always i n f u l l c o n t r o l 
o f t h e o b j e c t i v e s u p p o r t i n g c o n d i t i o n s of the s a l e s - r e a l i t y . 
For example, when the f i r m s which supply t h e bakery w i t h cakes 
and b i s c u i t s f a i l t o f i l l t h e i r o r d e r s , t h r o u g h no f a u l t o f the 
W e l l b r e a d 1 s management, i n d i v i d u a l o r d e r - s h o r t f a l l f o r t h e 
roundsmen w i l l i n d i c a t e t o them the hollowness o f the managerial 
e x h o r t a t i o n s t o s e l l . A d d i t i o n a l l y , i n the o t h e r c o n t e x t t h a t I 
have di s c u s s e d , roundsman/customer i n t e r a c t i o n s , s c e p t i c a l 
customers can be e a s i l y disposed o f . S c e p t i c a l members o f the 
s a l e s f o r c e however, may s t a y t o contaminate the r e s t o f the 
group. Where customers are a c a t e g o r y , segregated and t r e a t e d 
i n d i v i d u a l l y , salesmen are a cohesive group. Management/worker 
i n t e r a c t i o n s have a h i s t o r y : customer/roundsman ones do n o t . 

So, a l t h o u g h the s c e p t i c s amongst the men deny any 
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c r e d i b i l i t y t o the s a l e s facade (one of the t o p roundsmen s a i d : 
" I never go t o these sales meetings... t h e y ' r e a bloody waste 
of t i m e . . . t h e s e n i o r area manager even asked me why I d i d n ' t 
go, and I t o l d him: ' I haven't got time t o waste evenings 
l i s t e n i n g t o h i s s t u p i d r a m b l i n g s ' . . . a l l he does i s say: 'Mow, 
boys, you inus t push t h i s ' . . . b a h l . . " ) money i s a b a s i c and 
u n a l t e r a b l e n e c e s s i t y . A roundsman commented: 

" . . . l e t ' s be honest, what you're a f t e r i s 
more money i n the wage packet every week, 
t h i s i s the main t h i n g . . . t h i s i s why I 
was t r y i n g t o s e l l , I t h i n k t h i s i s the 
u l t i m a t e f o r everybody, i s n ' t i t ? . . . " 

But, i m p o r t a n t l y , the f a c t t h a t the men are s c e p t i c a l 
audiences t o a poor performance .does..not make thorn p e r f o r m e r s . 
I n a l i t e r a l l y d r amatic way, the management l i a s , and w i l l thus 
always have, the upper hand. The Manager p e r p e t u a l l y t r i e s t o 
t h i c k e n the s a l e s facade, r e f e r r i n g t o t h e s a l e s - f o r c e as a 
"team" ( a concept which Goffrnan, 1959j P 203, r i g h t l y p o i n t s 
out i s a dramatic device f o r e n s u r i n g l o y a l t y ) and b l o c k s every 
move by the men t o Unionise themselves. The Union, o f course, 
b e i n g d r a m a t i c a l l y a n t i t h e t i c a l t o the managerial d e f i n i t i o n of 
what i s going on. The Sales manager s a i d t o r n o: 

" . . i f the Union's a success here, t h e r e ' l l 
o n l y be one man t o blame...and t h a t ' s me., 
i f the Union r e c r u i t anybody h e r e . . . i t ' 1 1 
be my f a u l t . , we don't need a Union'. ... what 
we've got here i s a team...I'm one of them 
p a r t of them...I c o n s i d e r them t o be a f a m i l y 
...everybody wants t o belong...do you know 
what I mean...that sense o f belongingness 
...the men need t o be able t o go past t h e 
f a c t o r y and say: 'That's my f a c t o r y ' . . . " 

Managerial a t t e m p t s t o t h i c k e n , and worker r e a c t i o n s t o 
p r o g r e s s i v e l y t h i n t h e s a l e s r e a l i t y c r e a t e an h i s t o r i c a l ' set o f 
cycles- s i m i l a r t o t h a t o f managerial " e f f i c i e n c y " and the r e s u l t 
i n g s h o p - f l o o r " f i x " n o t i c e d so a s t u t e l y by Roy (1955) • Take 
pay, f o r example. The men are p a i d on a f l a t - r a t e b a s i s w i t h 
commission earnings ( o f 10, and l a t e r 15/0 on a l l cash taken on 
each round over a c e r t a i n t a r g e t . The t a r g e t s may have been set 
f a i r l y and d e m o c r a t i c a l l y i n the f i r s t i n s t a n c e , but the s i t u a t i o 
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has changed since "then. Some rounds s h r i n k , some grow; making i t 
easy t o make commission on some rounds, and hard on o t h e r s . 
Vaguely aware of the i m p o s s i b i l i t y of s e t t i n g a f a i r r a t e ( f o r 
more on t h i s , see D i t t o n , 1975) " t n e men begin t o use one o f 
the few b a r g a i n i n g weapons t h a t they have - t h r e a t e n i n g t o 
leave - t o g a i n a drop i n the t a r g e t on t h e i r round.. So, what 
s t a r t s as a means of i n d i v i d u a l l y and d i v i s i v e l y c o n t r o l l i n g 
the sales team ' e f f i c i e n t l y ' , i n the f i n a l a n a l y s i s , g e t s ' f i x e d ' 
The men t h e n view commission no l o n g e r as an i n c e n t i v e , but 
i n s t e a d , s c e p t i c a l l y : 

" . . . I n e a r l y went a f t e r a j o b at the meat p i e 
f a c t o r y today...and (Sales 
manager) got wind o f i t , be must have got 
a whisper, because he had me i n the o f f i c e , 
'Gome and have a cup of t e a , S i d : . . . I 
wondered what he was going t o say t o stop 
me going...(commission t a r g e t dropped by £ 1 5 ) . . . " 

I t • i s only a s h o r t and e a s i l y r e c o g n i s a b l e step from here 
t o q u i t e f a l s e l y t h r e a t e n i n g t o leave j u s t t o get an e f f e c t i v e 
pay i n c r e a s e : 

"... (roundsman) played up w e l l , 
he complained t h a t he was on a lower 
t a r g e t than me...in t h e end he (manager) 
put hirn on t h e same l e v e l as me...he 
argued s u f f i c i e n t l y t o get i t down..." 

" . . . I gave my n o t i c e i n . . . b u t he came round 
t o see me at my house and o f f e r e d me ( b e t t e r ) 
t e r m s . . . ( l e f t e v e n t u a l l y ) . . . w h e n I was 
work i n g f o r t h e sweet f i r m , he came round 
again and o f f e r e d more..." 

" . . . I s a i d t h a t I was go i n g t o g i v e a 
week's not i c e . . . and he s a i d thai, i t 
wouldn't happen again (deducted f o r coming 
s h o r t ) . . . b u t i t d i d happen again...so I 
handed my n o t i c e i n aga i n , and he d i d the 
same t h i n g ( r e t u r n e d money deducted)... i f 
t h e y do i t a g a i n , I s h a l l t h r e a t e n t o 
leave a g a i n . . . " 

E v e n t u a l l y , o f course, most o f the men r e a l i s e t h a t 
commission i s class-based, and t h a t nobody w i l l ever make a 
f o r t u n e out o f b r e a k i n g t h e t a r g e t ( D i t t o n , op c i t ) . One man 
commented s o u r l y : "they make sure, even on wholesale, t h e y 
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make sure t h a t you get about £5 commission...to keep you happy... 
but not much more", and a s u p e r v i s o r r e p o r t e d the f o l l o w i n g case: 

"...when we took over ( a s m a l l 
bakery) t h e r e was a bloke t h e r e g e t t i n g 
about £45 a week...and t h i s was i n I965I 
. . . t h e y b u t t e r e d him up, they s a i d t h a t 
he was the type of bloke t h a t they needed 
t o b u i l d , t h e company up... a l l t he o l d 
f l a n n e l , and t h e y got him t o take a j o b 
as a s u p e r v i s o r . . . he dropped about £20 i n 
wages I ... j u s t so t h a t t h e y c o u l d r e - t a r g e t 
the round, and b r i n g the wage down, but 
as f a r as I can see, and t h i s i s my 
honest o p i n i o n , i t ' s a l o t of f u c k i n g 
guesswork...you can get your t a r g e t 
changed i f you go and see the manager, 
...and l o n g as you've got something t o 
back your c l a i m up..." 

S i m i l a r l y , when rec e n t governmental " e f f i c i e n c y " b a r r e d 
s a l e - a n d - r e t u r n , t h e men who had depend.ed on t h a t system as a 

(a ) 
l o c a l e f o r i n s e r t i n g a f i d d l e , had t o " f i x " i t . One s a i d : 
" T h a t ' l l f u c k me up good...most o f mine was on r e t u r n s . . . s t i l l , 
I won't l o s e , I ' l l have t o put i t on t h e booking now". When the 
manager a r b i t r a r i l y c u t s bread o r d e r s when the waste g e t s a 
b i t h i g h , most of the men manage t o a n t i c i p a t e and i n i t i a l l y 
o v e r - o r d e r t o c o u n t e r a c t the c u t . Again, though, they read the 
a c t i o n as class-based p o l i t i c a l a c t i o n , and not merely as 
acceptable p r o f i t - e x p e d i e n c y : 

(a) Z e i t l i n , ( 1 9 7 1 , p 24) c o n t r i b u t e s a n i c e example t e s t i f y i n g t o 
the added d i f f i c u l t i e s management can expect i f they t r y t o 
c o n t r o l remote i n t e r a c t i o n : 

" . . . d r i v e r s f o r a r e t a i l bakery r o u t i n e l y t u r n e d over 
as many as 4,000 loaves o f bread a day t o supermarket 
managers i n r e t u r n f o r k i c k b a c k s . Because r e t a i l p r i c e s 
were r i s i n g , the bakery c o u l d n ' t ta,ck the cost o f t h i e v e r y 
onto the r e t a i l p r i c e of the bread. So the company began 
c h a r g i n g d r i v e r s the f u l l wholesale p r i c e (29c per l o a f ) 
f o r bread unaccounted f o r . . . D r i v e r s countered by c o n t i n 
u i n g t h e i r i l l i c i t s a l es and r e p l a c i n g the bread so 
disposed of w i t h d a y - o l d bread purchased f o r 10 cents 
a l o a f from the company's day-old bread s t o r e . . . " 
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"...he's a b a s t a r d f o r t h a t . . . h e d i d t h a t 
t o me the o t h e r d a y . . . I went a f t e r him i n 
the canteen, and d i d n ' t h a l f swear at him, 
he cut h a l f my bread o f f . . . I asked him i f 
he was g o i n g t o g i v e me the commission t h a t 
i t would lose me..." 

Several r e g u l a r i n t e r a c t i o n s reach a f i n a l t o t a l - c h a r a d e 
stage i n the eyes o f t h e men, w i t h the " f i x " g o i n g i n , i n some 
cases, before the " e f f i c i e n c y " . Most o f the roundsmen i n f l a t e 
t h e i r e s t i m a t e of t h e i r weekly cake waste as they f e e l t h a t they 
know f u l l w e l l t h a t the su b m i t t e d sum w i l l be reduced by o f f i c e 
s t a f f s , and p e r p e m a l b a t t l e s are waged over the men's r e f u s a l 
t o put t h e i r c a s h - c a l l s (which are e s s e n t i a l f o r f i d d l i n g on 
wholesale) on i n v o i c e d d t s . 

A p a r t i c u l a r l y r e l e v a n t s e c t o r o f s a l e s experience f o r 
t h i s a n a l y s i s i s the c o m p e t i t i o n s which the management stage 
f o r roundsmen. P e r i o d i c a l l y , an o u t s i d e sponsor ( u s u a l l y t h e 
agency promoting a h i g h - c o s t , name-brand l o a f ) w i l l support 
a c o m p e t i t i o n f o r the h i g h e s t s a l e s o f i t s p r o d u c t , and 
pr o v i d e v a r i o u s cash and l u x u r y goods rewards. This i s p a r t i c 
u l a r l y i n t e r e s t i n g as i t provokes i d e o l o g i c a l c o n f r o n t a t i o n 
between management and worker as the management s i m u l t a n e o u s l y 
t r i e s t o m o t i v a t e the workforce ( p a i n t the facade) and system
a t i c a l l y t e s t t h a t m o t i v a t i o n . C o m p e t i t i o n s , are th e n , i n the 

(a ) 
r e a l i t y sense, " c o m p e t i t i o n s " . 

The men are immediately dubious of t h e s u p p o r t i n g e t h i c . 
One commented: "I'm a b i t s u s p i c i o u s o f the c o m p e t i t i o n s . . . w i t h 
the same bl o k e w i n n i n g a l l the t i m e " , and most b e l i e v e them t o 
be a t h e o r e t i c a l l y unsound idea. As one man f r a n k l y and c l e v e r l y 
p o i n t e d o u t : 

(a) C o m p e t i t i o n , as the l a t e Walter Lippinan once s a i d , o n l y s u r v i v e s 
where men are unable t o a b o l i s h i t . Cross (1969) notes how 
commercial c o m p e t i t i o n s r a p i d l y i n v i t e f i x i n g i n ord e r t h a t 
t h e i r concealed aim of improved sales be more s p e e d i l y achieved. 
I n t h i s way, a win can be " p l a n t e d on t h e most t a l k a t i v e woman 
i n the neighbourhood", and i n f a c t t o ensure t h i s , the General 
M a r k e t i n g C o r p o r a t i o n i n v i t e d sponsors t o purchase a c o m p e t i t i o n 
f o r customers f o r which they " . . w i l l programme a pre-pack o f 
cards t o g i v e you automatic d i s t r i b u t i o n o f the winners you 
s p e c i f y t o the exact l o c a t i o n s of your c h o i c e . . . " ( i b i d . ) . 
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" . . . i f you're d o i n g the job p r o p e r l y , 
t h e y ' r e ( c o m p e t i t i o n s ) a f a r c e . . . y o u 
s h o u l d n ' t be able t o do any b e t t e r t h a n 
you n o r m a l l y do...to t e l l t h e t r u t h , I 
never take any i n t e r e s t i n them.." 

S c e p t i c i s m abounds. " I t ' s worked out on a most, s t u p i d system. 
A system o f p o i n t s where you get f o u r p o i n t s f o r s e l l i n g loaves 
over a c e r t a i n d a t u m . . . i t gets more s t u p i d and c o m p l i c a t e d as 
i t goes on...at the end, t h e y hand round a l i t t l e c a t a l o g u e , 
and you can choose t h i n g s t o get w i t h the p o i n t s you've 
accumulated." But t h i s a t t i t u d e i s not born i n t h i n a i r . I t 
i s derived, from h a r d , concrete experience t h a t every stage of 
every c o m p e t i t i o n i s a " f i x " . 

The datum f o r any p a r t i c u l a r c o m p e t i t i o n ( t h e q u a n t i t y 
which must be o v e r - s o l d t o accumulate p o i n t s ) i s u s u a l l y set 
on an average performance b a s i s taken from t h e sales r e c o r d of 
each man d u r i n g t h e f o u r weeks preceeding t h e i n i t i a t i o n o f t h 
c o m p e t i t i o n . B r i g h t ' c o m p e t i t o r s ' need i n the f i r s t i n s t a n c e t o 
d i s c o v e r when a c o m p e t i t i o n i s coming up. I t i s s a i d of one man, 
"He can go o u t , and he can take any p r i z e t h a t he wants. I s t i l l 
say t h a t he f i x e s i t , because he's i n the know w i t h the blokes 
at the bakery...and i f something's coming up, they have t o know 
t o order more f l o u r and t h i n g s l i k e t h a t . " A l t e r n a t i v e l y , the 
roundsman can b r i b e t h e man s e t t i n g the t a r g e t s t o do so, i n 
one i n s t a n c e a t l e a s t , f a v o u r a b l y : 

"...he came up t o me and s a i d : 'I'm 
d o i n g the t a r g e t s f o r so-and-so compet
i t i o n ' ... t h i s was l a s t year, he eaid. 
t h i s . . . a n d he s a i d : 'Ounce o f tobacco, 
and I ' l l drop i t 5 ^ ' • • • t h e r e you go, 
l o o k l . . . i f he'd drop mine 5^, how d i d 
I know he wasn't d r o p p i n g some o t h e r 
bugger's?..." 

One man thought t h a t the t a r g e t s were not even set b e f o r e 
t h e c o m p e t i t i o n began, but t h a t i n s t e a d , "they w a i t f o r the f i r s t 
week's r e s u l t , t h ey t h e y set the datum f o r about £2 l e s s than 
t h a t r e s u l t , " p r o v i d i n g y e t another example o f class-pay. Compet
i t i o n s degenerate i n t o a game, and not the s o r t of game t h a t the 
management i n t e n d . A f t e r a w h i l e , c o m p e t i t i o n s begin t o c o n t r a d i c t , 
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and not support the sa l e s ethos: 

" . . . I o n l y used t o go f o r t h e S l i m l o a f 
c o m p e t i t i o n . . . w h i c h was the o n l y one I 
reckoned I stood a chance i n . . . y o u get 
c e r t a i n "blokes always win c e r t a i n comp
e t i t i o n s . .. l i k e , h e ' l l always 
win the Weatie Loaf one, i t ' s a t r i c k 
o f the t r a d e , you know when these comp
e t i t i o n s are going t o come...he gets a 
t i p o f f . . . a n d I always know t h a t 4 weeks 
a f t e r t h a t one, mine w i l l come up... 
t h e r e f o r e , I drop my sales r i g h t down 
i n those f o u r weeks, and bump i t r i g h t 
up d u r i n g the c o m p e t i t i o n . . . " 

The r e a l business of the c o m p e t i t i o n can be f i x e d t o o . 
A s t a n d a r d i s e d p r a c t i c e i s t o " s t u f f " the shops w i t h the r e l e v a n t 
l o a f , and even r e f u s e t o supply customers w i t h near a l t e r n a t i v e s , 
i n s i s t i n g , i n s t e a d , t h a t they take the c o m p e t i t i o n l o a f . One 
man overcharges h i s customers f o r t h e c o m p e t i t i o n l o a v e s , but 
t e l l s them t h a t he i s g i v i n g them t o them a t h a l f - p r i c e . 
Consequently, the shop-keeper s e l l s more bread, customers 
get i t cheaply, and the man's datum i s exceeded. Everybody, 
at l e a s t as f a r as t h e y know, i s happy. Those loaves which f a i l 
t o s e l l are e i t h e r h e l d on the van u n t i l a f t e r the c o m p e t i t i o n 
i s over, and q u i e t l y r e t u r n e d at a l a t e r d a t e , or are s l i p p e d 
back i n t o the bakery w i t h the connivance of a despatch employee. 

The winner i s f i x e d anyway. When the f i g u r e s are analysed 
a f t e r the c o m p e t i t i o n i s over, one man f i r m l y b e l i e v e d t h a t the 
s u p e r v i s o r s concerned w i t h checking r e s u l t s c l i p odd amounts 
o f f the s u b m i t t e d t o t a l s i f "they l o o k e x c e s s i v e " . An experienced 
roundsman added: 

" . . . o l d had. been coming 
s h o r t f o r some t i m e , and he owed them 
q u i t e a b i t of money...but t h e r e was 
t h i s c o m p e t i t i o n , see?..with cash 
p r i z e s . . . w e l l , vie should have had 
s i m i l a r daturas because vie were d o i n g 
about the same sales then...but he won 
the f i r s t p r i z e of £ 1 5 . . . a n d o f course, 
t h e y took the cheque as the money he 
owed, them ». . 1 said, xo him at the "jime. 
Your t a r g e t i s £20 lower t h a n mine'... 
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t h a t was the b i g g e s t bloody f i d d l e 
g o i n g . . . t h e y ' r e j u s t f i x e d . . . n o 
doubt about i t . . . " 

S e veral men have b i t t e r l y experienced s u r v i v a l a t every 
stage of the c o m p e t i t i o n , but y e t , a t the l a s t h u r d l e , have 
f a i l e d t o get t h e i r p r i z e . At one l e v e l , the management j u s t 
p o i n t b l a n k r e f u s e t o hand the goods over. One man, who should 
have won f i v e b o t t l e s of whiskey, o n l y got t h r e e , lie s a i d : " I 
went and complained t o him, and he s a i d t h a t t h a t was a l l they 
c o u l d a f f o r d t o g i v e me. He s a i d t h a t they'd, o n l y had 80 

b o t t l e s f o r the whole f i r m . W e l l , I helped the bloke unload 
the whiskey when t h e l o r r y a r r i v e d . Twenty c r a t e s w i t h 320 

b o t t l e s i n . . . . I went back and saw him, t o complain, and he 
s a i d : "We've l o s t the papers f o r the c o m p e t i t i o n now". The 
same roundsman! had a l r e a d y had a s i m i l a r e xperience: 

"...they'd had a c o m p e t i t i o n b e f o r e , and 
I ' d a l r e a d y won about £40 i n the p r e v i o u s 
o n e . , . w e l l , t h e y f o r g o t t o take i n t o 
account thao the f o o t b a l l was s t a r t i n g , 
and I came over my datum by thousands o f 
pounds, and should have got about £ 9 0 . . . 
w e l l , t o s t a r t w i t h , they o n l y p a i d me 
£ 3 0 . . .when I complained about t h a t , t h e y 
gave me another £ 2 0 . . b u t what good was 
t h a t ? . . . e v e n t u a l l y , I d i d n ' t pay my cash 
i n . . . w e l l , he p a i d me the same day...out 
o f a l i t t l e t i n he had i n the o f f i c e . , 
and he was the same bl o k e who s a i d t h a t 
the f i r m c o u l d n ' t a f f o r d t o pay me..." 



MASQUERADING AS "A SALES PERSONALITY": ORGANISING SELF 

"..Do I r e a l i s e t h a t I have a sales 
p e r s o n a l i t y which can "be developed 
and improved?..." 

( W e l l b r e a d Sales Manual 
Question put t o r e c r u i t s ) 

Managing the Dilemma of I d e n t i f i c a t i o n 

The dilemma, o f i d e n t i f i c a t i o n a f f e c t s a l l s e r v i c e 
workers. A i l s e r v e r s demonstrate t h i s i n the ways t h a t t hey 
handle those i n e v i t a b l e r e c u r r i n g customers who ove r e s t i m a t e 
the e x t e n t and scope o f s e r v i l i t y . Barmaids and a i r - h o s t e s s e s , 
f o r example, face t h i s t o such a degree t h a t t h e y are f o r c e d 
t o develop o c c u p a t i o n a l r h e t o r i c s t o r e d e f i n e " s u g g e s t i o n s " 
u n - s e r i o u s l y . As Garbin and Boles 0-974) t e l l us, s t r i p 
tease a r t i s t s are so v u l n e r a b l e t o members o f the audience 
m i s t a k i n g the appearance f o r the r e a l i t y o f a v a i l a b i l i t y , 
t h a t t h e i r r h e t o r i c s degenerate i n t o v i s c i o u s t a u n t s . 

Male s e r v i c e workers, on the o t h e r hand, face i n v e r t e d 
consequences of sexism. A l l male s e r v e r s s u p p o r t , d i r e c t l y or 
i n d i r e c t l y , what we might a c c u r a t e l y , i f a l i t t l e i n d e l i c a t e l y , 

( a ) 
c a l l the c u s t o m e r - f u c k i n g myth. G o f f man (l959> P 19'0) r e p o r t s : 

( a ) Thompson (1971? P 103) c l a i m s t h a t t h e r e was a time when, 
e s p e c i a l l y f o r bakers, t h i s was l i t e r a l l y , r a t h e r than merely 
f i g u r a t i v e l y the case. Women had t h e i r c orn ground at the m i l l , 
and Thompson ( i b i d ) supposes t h a t the ve n a c u l a r " g r i n d i n g " merely 
r e f l e c t s t h a t one s o r t o f g r i n d i n g was done i n r e t u r n f o r another. 
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"..when we study s e r v i c e o c c u p a t i o n s , 
e s p e c i a l l y lowly' ones, i n e v i t a b l y , vie 
f i n d t h a t p r a c t i t i o n e r s have anecdotes 
t o t e l l about the time t h e y or one o f 
t h e i r colleagues r e d e f i n e d the s e r v i c e 
r e l a t i o n s h i p i n t o a sexual one ( o r had 
i t r e d e f i n e d f o r them). Tales of such 
aggressive r e d e f i n i t i o n s are a s i g n i f 
i c a n t p a r t of the mythology not o n l y 
o f p a r t i c u l a r o c c u p a t i o n s , but also of 
the male s u b c u l t u r e g e n e r a l l y . . . " 

As Goffman p o i n t s out ( i b i d , p 186) c u s t o m e r - f u c k i n g would 
i f p r a c t i c e d , be a workable way of r e d e f i n i n g the s e r v i c e d e f 
erence, and i t s u s u a l c o i m o t a t i o n o f l o w l i n e s s , i n a more 
acceptable viay, and consequently r e a l i g n i n g work s e l f w i t h 
r e a l s e l f . Of course, i t does happen, but r a r e l y . As Gold 
(1952, p 265) p o i n t s o u t , t h e r e are good reasons f o r performers 
t o a v o i d such entanglements, the o f f e r alone being enough t o 
s a t i s f a c t o r i l y r e a l i g n s e l f . 

The dilemma i s thus not a p r a c t i c a l one. Customer-fucking 
would f a i l t o solve the ba s i c problems of "pe r f o r m e r s " which are 
l i t e r a l l y dramatic r a t h e r than m e t a p h o r i c a l l y s u b s t a n t i v e . As I 
have t r i e d t o show, "method" a c t i n g i n t h i s c o n t e x t , has i t s own 
d i f f i c u l t i e s . As an example o f the o v e r - i n v o l v e d ( c f , the " n u t t e r 
i n D i t t o n , 1972a, p 68 l ) Consider the f o l l o w i n g statement: 

"...See t h a t bloke?...he used t o be w i t h 
us, but he was too slow...honest, but 
bloody slow....he never used t o get back 
t o the bakery u n t i l about y.001...we s t a r t e d 
o f f t h i n k i n g t h a t he was j u s t slow, and 
c o u l d n ' t manage i t , so on Ban]; H o l i d a y s 
...vie used t o send a s u p e r v i s o r out w i t h 
him, and they used t o get back about 
2 . 0 0 . . .and i t t u r n e d out t h a t he wasn't 
slow...he d i d n ' t want t o go home... when 
we.used t o get him f i n i s h e d e a r l y , he 
used t o s i t i n the cafe f o r two hours, 
so he w o u l d n 1 t have t o take h i s w i f e o u t , 
s a i d t h a t he c o u l d n ' t a f f o r d t o take her 
out on the money he was e a r n i n g ! . . . " 

The more " c l a s s i c a l " mode o f a c t o r - d i s i n v o l v e m e n t ( i . e . , 
t h e " d e l i v e r y - b o y " e x i t f u n n e l ) i s e q u a l l y e x i s t e n t i a l l y awkward, 
as I have a l r e a d y shown. 
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Thus, competent management i s a ( p a r a d o x i c a l ) combination 
of elements of b o t h involvement and d i s i n v o I v c m e n t , and the 
p a r t i c u l a r e m p i r i c a l s i t u a t i o n which faces baker's roundsmen 
( a "weak" and segregated audience, see Goffman, 1959» P 137-141 
168) f o r c e s consciousness o f t h e p a r t - t i m e s e l f o f work upon 
the worker. S e r i a l l y v i s i t i n g 300 separated audiences, 
" r e a r r a n g i n g " o n e s e l f (as one man d e l i g h t f u l l y put i t ) between 
t i m e s , i t s e l f acknowledges the l i t e r a l p e r f o r m e r s t a t u s o f the 
roundsman. 

A c t u a l l y d e v e l o p i n g 'competence' i s t y p i c a l l y a t r i a l - a n d 
e r r o r process, c u l m i n a t i n g i n e v e n t u a l a d o p t i o n of a p a r t i c u l a r 
s t y l e . One man recounted t h i s process: 

"..You get an i n i t i a l boredom, at t h e 
b e g i n n i n g of t h e j o b , when you s t a r t , 
you're dim i n a sense...when the job i s 
new...and you don't s o r t of know a n y t h i n g 
e l s e , t h e n , you don't get boredom...then, 
i f you've got any i n t e l l i g e n c e at a l l , you 
s t a r t t o get bored...and you see the same 
people day i n and day out...so they t r e a t 
you as p a r t of the fmmily, and the boredom 
wears o f f . . . f o r about f o u r weeks, u n t i l 
people get t o know you, i t ' s b o r i n g . , 
t h e n g r a d u a l l y the boredom s t a r t s t o wear 
o f f . . . c o u r s e , i t s t a y s , r e l a t i v e l y 
i n t e r e s t i n g u n t i l the times comes when 
you've had enough, and people tend t o 
p r y , and i t goes too f a r . . . t h e round I've 
j u s t s t a r t e d , I've got t o get over t h a t 
i n i t i a l boredom, by g e t t i n g up and t h i n k i n g : 
'Wo, i t ' s not g o i n g t o be the same today, 
i t ' s g o i n g t o be d i f f e r e n t 1 ... I a c t u a l l y 
t e l l myself t h a t i n the morning...." 

S e r v i c e , S e l l i n g and the F i d d l e 

The s e r v i c e r e l a t i o n s h i p thus p r o v i d e s the p s y c h o l o g i c a l 
as w e l l as the m a t e r i a l and e m p i r i c a l c o n t e x t f o r f i d d l i n g . Whil 
t h e r e i s an obvious q u a n t i t a t i v e r e l a t i o n between f i d d l i n g and 
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s e l l i n g ( i n the sense t h a t the b i g g e r the t r a n s a c t i o n , the 
g r e a t e r the amount o f the f i d d l e t h a t can be s l i p p e d i n t o i t ) 
some a s t u t e commentators have n o t i c e d t h a t , a s i d e from t h i s 
s y m b i o t i c harness, an i r o n i c convergence between the two: 

"...Look, I don't know whether you've got 
a t a p e - r e c o r d e r up your slee v e , but 1 know 
t h a t i f I've got 15 salesmen out t h e r e , 
I've got 15 f i d d l e r s . . . a n d I've got t h i s 
t h e o r y , and i t ' s o n l y a t h e o r y , t h a t the 
to p salesmen are the top f i d d l e r s . . . " 

(Manager at the T i g e r Bakery) 

There are not o n l y p r a c t i c a l s i m i l a r i t i e s then. The 
f i d d l e appears t o demand e x a c t l y the same q u a l i t i e s as s e l l i n g . 
P i d d l i n g seems t o be an e x a s p e r a t i n g microcosm of the c a p i t a l i s t 
s t r u c t u r e - the one d i f f e r e n c e between i t and s e l l i n g b e i n g the 
s u c c e s s f u l d e c o r a t i o n l e g i t i m a t i o n of c o n v e n t i o n a l economic 
exchange. 

The p a r t i c u l a r c o n t e x t of bread s e l l i n g demands the 
n e g o t i a t i o n and management o f a s e r v i c e r e l a t i o n s h i p . The v e r y 
consciousness of t h i s demand produces, f o r the roundsman, 
i n t e r a c t i o n a l sense-as-performance. R e f l e c t i o n upon t h i s 
i n t e r p e n e t r a t i o n produces o n l y one s a t i s f a c t o r y and permanent 
r e s o l u t i o n o f the stage-dilemma of involvement i n and r e f l e c t i o n 
upon performance: t h e p a r t - t i m e s e l f . Subsequently, i t i s t h i s 
e x i s t e n t i a l p a r t i a l i t y which l e g i t i m a t e s the f i d d l e . 



Chapter Four 

STRUCTURE: C o n d i t i o n s of Successful P i d d l i n g , S t e a l i n g , 
and D e a l i n g . 
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INTRODUCTION: ORGANISING PARAMETERS OF OCCUPATIONAL THEFT 

I have d e a l t w i t h b o t h the persuasive processes which 
i n i t i a l l y encourage, and the dramatic i n t e r a c t i o n a l n i c e t i e s 
which subsequently f o s t e r the e r o s i o n of u p r i g h t n e s s i n 
Wellbread salesmen. T r a n s f o r m a t i o n of raw, s i t u a t i o n a l l y 
honest r e c r u i t salesmen i s managed through what I was ab l e 
t o c h a r a c t e r i s e as an i n v o l u n t a r i l y - u n d e r t a k e n , i n f o r m a t i o n a l l y -
s u b t l e , i n i t i a l l y - i n t e n t i o n a l l y - c l o s e d , F a g i n - t y p e , a l t e r -
d i r e c t e d moral c a r e e r . Neophytes are manipulated w i t h e x q u i s i t e 
care i n t o a c c e p t i n g t h a t t hey need t o f i d d l e customers out of 
sma l l amounts of money so as t o counterbalance d e f i c i t s which 
i n e v i t a b l y occur i n t h e s e l l i n g process. 

By as k i n g t h e salemmen t o f i d d l e , and y e t , a l a s , 
i n e v i t a b l y f a i l i n g t o p r o t e c t them should t h e y be a c t u a l l y caught 
d o i n g so, the management occu p a t i o . n a l l y l o c a t e the salesmen 
i n a weak, h e t e r o d o x i c a l b i n d . They expect the men t o a c t 
c y n i c a l l y w i t h customers (and f i d d l e them) but i d e a l i s t i c a l l y 
w i t h themselves (and not s t e a l from managernen t ) . Sub s e q u e n t l y , 
the p r i m a r y i n j u n c t i o n ( t o f i d d l e ) i s s t r o n g , and the secondary 
n e g a t i v e m e t a - i n j u n c t i o n ( t h a t o n l y customers should be f i d d l e d ) 
i s r e a l l y c o n t r a d i c t o r y . U n f o r t u n a t e l y f o r t h e management, the 
a p p l i c a t i o n of t h i s secondary n e g a t i v e i n j u n c t i o n i r o n i c a l l y 
depends upon t h e i r own f u t u r e good behaviour. E v e n t u a l l y , f o r 
most men, the management do Something v/hich i s i n t e r p r e t e d by 
the salesmen as an a c t o f class-based a g g r e s s i o n . T h i s u s u a l l y 
i n v a l i d a t e s the grounds of a p p l i c a b i l i t y o f t h e weak me t a - r u l e , 
and the men are suddenly c o n v e r t ed t o ( i n a d d i t i o n t o f i d d l i n g 
customers) s t e a l i n g from the f i r m . 

A n a l y s i s o f t h e everyday grounding and maintenance of 
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t h i s experience i n sa l e s occasions ( g i v e n i n Chapter Three) 
shows t h a t Goffman's dramatic a n a l y s i s i s l i t e r a l l y a p p l i c a b l e 
( i n an o r i g i n a l l y i n t e n d e d sense) t o an u n d e r s t a n d i n g o f 
Wellbread salesmen, as w e l l as b e i n g perhaps m e t a p h o r i c a l l y 
r e l e v a n t . The salesmen l i t e r a l l y 'perform' f o r t h e i r customer 
'audiences'. This b a s e - s t r u c t u r e i t s e l f makes f i d d l i n g a 
s e n s i b l e p r a c t i c e . The doubly-asyrnmetrical s e r v i c e r e l a t i o n s h i p 
e l e c t s customers t o a p e r c e p t i v e l y e x p l o i t a b l e c a t e g o r y ( b o t h 
r n o t i v a t i o n a l l y and t e c h n i c a l l y ) and r o u t i n e and repeated 
customer/audience demands f o r c e the salesman/performer t o 
become i r r e t r e v i a b l e o c c u p a t i o n a l l y c y n i c a l . 

W h i l s t v a r i a t i o n s i n standard i n t e r a c t i o n a l competences 
are i n t e r p e r s o n a l l y p o s s i b l e ( o c c a s i o n a l l y p r o d u c i n g p a r a d o x i c a l 
occasions, such as when the customer f i d d l e s the salesman), 
competent salesmen are t y p i c a l l y " c y n i c a l " , and customers 
t y p i c a l l y " s i n c e r e " . A c c o r d i n g l y , g r a d u a l l y and i n e v i t a b l y 
generated i n u n a l t e r a b l e dramaturgic s t r u c t u r e , salesmen make 
a t y p i c a l l y accomodated response t o the u n i v e r s a l "involvement-
dilemma". The d e c i s i o n t o operate the subsequent p a r t - t i m e s e l f 
a c t s as a p s y c h o l o g i c a l l y i n s u l a t i n g and l e g i t i m a t i n g s c a f f o l d n n g 
f o r f i d d l i n g . The v a r i o u s s t r a t e g i e s evolved f o r d e a l i n g w i t h 
customers, and c u s t o m e r - r e l a t e d problems (such as t i m e t a b l i n g , 
route-management, and m a r k e t i n g ) u s u a l l y r e f l e c t t h i s d e c i s i o n . 
A v a i l a b l e f a c t o r y folk-wisdom c o n s t a n t l y reminds e r r i n g "salesmen" 
o f t h e drawbacks o f over-involvement ( t h e " c a p - d o f f e r " ) or under-
involvement ( t h e "dropper") i n work. 

The concealed background t o the s e r v i c e r e l a t i o n s h i p 
( i . e . , i n t e r a c t i o n s w i t h the bakery management) r e f l e c t s a 
s i m i l a r set o f s i t u a t i o n - r e a d i n g s . I n response t o the " p r e p a r a t i o n -
dilemma" ( t h e necessary d e c i s i o n as t o how the o r g a n i s a t i o n a l 
as w e l l as t h e p r e s e n t a t i o n a l s e l f i s managed) the c y n i c i s m o f 
customer-dealings i s r e p l a c e d by s i n c e r i t y b e f o r e management. 
The " i d e a l " roundsman ( i n the management's eyes) makes a n i c e 
compromise between over-preparing,and o v e r - s e l l i n g h i s round. 
Those who, c o n t r a r i l y , i n v e s t i n s u f f i c i e n t energy i n the managerial 
business o f s e l l i n g (and who o v e r - r e f i n e the p r e p a r a t i o n of t h e i r 
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bread o r d e r s ) f i n d bordeom i n j u s t b eing a " d e l i v e r y " agent. 
Those, c o n v e r s e l y , t o o i n v o l v e d i n s e l l i n g and too l i t t l e i n 
p r e p a r a t i o n f i n d t h a t , e x a s p e r a t i n g l y , the management are 
i n t e r e s t e d i n p r o f i t b e f o r e any sub-moral a l l e g i a n c e t o the 
s e l l i n g ethos, and w i l l not p r o v i d e the p e r f e c t set o f back-up 
c o n d i t i o n s f o r s e l l i n g , when l o s s i s a p o s s i b i l i t y . 

Before d e s c r i b i n g t h e p o r t f o l i o of p r a c t i c a l t e c h n i q u e s 
w i t h which the Wellbread salesmen p r o f i t from b o t h customer and 
the f i r m , some c r u c i a l parameters o f success i n making i l l i c i t 
e a r nings r e q u i r e e x a m i n a t i o n . The p o s t - s o c i a l i s t t i o n c a r e e r of 
each salesman depends upon the d i f f e r e n c e s i n scope t h a t h i s 
r e l a t i o n s w i t h customers w i l l o u t l i n e , and the v a r i a t i o n s i n 
c o n t e x t s o f o p p o r t u n i t i e s t h a t are presented t o him i n h i s 
d e a l i n g s w i t h the i n s i d e bakery s t a f f s . Before i l l u s t r a t i n g the 
i n f l u e n c e of these two c o n d i t i o n a l parameters, a d e s c r i p t i v e 
prologue i s needed. 

Salesmen are p a i d on a f l a t - r a t e s a l a r y b a s i s coupled 
w i t h commission e a r n i g s f o r passing i n d i v i d u a l s a l e s - t a r g e t s . 
O c c a s i o n a l l y , bonus earnings f o r good sales r e c o r d s d u r i n g 
s p e c i a l c o m p e t i t i o n s are p o s s i b l e . This s t r u c t u r e has remained 

( a ) 
v i r t u a l l y unchanged s i n c e t h e b e g i n n i n g o f the c e n t u r y . The 
moral r a t i o n a l y behind such a w a g e - s t r u c t u r e was f u r t h e r e x p l a i n e d 
t o me by a s u p e r v i s o r on a v e r y hot day: 

"...Oh, w e l l , when you s i g n your employment 
c o n t r a c t , t h e y ' r e v e r y c a r e f u l t o s p e c i f y 
t h a t the b a s i c i s f o r 54 hours, so t h a t t h e y 
don't get stung f o r any overtime c l a i m s . . . 
anyway, you can't have people on h o u r l y r a t e , 
you'd never know where t h e y were h a l f the 
t i m e , take us...we c o u l d be sunning o u r s e l v e s 
on the heath f o r two hours every day, c o u l d n ' t 
we? " 

(a) K i r k l a n d ( 1 9 1 1 , V o l . I l l , p 249) notes: "With b i g f i r m s , both 
barrowmen and vanmen are p a i d o n l y v e r y s m a l l s t a n d i n g wages, 
j u s t s u f f i c i e n t t o c o n s t i t u t e them as p a i d s e r v a n t s , and r e c e i v e 
the remainder as commission on sales o n l y . The o b j e c t s , o f 
course, are t o keep the d e l i v e r e r s i n a s t a t e o f a n x i e t y t o 
in c r e a s e t h e i r wages by l a r g e r s a l e s . . . " . 
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Sales l i f e i s o r g a n i s a t i o n a l l y c o n s t r u c t e d f o r each 
salesman i n weekly f i n a n c i a l a c c o u n t a b i l i t y terms. Every salesman 
i s h e l d t o be p e r s o n a l l y r e s p o n s i b l e f o r e n s u r i n g t h a t the 
cash c o l l e c t e d by him s a t i s f a c t o r i l y matches the value of the 
goods despatched t o him. To ensure f u l f i l m e n t of such d u t i e s , 
a f i n a n c i a l d e b i t - c r e d i t " R e c o n c i l i a t i o n " (Rec.) sheet, i s 
prepared weekly by the o f f i c e s t a f f f o r each man. "Recs." are 
a l e n g t h y mathematical t r i a l f o r each man, and by b a l a n c i n g 
d e b i t s w i t h c r e d i t s , c u l m i n a t e w i t h a p e r s o n a l v e r d i c t . 
I n d i v i d u a l r e s p o n s i b i l i t y i n e n s u r i n g t h a t a "balance i s 
achieved i s n e g a t i v e l y enforced by managerial a p p r o p r i a t i o n s 
from the wage-packets o f those whoso v e r d i c t i s " s h o r t " of the 
r e q u i r e d sum. I f t h e v e r d i c t f a l l s on t h e c r e d i t s i d e however, 
su r p l u s e s ( o r , "overs") are t h e o r e t i c a l l y t r a n s f e r r e d by the 
Sales manager t o balance an o v e r a l l weekly departmental 
a c c o u n t a b i l i t y . Each salesman has an i n d i v i d u a l page i n .his 
'Big Book', and weekly v e r d i c t s are s y s t e m a t i c a l l y recorded 
t h e r e , p r o v i d i n g a c u m u l a t i v e r u n n i n g t o t a l o f h i s h i s t o r i c a l 
f i s c a l b i o g r a p h y i n the departments' employ. 

As w e l l as such c a l c u a l t i v e a c c o u n t a b i l i t y , each salesman 
i s u l t i m a t e l y r e s p o n s i b l e f o r checking t h a t a p p r o p r i a t e goods 
are ordered, a d j u s t e d , despatched.and loaded, and t h a t he i s 
a c c u r a t e l y c r e d i t e d w i t h u n s o l d goods t h a t he r e t u r n s t o the 
depot. 

The salesman i s thus r e s p o n s i b l e f o r the f i n a n c i a l d e s t i n y 
of h i s accounts i n areas where he has n e i t h e r access not c o n t r o l , 
and under c o n d i t i o n s where the t o o l s o f c h e c k i n g are s y s t e m a t i c a l l y 
and r e g u l a r l y denied him. One salesman commented s a d l y : 

They've got you by the s h o r t and c u r l i e s , 
and t h e r e ' s n o t h i n g you can do...look, i n t h e 
o f f i c e , t h e y a l l o w ' p r i v a t e ' d i s c o u n t s t h a t 
we're not supposed t o know about...how can we 
check t h a t ? . . . . a l l the d i s c o u n t s v a r y from 
shop t o shop... sometimes, i t ' s 12/3, sometimes 
12-ĝ 'i, sometimes, 15/!>» 22-g/6>.. .too complex t o 
keep t r a c k o f . ..you haven't got the time t o 
do i t f o r a s t a r t , and you haven't go I; the 
f a c i l i t i e s f o r a n o t h e r . . . t h e n t h e r e ' s c r e d i t s 
and e x t r a s , and r e t u r n s , and s h o r t s , , . . y o u 
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don't know whether they've put the c r e d i t 
i n o r n o t , but you assume i t is....maybe your 
charges don't go t h r o u g h , maybe your c r e d i t s 
don't go through...maybe your accounts a r e n ' t 
worked out r i g h t . . . o n the b i g s t o r e s , you 
don't even see the i n v o i c e , how do you know 
t h e r e i s n ' t a mistake?..." 

' a) 
Thus, low pay,*1 and r e s p o n s i b i l i t y f o r m a t t e r s g e n e r a l l y 

o u t s i d e the salesman's c o n t r o l p r o v i d e an o c c u p a t i o n a l s t r u c t u r i n g , 
which, when coupled w i t h the b i o g r a p h i c a l experiences o f 
s o c i a l i s a t i o n "coerce" ( i n Leonard and Weber's 1970 s t r i c t 
meaning) i l l e g a l a c t i v i t y . 

The form t h a t t h i s a c t i v i t y takes depends p a r t i a l l y upon 
the scope o f f e r e d the roundsman by t h e type and s i z e o f the 
'round' t o which he has been a l l o c a t e d . The s a l e s h i n t e r l a n d 
i s d i v i d e d i n t o a set of 49 r o u t e s , 19 of which a r e Wholesale 
(W/S) , and the remainder R e t a i l ( R t . ) . But ' r o u t e s ' are mere 
g e o g r a p h i c a l c i r c u i t s : a 'round' i s a r o u t e s p e c i a l l y c o l o u r e d 
w i t h a p a r t i c u l a r and unique h i s t o r y of b i o g r a p h i e s of salesmen 
and customers. R e c r u i t s are always t r a i n e d on used rounds, 
and thus any s i t u a t i o n a l l y and c h a r a c t e r o l o g i c a l l y a p p r o p r i a t e 
choice o f a ' c o r r e c t ' mode of f i d d l i n g w i l l succeed or f a i l 
i n terms o f i t s a b i l i t y t o merge w i t h h i s t o r i c a l l y accepted 
p r a c t i c e s on t h a t round. This " s i t u a t e d s e l f " (Goffman, 1 9 6 l a , 

p 4 l ) s t r o n g l y etches prrformance norms upon the t a b u l a rasa 
of t h e neophyte salesman. As i n i t i a l s o c i a l i s a t i o n proceeds by 
example, r e c r u i t s are a c c o r d i n g l y encouraged by s u p e r v i s o r s 
t o f i d d l e by 'appeals t o c o n t i n u i t y ' , which may or may not be 
phrased as 1 appeals t o l o y a l t y 1 . One salesman remembered: 

" . . . a l l the farmhouse loaves were a penny 
e x t r a , I t h i n k , yeah, Old D i c k , who'd been 
on t h e r e f o r years had been d o i n g i t . . . t h e 
s u p e r v i s o r kept t h a t one a c t u a l l y , he d i d 
e x p l a i n t o me, he s a i d : 'This i s Old Dick's 
d o i n g , w e ' l l c a r r y i t on'..." 

So, when t r a i n i n g induces a r e c r u i t t o p r a c t i c e the f i d d l e , 

( a ) I n t h e r e s e a r c h summer o f 1973» bas i c salai'.y was £ 2 7 . 7 5 P.VJ. 
Average commission earnings were a p u b l i c i s e d £ 4 . 7 5 pw« Despatch 
men were making an average of £ 5 1 p.w. 
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i t induces him t o do i t i n c e r t a i n ways. Salesmen f a i l i n g t o 
accept the need t o c u r t a i l p r a c t i c e t o f i t p r e - e x i s t i n g 
f i d d l e - p a t t e r n s t h a t have h i s t o r i c a l l y passed on the round, 
experience p a r t i c u l a r problems. I n f a c t , i t i s t h i s d i s c r e p a n c y 
( o r i t s .absence) between r e c r u i t p r e d i l e c t i o n s and i d i o s y n c r a t i c 
h i s t o r i c a l l y accepted p r a c t i c e s which e i t h e r e ntraps or p r o t e c t s 
salesmen. For example, i t i s s a i d o f some who have f a i l e d t o 
l i t e r a l l y f o l l o w i n t h e i r predecessor's f i d d l e - s t e p s : 

"...he got greedy i n the end...he frot 
t o t h e p o i n t where the customers got 
s u s p i c i o u s , none of them d i d a n y t h i n g , 
but t h e y a l l s t a r t e d c hecking him o u t , 
...he c o u l d n ' t make any more..." 

"...He's a u s e l e s s bugger... t h e y want t o 
get r i d of him...he carved up t h a t seaside 
r u n . . . t h e y don't l i k e him down t h e r e . . . " 

" . . . I had a good round...but the char; t h a t 
went on t h e r e a f t e r me, he was what you'd 
c a l l a 'shark'...he j u s t done everybody 
...doing people l e f t , r i g h t and c e n t r e . , 
he was doing accounts t h a t they'd 
o b v i o u s l y f i n d oat about..." 

^ D i f f e r e n c e s i n scope can a l s o a r i s e from the ways t h a t 
the management organises customers i n t o groups served by 
d i f f e r e n t t ypes of round. W/S rounds deal i n l a r g e q u a n t i t i e s 
of goods, s e l l i n g t o a small number of customers (about ]>Q, but 
t a k i n g up t o £ 1 , 0 0 0 a week gross s a l e s ) . E s s e n t i a l l y , W/s salesmen 
d e l i v e r t o r e - s a l e o u t l e t s as middle-men, o p e r a t i n g on a planned 
m a r k e t i n g b a s i s . More time and care i s g i v e n t o each customer, 
and the w h o l e s a l e r s , as a group, are an e l i t i s t band r e c r u i t e d 
from t h e best of the r e t a i l salesman. One W/S man s a i d : 

" . . I p r e f e r w h o l e s a l e . . . I don't know why, you 
f e e l as i f you're s e l l i n g m o r e . . . i f you s e l l 
an e x t r a b i t o f cake on r e t a i l , you get pleased 
w i t h y o u r s e l f , i n a shop i t ' s an e x t r a t r a y . . 
because i t ' s b i g g e r , i t seems t o g i v e more 
s a t i s f a c t i o n . . .On V//S, l e t ' s be honest, you 
don't go out t o make a couple of bob..(cn 
f i d d l e s ) . . l i k e r e t a i l , do you?...ycu go out 
t o make f o u r or f i v e q u i d , don't you?..." 
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R e t a i l salesmen, on the o t h e r hand, s e l l much s m a l l e r 
q u a n t i t i e s of goods t o a l a r g e r number of customers, p r o b a b l y 
250-300 customers, but o n l y t a k i n g about £ 1 0 0 - £ 2 5 0 a week i n 
s a l q s . R e t a i l men act as. door-to-door salesmen, and operate 
by 'pushing' the goods as f r o n t men. The most .important 
d i f f e r e n c e f o r Rt. men i n o r g a n i s i n g f i d d l i n g i s the type 
of customer, and the s o r t s of t r e a t m e n t t h a t the salesman can 
expect from d i f f e r e n t t y p e s . This i s p r i m a r i l y seen as the 
d i f f e r e n c e between c o u n t r y and town people. Two salesmen s a i d : 

" . . . c o u n t r y people are q u i t e d i f f e r e n t a r e n ' t 
they?...much more c h a r a c t e r than the people 
i n t h e town..." 

" . . . . I w ish I had a c o u n t r y round...much n i c e r , 
t h e y t r e a t you d i f f e r e n t l y i n the c o u n t r y . . . t h e y 
g r e a t y o u . . . l i k e . . . y o u were coming round t o heIn 
them...as an equal...whereas i n the town, they 
j u s t t h i n k you're a s e r v a n t . . . " 

The t y p i c a l r e s u l t of f i d d l i n g customers i s t o add a b i t 
onto the b i l l . I n r e t r o s p e c t , t h i s amounts t o adding a percentage 

( a ) " " ~~~ od. With s k i l l and f i n e s s e , t h i s can be as g r e a t as t e n 
p e r c e n t . U l t i m a t e l y , however, the d i f f e r e n c e s i n the gross amounts 
t h a t can be creamed o f f are dependant upon the s i z e of t h e round. 
Two, f a i r l y t y p i c a l , examples w i l l do: 

W/S: " . . I n o r m a l l y , on a good week, have about 
£ 2 5 o u t , but I took an e x t r a £57 out t h a t week, 
because I was going on h o l i d a y . . a n d I s t i l l came 
£ 2 over on the R e e l . . " 

( a ) Most of the d e p r e c a t i n g a r g o t o f o c c u p a t i o n a l t h e f t r e f l e c t s t h i s 
theme o f the Metaphor of the P a r a s i t i c Percentage. When r e f e r r i n g 
t o t h e p r o f i t t o be gained, t h i s i s t y p i c a l l y thought o f as s l i g h t 
a c c r e t i o n - "packing", or "padding" of a l e g i t i m a t e l y earned income 
But when, as i s more o f t e n the case, the t r a n s a c t i o n i s conceived 
of as a s l i g h t l o s s t o the v i c t i m , the more common e r o s i o n metaphor 
i s invoked: " b i l k " , " c h i s e l " , "cream", " c u t " , " d o c t o r " , " f l e e c e " , 
"gouge", " m i l k " , "mulct", "nickel-and-dime", "skim", "water", e t c . 
W h i l s t i t i s sometimes h e l d t h a t a p r o f e s s e d absence o f w e l l -
r e c o g n i s e d argot p a t t e r n s i n the speech of o c c u p a t i o n a l c r i m i n a l s 
t e s t i f i e s t o t h e i r ( a l l e g e d ) n o n - c r i m i n a l s t a t u s , t h i s b r i e f look 
at t h e i r metaphoric vocabulary r e f l e c t s not the l e g i t i m a c y o f the 
r e f e r r e d p r a c t i c e s , but i n s t e a d t o the number of employees 
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Rt• : " . . I used t o reckon on making about £2 
t o £ 3 a week, and t h a t was p r e t t y good" 

The o t h e r major o r g a n i s i n g parameter l i e s i n the v a r i a t i o n s 
i n c o n t e x t s o f o p p o r t u n i t y , themselves dependant upon v a r i a t i o n s 
i n t i m i n g and t e r r i t o r y . Rounds are scheduled t o t i e i n w i t h 
customer t i m e t a b l e s , and because t h e r e are not enough l o a d i n g 
bays at the bakery t o accomodate a l l salesmen l o a d i n g s i m u l t a n 
eously, every round has a scheduled a r r i v a l and d e p a r t u r e time 
a t the depot. Smaller loads f o r s m a l l e r rounds o b v i o u s l y take 
l e s s t i m e t o l o a d and serve: i n t h i s sense, the two o r g a n i s i n g 
parameters are l i n k e d . 

Such e n t r y - t i m i n g i s c r u c i a l t o the u n d e r s t a n d i n g o f the 
v a r i a t i o n s of o p p o r t u n i t y t h a t d i f f e r e n t salesmen have f o r 
s t e a l i n g from, and d e a l i n g w i t h despatch s t a f f s . A l t h o u g h 
s y n c h r o n i s a t i o n of a r r i v a l i s w e l l - p l a n n e d , coindidence o f 
e n t r y a t d i f f e r e n t p o i n t s i n the despatch s t a f f s ' work p a t t e r n 
produces f o u r d i s t i n c e e n t r y - s t a t u s e s f o r salesmen, c a l l e d by 
despatch s t a f f s : " E a r l y B i r d s " , "Big Boys", "Old-Stagers", and 
" S m a l l - T i m e r s " . ^ 

Three of the W/S salesmen a r r i v e p a r t i c u l a r l y e a r l y at 
the depot (about i.JO am) e i t h e r t o synchronise w i t h e a r l y 
customers ( s h i p s l e a v i n g e a r l y from the d o c k s ) , or t o t r a v e l 
l o n g d i s t a n c e s b e f o r e s t a r t i n g t o s e l l . T h e i r a r r i v a l c o i n c i d e s 
w i t h t h e c o m p l e t i o n o f normal d u t i e s by despatch s t a f f s , who 
are s t i l l i s s u i n g or s l i c i n g bread, and who have not y e t changed 
from s t o c k p r o d u c t i o n and s t o c k d i s t r i b u t i o n t o s t o c k - c o n t r o l . 
At t h i s time i n t h e morning, g r e a t e r areas o f the despatch 
t e r r i t o r y are open f o r f r e e access by salesmen, a l t h o u g h g r a d u a l l y , 

( a ) The se l a b e l s are formed and used by despatch s t a f f s . I have not 
t r i e d t o sharpen them a n a l y t i c a l l y : t h ey form a d e s c r i p t i v e , not 
a n a l y t i c , t y p o l o g y . They i n e v i t a b l y o v e r l a p w i t h salesmen's s e l f -
t y p i n g ( g i v e n i n Chapter F i v e ) which a l t h o u g h generated i n 
d i f f e r e n t c o n d i t i o n s ( o f r e a c t i o n s t o l a b e l l i n g ) are s i m i l a r t o 
the e x t e n t t h a t c a r e e r s and p r a c t i c e s o f salesmen are s i t u a t e d . 
I d i s c u s s them a t l e n g t h i n o r d e r t o i l l u s t r a t e the e x t e n t t o 
which d e v i a n t success i s a r e s u l t of a s c r i p t i o n r a t h e r than 
achievement. 
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as the morning matures, these free-access areas w i l l d i m i n i s h 
i n s i s e , and be r e p l a c e d by l a r g e areas r e s t r i c t e d t o non-sales 
p e r s o n n e l . Despatch s t a f f s are s t i l l , however, at t h i s time i n 
the morning, working a t v a r i o u s p o i n t s i n the despatch area, and 
are not y e t c o n c e n t r a t e d i n the o f f i c e at one end o f the despatch 
area, where they e v e n t u a l l y congregate t o d r i n k t e a , and from 
which t h e i r c o l l e c t i v e view of what i s g o i n g on i n the t e r r i t o r y 
f o r which they are r e s p o n s i b l e , i s l i m i t e d . 

Thus, despatch s t a f f s ' s knowledge o f the p r a c t i c e s o f 
" E a r l y B i r d s " i s e x t e n s i v e , and t h e i r r e l a t i o n s w i t h them tend 
t o be e i t h e r e xtremely good, or extremely bad. One " e a r l y B i r d " , 
who was s u b t l e enough not t o t r y t o take advantage of despatch 
s t a f f s ' p r e o c c u p a t i o n w i t h work r a t h e r than s t o c k - c o n t r o l found 
t h a t he was allowed t o take a few e x t r a loaves each morning 
from t h e rack of spare day-stock bread which i s s i t u a t e d a l o n g 
way from h i s l o a d i n g bay, and near the despatch o f f i c e ; 

" . . . I do i t openly, and l e t them see me, 
mo s t l y , I j u s t take i t , and they won't book 
i t . . . u n l e s s t h e y t e l l you...sometimes they've 
got so much s t o c k t h e r e , t h e y a l l o w you t o 
take a b i t . . . i t ' s a s o r t of deal r e a l l y , 
t h e y ' r e easy w i t h you as l o n g as you don't 
go too h e a v y . . . i f you don't go too heavy, you 
can p i c k up a few..." 

Another " E a r l y B i r d " has s u f f i c i e n t l y annoyed despatch 
s t a f f w i t h c o m p l a i n t s and p e t t y t h e f t s which they would have 
t o r e c t i f y : 

"...Despatch have been watching him a p p a r e n t l y , 
watching him l i k e a hawk...he's g e t t i n g fed up, 
because he can't make a n y t h i n g . . . " 

"...Yeah, i t used t o be a l r i g h t . . . but you can't 
even get a t r a y of bread nowadays...you used t o 
be able t o get t h a t at l e a s t , you c o u l d s t a r t 
the day o f f r i g h t . . . b u t not now..." 

The "Big Boys", w h o l e s a l e r s on l a r g e l o c a l d e l i v e r y , 
b e g i n t o a r r i v e at 4-3'J am, but are n o r m a l l y loaded and away by 
5 • 3 ̂  tin1!• l l i c i i 1 £xr*x^iVcXl coinc i d G 3 VJ J."L1 I tine clG^ps» cch ~t G 3 * — o reS-ri^ 

which symbolises f o r despatch s t a f f the change from s t o c k 
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d i s t r i b u t i o n t o s t o c k - c o n t r o l . "Big Boys" have t y p i c a l l y good 
r e l a t i o n s w i t h despatch men, p r o v i d i n g somebody f o r the l a t t e r 
t o t a l k t o , and share t e a w i t h . A l t h o u g h , by now, the day stock 
i s counted and out of bounds f o r "Big Boys", c o n t r o l i s o n l y 
e x e r c i s e d m i l d l y and haphazardly from i n s i d e the despatch o f f i c e . 
A l though t h i s o f f i c e was designed and b u i l t so as t o a f f o r d a 

f i n e view o f a l l the loading-bays t o which the salesmen drag t h e i r 
racks p r i o r t o l o a d i n g , the despatch manager (who f i n d s i t more 
p e r s o n a l l y p r o f i t a b l e t o watch over s t a l e bread r e t u r n s ) obscures 
t h i s view w i t h racks o f s t a l e bread. A "Big Boy" commented upon 
usu a l r e l a t i o n s w i t h despatch s t a f f : 

" . . . they don't come and check you i f you 
say t h a t you're s h o r t of something.,.we 
have p r e t t y good r e l a t i o n s w i t h them 
r e a l l y . . . i f you t e l l them you're s h o r t , 
they' 1 1 g i v e i t t o you w i t h o u t much f u s s 
as a r u l e . . . " 

Between 6 .00 and 6.45 a r n> "the "Old-Stagers" a r r i v e and 
l o a d on t h e top bays o f the depot, f u r t h e s t from the o f f i c e . 
Accurate t i m i n g i s c r u c i a l f o r them, as t o s u c c e s s f u l l y 
r e t r i e v e s t a l e bread from the 'back passage' ( a long passage, 
out of s i g h t of the despatch o f f i c e , r u n n i n g from the despatch 
area p a r a l l e l w i t h the p l a n t , i n which s t a l e s which have come 
i n from the o u t l y i n g depot d u r i n g the n i g h t are s t o r e d p r i o r t o 
b e i n g checked by the despatch manager) they need t o be t h e r e 
a f t e r the despatch s h i f t has gone home (about 6 .00) but b e f o r e 
the despatch manager a r r i v e s f o r work at 6 .20 am. Most o f the 
"Old-Stagers" are middle-aged r e t a i l e r s on l a r g e c o u n t r y rounds 
who r e l y upon s e l l i n g a few s t a l e s t o s e l l t o customers as 
dog-food. Because, however, t h e i r e n t r y - t i m i n g i s close enough 
t o the e x i t o f t h e despatch s t a f f s , t h ey sometimes a l s o deal i n 
a s m a l l way w i t h minor despatch men. 

"Small-Timers", on the o t h e r hand, are not supposed t o 
a r r i v e u n t i l a f t e r the despatch manager. T h i s i s a c t u a l l y a r u l e . 
"Small-Timers" comprise the r e s t of the r e t a i l salesmen, and 
t h e i r a r r i v a l between 6.4'') a r ; 1 a n d 7«45 a m precludes them from 
d e a l i n g w i t h despatch s t a f f (as they cannot synchronise w i t h 
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them f o r t h e ' p a y o f f ' ) and from any s i g n i f i c a n t s t e a l i n g from 
s t o c k under the w a t c h f u l eye of the manager. Some members o f 
t h i s group have o c c a s i o n a l l y t r i e d t o overcome these problems 
by e a r l i e r a r r i v a l , b ut t h e immediate s u s p i c i o n t h a t t h i s 
places them i n r e q u i r e s t h a t they e i t h e r s u b s t a n t i a t e t h e i r 
presence w i t h an acceptable v e r b a l i s a t i o n (such as: ' g e t t i n g 
a good s t a r t t o get f i n i s h e d e a r l y t o go on h o l i d a y ' ) , or 
su b j e c t t h e i r vans t o r i g o r o u s search. One man complained: 

"...Fucking (despatch manager)... 
he s a i d I snouldn't be here t h i s e a r l y , 
he searched my motor and took a whole 
t r a y o f f t h a t I ' d bought...he s a i d t h a t 
i f he caught me here b e f o r e him ag a i n , 
he'd r e p o r t me..." 

On to p of t h i s , a l t h o u g h the c h a r a c t e r o f despatch 
( a 

t e r r i t o r y changes between a r r i v a l s t a t u s - g r o u p s , salesmans' 
attempts t o operate i n o f f - l i m i t s o r out-of-bounds areas w i l l 
render them l i a b l e t o r e p o r t , c h a l l e n g e o r s u s p i c i o n , and may 
l a b e l them as marked men: 

"...For i n s t a n c e , t h e r e ' s a s u p e r v i s o r i n the 
cake-store a t t h e moment...but I know he won't 
take anything...he knows t h a t I saw Inm go i n , 
t h a t ' s why...and I caught him at i t b e f o r e . . 
( i . e , s t e a l i n g ) . . . and I t o l d him t h a t i f I 
caught him d o i n g i t again, I ' d g i v e him the sack..." 

Thus, a l t h o u g h d i f f e r e n t e n t r y - s t a t u s e s may c r e a t e 
s i g n i f i c a n t v a r i a t i o n s i n t h e c o n d i t i o n s for s t e a l i n g and 
d e a l i n g i n despatch, s t a t u s i s no l i c e n c e f o r t e r r i t o r y 
i n f r i n g e m e n t or i n v a s i o n . What i s c r u c i a l i s t h a t a salesman's 
i n t e r a c t i o n s w i t h despatch s t a f f s i s ( o f t e n u n w i t t i n g l y ) governed 
by the c a t e g o r y t o which he i s a r b i t r a r i l y a l l o c a t e d . His 
subsequent e n t r y - s t a t u s then a c t s as an i n v i s i b l e harness upon 
h i s i l l e g a l a c t i v i t i e s . I n sum, the o b j e c t i v e e x t e n t o f f i d d l i n g 
customers ( i . e . , t h e weekly " t a k e " he may expect) w i l l be, i n the 
l a s t a n a l y s i s , r u l e d by the scope t h a t round o f customers o f f e r s . 

( a ) To r e c a p i t u l a t e , t e r r i t o r y g r a d u a l l y becomes l e s s accessable t o 
salesmen as despatch workers p r o g r e s s i v e l y adopt a c o n t r o l l i n g 
r o l e , and cease t h e i r d i s t r i b u t i v e f u n c t i o n . 
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The l e g i t i m a t e s i z e o f h i s round (and i t s t y p e ) w i l l t y p i c a l l y 
a l l o c a t e him an e n t r y - s t a t u s which w i l l i r r e m e d i a l l y c o n d i t i o n 
the n a t u r e of h i s r e l a t i o n s h i p s w i t h despatch s t a f f s : a v i t a l 
c o n d i t i o n f o r b o t h s u c c e s s f u l s t e a l i n g from, and s u c c e s s f u l 
d e a l i n g w i t h them. 

As I have a l r e a d y p o i n t e d out ( i n Chapter Two) the 
Wellbreads management makes an i n t e r e s t i n g , and somewhat myster
ious d i s t i n c t i o n i n the acceptance or r e j e c t i o n of d i f f e r e n t 
types o f t h e f t . As one, r a t h e r p u z z l e d , r e c r u i t put i t : "They 
seem t o t h i n k t h a t t a k i n g bread from them i s wrong, and f i d d l i n g 
t h e i r customers i s r i g h t . " Before d e s c r i b i n g f i d d l i n g , s t e a l i n g 
and d e a l i n g i n more d e t a i l , I w i l l t r y "bo make t h i s managerial 
maxim i n t o an Everyman Performance. This leads us t o a d i s c u s s i o n 
o f the economic c o n t e x t of b l u e - c o l l a r o c c u p a t i o n a l t h e f t i n 
g e n e r a l , and t o a c o n s i d e r a t i o n o f " i n v e n t o r y s h r i n k a g e " i n 
p a r t i c u l a r . 
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STEALING FROM WORK 

" I n v e n t o r y Shrinkage" 

Most o r g a n i s a t i o n a l i n v e n t o r i e s s u s t a i n l o s s e s . These 
losses are a t e c h n i c a l m a t t e r though, and not issues f o r the 
i n v o c a t i o n o f moral concern. What i s i m p o r t a n t i n an o r g a n i s 
a t i o n i s t h a t such l o s s e s be a c c u r a t e l y c a l c u l a t e d , r a t h e r 
than t h a t t h e i r a c t u a l nature be a c c u r a t e l y diagnosed. I would 
l i k e t o suggest some sound reasons why d e s c r i p t i o n s o f these 
losses are t y p i c a l l y i n a c c u r a t e . 

Aside from n o n - i n v e n t o r y l o s s ( i . e . , t h e l o s s of o b v i o u s l y 
m i s s i n g , but n o n - i n v e n t o r i s e d s t o c k ) , and a c c u r a t e l y accounted 
l o s s , t h e r e i s a l s o t h e p o s s i b i l i t y of mis_accounted l o s s , and 
unaccounted l o s s e s . Misaccounted losses a r i s e t h r o u g h i n v e n t o r y 

( a) 
c l a s s i f i c a t i o n e r r o r . A l l i n v e n t o r i e s have an i n i t i a l 
l o s s - s o r t i n g v o c a b u l a r y , -which a c t s as a set o f l a b e l i n g -
pending t r a y s f o r l o s s e s . There i s o f t e n r e t i c e n c e t o l a b e l 
l o s s as due t o m a l i g n , r a t h e r than t o u n d e r s t a n d a b l y benign 
sources. At Wellbreads, when despatch s t a f f s d i s c o v e r t h a t goods 
are " m i s s i n g " , an e l a b o r a t e l y evasive v o c a b u l a r y i s used. Since 
i n e f f i c i e n c y i s as l i k e l y as t h e f t , a n o n - s t i g m a t i s i n g b a t c h of 
terms which reserve f i n a l judgement i s used. Absent c h o c o l a t e 
f i n g e r s were s a i d t o have "walked", bread t o have "gone a s t r a y " 
( i f permanently, t o have " v a n i s h e d " ) , jam p u f f s and o t h e r c o n f e c t 
i o n a r y t o have "disappeared", and boxed cake t o have " f l o w n " . 
These p r e l i m i n a r y and k i n d l y c a t e g o r i e s r e f l e c t l a t e r o f f i c i a l 
i n v e n t o r y euphemisms, such as " d i s t r e s s e d " merchandise ( K l o c k a r s , 

( a ) This d e s c r i b e s Palmer's (1973• P 20) sense o f "hidden" l o s s . 
Lay commentators commonly r e f e r t o p i l f e r a g e t o t a l s as hidden 
because t h e y haven't heard of them b e f o r e . A c t u a l l y , the l o s s 
i t s e l f i s obvious, o n l y i t s cause i s hidden from the layman. 
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197A > P 1 8/j), " i n v e n t o r y s h r i n k a g e " and so on. This i s not 
pure p h i l a n t h r o p y . The Welltareads despatch s t a f f were schooled 
by the despatch manager not t o make unprovable a s s e r t i o n s 
about the c h a r a c t e r s of o t h e r s . A d d i t i o n a l l y , as Crawford 
(1915 , P H 6 ) p o i n t s o u t , l o s s - s o r t i n g dilemmas are not 
always i n h e r e n t l y r e s o l v a b l e . A t r u e i n v e n t o r y r e a l i t y i s 
not n e c e s s a r i l y d e c i p h e r a l i n c l o s e r a n a l y s i s as "..mistakes 
and f a l s e e n t r i e s are o f t e n d i s t i n g u i s h e d o n l y by the 
connected f a c t s . . " (emphasis added, i b i d ) . 

A l l i n v e n t o r i e s c o n t a i n t r a d i t i o n a l ' d u s t b i n ' or 
'et c e t e r a ' c a t e g o r i e s where l o s s may be d i s c o u n t e d as "worn", 
" s p o i l e d " , "damaged", "broken", " r e j e c t " , "seconds", " l o s t " , 
and so on. However, i t i s g e n e r a l l y w i t h i n the o r g a n i s a t i o n a l 
power o f those s t e a l i n g such goods t o have them thus l a b e l e d . 
The w e l l - s c h o o l e d employee t h i e f w i l l i n d u l g e i n i n v e n t o r y -
buck-passing, and th u s s u c c e s s f u l l y pass o f f h i s own t h e f t s 
as i n c u r r e d elsewhere i n t h e o r g a n i s a t i o n . For example, Wellbreads 
i n s i d e d e a l e r s d e a l t whole racks of bread which they then 
claimed t h a t they had been s h o r t - d e l i v e r e d by the o t h e r 
p r o d u c t i o n bakery i n t h e c h a i n . When s t r a i g h t despatch s t a f f 
found ' e x t r a ' bread on salesmen's r a c k s , t h e y were t o l d t h a t 
" i n e x p e r i e n c e d casuals must have made a mi s t a k e " . As Wahl 
p o i n t s out (1963 , p 7 6 ) , the chances of permanently b e i n g 
able t o do t h i s are enhanced vihen t h e r e i s a cate g o r y (such as 
" s h o p l i f t e r s " f o r t h i e v i n g s t o r e employees) who can r e g u l a r l y 

( b ) 
be blamed, but whose honesty cannot be s y s t e m a t i c a l l y checked. 

( a ) "Shortage" i s o f t e n e r r o n e o u s l y i n t e r c h a n g e d w i t h the word 
"sh r i n k a g e " . Shortage r e f e r s t o t h e : "absence of m a t e r i a l t o 
s a t i s f y customer or user demand" ( P r i t c h a r d and Eable, 1965> P 13 
i t s cost i s equal t o the ma r g i n a l p r o f i t l o s t i n not immediately 
s a t i s f y i n g customer demand (iiagoe and Boodman, 195&, P 39^) • 

• Shrinkage r e f e r s t o : "..the d i f f e r e n c e between the sum of the 
c l o s i n g i n v e n t o r y p l u s net s a l e s , d i s c o u n t s , p r i c e changes, 
mark downs, and the s t a r t i n g inventor;/- p l u s purchases..." 
(Edwards, 1958, p 3 ) . 

( b ) Anderson (1923 , p l o l ) recounts t h a t Hobos c l a i m t h a t t r a i n crews 
s t e a l merchandise from t h e i r loads and blame unnamed 'hobos' t o 
s h i e l d themselves. The e x a s p e r a t i n g success of t h i s d e l i b e r a t e 
m a n i p u l a t i o n of i n v e n t o r i e s occurs as the in v e n x o r y i s (one mignt 
deduce) based upon what I have elsewhere c h a r a c t e r i s e d as a 
l i n e a r set o f b e l i e f s ( D i t t o n , 1975) P ] ) • Such a system cannot 
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I n t h i s way, normal i n v e n t o r y t a k i n g might be c h a r a c t e r i s e d as 
a p a r t i a l "succeed-safe" system. That i s , i t o n l y works under 
i n t e r m a l l y benign, and e x t e r n a l l y m a l i g n circumstances. I t 
a c c u r a t e l y l a b e l s i n t e r n a l t e c h n i c a l l y unavoidable l o s s e s , and 
s u c c e s s f u l l y r e f l e c t s any o u t s i d e i n t e n t i o n a l t h e f t . T y p i c a l l y , 

( a ) 
however, i n s i d e t h e f t i s miscounted. 

(Contd) cope, ^ . c o n t r o l sense, w i t h those c o n t r o l l e d c o r r e c t l y 
i n t e r p r e t i n g the t h e o r y . Goffman ( 1974 , p 324) r a t h e r n i c e l y 
c a l l s t h i s the "breeding 1 1 c h a r a c t e r i s t i c of events. The l a t t e r 
p o s s i b i l i t y produces a f e a t u r e which we may c a l l "asymptotic 
s w i n g i n g " . T h i e v e r y may a n t i c i p a t e the l i k e l y response t o i t s e l f 
and i n c o r p o r a t e a p r e - p a i d r e p l y . U l t i m a t e l y , t h i s becomes 
hackneyed, and the pendulum of c r e d i b i l i t y swings away t o r e s t 
upon the f i r s t 1 wide-boy' t o pre-incomporate an answer t o the 
r a t i o n a l e which f i r s t d e f e a t e d the i n i t i a l pre-planned r e p l y . 
For example, when management attempt t o cut o r d i n a r y losses 
by o f f e r i n g workers damaged goods at reduced p r i c e s , the 
r e l a t i v e l y random supply o f such goods i s r a t i o n a l i s e d by the 
men, and patched i n t o consumer demand by " o r g a n i s i n g " 'damage1 

t o chosen coods. Davis (1957>-P 259)» D a l t o n ' I 9 6 4 , p 20i3), and 
Edwards (.1 9 yd, p 107-8) a l l t e s t i f y t o the f a c t t h a t goods are 
s y s t e m a t i c a l l y marred, bought cheap, and even r e p a i r e d on company 
t i m e . S i m i l a r l y , t a x i - d r i v e r s "make change" ( D a v i s , 1959» P 2 6 9 ) : 
by f u m b l i n g f o r change, or by g i v i n g i t i n small denominations., 
" o r g a n i s e " ihey encourage t a r d y t i p p e r s . S u t h e r l a n d (1937 » P 16) 
notes t h a t t h i e v e s b e l i e v e t h a t "98/fa" o f r e p o r t e d r o b b e r i e s 
of j e w e l l e r s are i n f l a t e d f o r the in s u r a n c e , and t h a t ( s w i n g i n g 
the o t h e r way), mobsmen may 'burn' t h e i r c o n f e d erates .(take 
p a r t of the l o o t ) due t o the c r e d i b i l i t y o f be i n g able t o say 
t h a t the v i c t i m ' s c l a i m s about how much he l o s t i n the r a i d 
are p r o b a b l y exaggerated. 

(a ) S i m i l a r l y , dockers ( e g , as i n Mars, 1974) c l a i m t h a t shortage 
always occurs where they are n o t . I n CASE 56 ( 2 0 . 1 1 . 7 4 )> f o r 
example, I p s w i c h dockers o f f i c i a l l y charged w i t h p i l f e r a g e , 
c laimed t h a t the p i l f e r a g e had taken place i n Poland, the 
p o r t of l o a d i n g . I n H.CASE 9 ( 1 0 . 7 , 7 2 ) i t i s r e p o r t e d t h a t 
Heathrow baggage p o r t e r s made sure t h a t l o o t e d s u i t c a s e s belong 
t o f o r e i g n e r s who are f l y i n g out> so t h a t -there i s l e s s chance 
of them f l y i n g i n again, and c o m p l a i n i n g . However, when a 
famous show-jumper had a l l h i s I n t e r n a t i o n a l Horse Show winn i n g s 
taken (H.CASE 1 1 : 5 ' 7 . 7 3 ) on a t r i p t o Germany, he d i d complain. 
No doubt the t h i e v e s were s u r p r i s e d : one can n o r m a l l y count on 
s i l e n c e from those w i t h l a r g e numbers o f notes stashed i n ' : t h e i r 
luggage. 



228. 

On t o p o f m i s c o u n t i n g , t h e r e i s g e n e r l l l y c o n s i d e r a b l e 
c l e r i c a l e r r o r i n i n v e n t o r y t a l c i n g . T h i s produces the somewhat 
i r o n i c term (used by accountants) of "book l o s s " , used t o r e s o l v e 
unmatched s i d e s of accounts. C u r t i s (196O, p 5S5 —7) r e p o r t s a 
study made o f one American s t o r e . I t was found t h a t one i n every 
t e n c l e r i c a l t r a n s a c t i o n s had produced an e r r o r : 

"...The study showed t h a t i n a s i n g l e 
year about 1,200,000 such c l e r i c a l e r r o r s 
were made...Sales amounting t o over 
$420,030 were not rung up. There were 
f i t e en types of e r r o r i n t h e study. Nine 
o f these were found t o have caused a 
gross shortage of about $5^0,000 and a 
not shortage of about $440,030..." 

Unaccounted l o s s e s , on t h e o t h e r hand, are " i n v i s i b l e " 
t o i n v e n t o r y search. They may e i t h e r be permanently unaccountable, 
such as when customers are f i d d l e d by salesmen, or t e m p o r a r i l y 
unaccountable, such as when an employee 'covers' h i s t h e f t s by 
c a r y y i n g ( r a t h e r then e u p h e n r i c t i c a l l y r e s o r t i n g ) h i s s t o l e n d e f i c i t . 

No e s t i m a t e of customer l o s s e s i s p o s s i b l e , as customers 
have no c o l l e c t i v e (and o f t e n no i n d i v i d u a l ) a u d i t . A c c o r d i n g l y , 
i n v e n t o r y - t r a c k of s u s t a i n e d losses i s permanently l o s t . However, 
when i n v e n t o r y - e n t r i e s are f a l s i f i e d t o c a r r y d e f i c i t s , l o sses 
are t h e o r e t i c a l l y d i s c o v e r a b l e . W h i l s t they may l a y dormant f o r 

' ( a ) 
v e r y l o n g p e r i o d s , the i n i t i a l l o s s can never be p e r f e c t l y 
e r a d i c a t e d . As Crawford (l915> P H4> emphasis added) so n i c e l y 
p u ts i t : 

"...Some have asked why crimes are not more 
o f t e n s u c c e s s f u l l y concealed - why i t i s t h a t 
a man, a f t e r the most c a r e f u l p l a n n i n g , f a i l s 
t o p r o v i d e a g a i n s t the l i t t l e t h i n g s t h a t l e a d 
t o h i s undoing. The answer i s t h a t crime i s a 
v i o l a t i o n of the e t e r n a l f i t n e s s o f t h i n g s . 
There runs an endless c h a i n o f circumstances 

( a ) Jaspan and Black (196O, p 12) e s t i m a t e t h a t between $10 and $25 
b i l l i o n has been s t o l e n , "out as y e t , " i n v i s i b l y " . S i m i l a r l y , 
Conner (l954> P 2 l ) adds a t h a t such losses "remain undiscovered 
f o r an average p e r i o d o f t h r e e years i n commercial and i n d u s t r i a l 
concerns and seven years i n f i n a n c i a l i n s t i t u t i o n s " . Business Weei 
( l 9 4 ^ a , n 88) p u t s the average time p e r i o d o f concealment as 
h i g h as 11 years. 
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l e a d i n g t o expected events. The usual 
a t t r a c t s no a t t e n t i o n ; we pass i t w i t h 
the remark t h a t i t i s n a t u r a l . I t i s the 
unexpected, t h e t h i n g which does not f i t 
i n t o the c u r c u m s t a n t i a l c h a i n , t h a t 
a r r e s t s our mind and of i t s e l f demands 
an explanation...No man has l i v e d capable 
of p e r f e c t i n g a c h a i n o f circumstances t o 
e x p l a i n or cover h i s misdeed..."( a) 

I n f a c t , as B a r r e t t (1895, p 19?) n o t i c e s , embezzlers 
are c l a s s i c a l l y d i s c o v e r e d by t h e i r i n a b i l i t y t o c o n t i n u e t o 
cover t h e i r t h e f t s , r a t h e r than by o u t s i d e d i s c o v e r y of the 
i n i t i a l t h e f t . Of course, "uncovered" t h e f t s w i l l s u r f a c e as a 
l o s s i n the same i n v e n t o r y tirne-span as t h a t i n which the l o s s 
i t s e l f o c c u r r e d : the d e f i n i t i v e f e a t u r e of unaccounted t h e f t i s 
t h a t i t i s a t l e a s t concelaed d u r i n g one i n v e n t o r y c h e c k . ^ ) 

These i n i t i a l d i s t i n c t i o n s w i l l make l a t e r a n a l y s i s 
( c ) 

more s e n s i b l e . But b e f o r e I go on t o d i s c u s s the Wellbreads 

(a ) Of course, f r a u d u l e n t use o f computers by employee t h i e v e s 
has changed a l l t h i s . I t i s now p o s s i b l e t o s t e a l v i a the 
computer, and t h e n programme the computer t o go back and erase 
the i l l i c i t t r a n s a c t i o n from i t s memory banks - and a l s o erase 
the f a c t t h a t the t r a n s a c t i o n has been erased. 

( b ) By "covered" t h e f t , I mean t h e f t t h a t has been made i n v e n t o r i l y -
i n v i s i b l c by s y s t e m a t i c i n v e n t o r y f a l s i f i c a t i o n . T h i s i s not a 
n o v e l d i s t i n c t i o n ( i . e . , i t i s made by Hartung, 1950, P 29; and 
C l i n a r d , 1946, p 79) and w h i l s t i t may be p h y s i c a l ( f o r example, 
n a i l i n g empty merchandise c r a t e s t o the f l o o r t o t h a t they f e e l 
f u l l d u r i n g t h e next i n v e n t o r y check, Ross, 1960, p 2 l ) , 
p h y s i c a l "concealment" alone ( f o r example, t r a n s p o r t a t i o n o f 
s t o l e n merchandise past s e c u r i t y checks under the coat - Davis, 
1957» P 233» or i n a t o o l - b o x - F a c t o r y Management and Maintenance, 
1954> P B9j - v i a t h e " p o s t a l r a c k e t " , p o s t i n g items t o o n e s e l f 
H e w i t t , ].963» P 15 - v/ith the "overcoat gag", Ross, I96O, P 140, 
wearing s t o l e n c l o t h i n g items out - or v / i t h t h e "garbage t r i c k " , 
sending items out i n r e f u s e t o be p i c k e d up l a t e r , A s t o r , 19°4> 
p 27, Conner, 1954? p 21, L l o c k a r s , 1974> P 855 which are a l l 
n o n - i n v e n t o r y a l t e r i n g t a c t i c s . For examples o f the l a t t e r , 
i n CASK 4 (2.2.73) an employee of the West I n d i a Dock was 
i m p r i s o n e d f o r removing a r t i c l e s . p i l f e r e d from s h i p s i n a 
s e c r e t compartment which he had i n s t a l l e d i n h i s c a r . S i m i l a r l y , 
employees at the P o l a r i s r e f i t t i n g base have been prosecuted 
f o r t h e f t (CASE 102, 30.9«7p) of m a t e r i a l s c a r r i e d out on car 
boots e s p e c i a l l y a l t e r e d and strengthened f o r the j o b . 

( c ) " P i d d l i n g " i s permanently unaccountable l o s s , " d e a l i n g " i s 
t e m p o r a r i l y unaccountable when t r a f f i c , but v/ith " s t e a l i n g " , 
i t i s accountable when t r a d e . 
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salesmen i n d e t a i l , a d i s c u s s i o n of the g e n e r a l f e a t u r e s o f 
employee t h e f t p r o v i d e s the g e n e r a l framework f o r a p p r e c i a t i n g 
t h e i r s i t u a t i o n . 

There i s no a v a i l a b l e summation of t o t a l s l o s t t o the 
(a) 

U n i t e d Kingdom economy t h r o u g h employee t h e f t . I t i s 
p r e s u m p t i v e l y l i k e l y , however, t h a t the s i t u a t i o n w i l l be 
s i m i l a r t o t h a t experienced i n America, as employee t h e f t 
i s i n t r i c i a t e l y r e l a t e d (as I w i l l show i n Chapter S i x ) t o core 
i n d u s t r i a l and business values shared by b o t h c u l t u r e s . The 
American d.ata p r e s e n t s a p i c t u r e o f r a p i d l y i n c r e a s i n g i n v e n t o r y 
l o s s t h r o u g h employee t h e f t s . B a r r e t t (1895, p 196) c l a i m s t h a t 
l o s s e s due t o banks alone amounted t o $9 m i l l i o n s i n I 8 9 2 , 

r i s i n g t o $19 m i l l i o n s and $25 m i l l i o n s i n 1893, and I894 

r e s p e c t i v e l y . Smith (1920, p 14) r e p o r t e d an annual d e f a l c a t i o n 
t o t a l l o s s i n 1912 o f $40 m i l l i o n s , which had in c r e a s e d t o 
$100 m i l l i o n s per year by 1919. By 1946, Peterson (1946, p 94) 

claimed a t o t a l l o s s of $400 m i l l i o n s , and by 1949? Abramson 
(1949» P 45) suggested t h a t t h i s had inc r e a s e d t o $500 m i l l i o n s 
per year. 

E i g h t years l a t e r , i n 1957, Davis (1957, P 221) r e l a y e d 
an e s t i m a t e of $600 m i l l i o n s per year, and by the end o f the 
next decade, Ross ( 1 9 6 I , p 140) , and Gregory (1962, p 68) b o t h 

( a ) Even the much p u b l i c i s e d f i g u r e o f £.248 m i l l i o n s ( £ 1 m i l l i o n s 
l o s t per wor k i n g day) a f i g u r e e x t r a p o l a t e d and subsequently 
bandied around i n 1973 (see: CUTTINGS, 1: 4 . 2 . 7 3 , and Palmer, 
1973) P 20) was a t o t a l e x t r a p o l a t e d from a s m a l l e r sample, 
and p l u s - c o s t e d t o take account o f i n f l a t i o n . There have been 
some p a r t i a l - e c o n o m y e s t i m a t e s , f o r examnle, the N.F.B.T.E. 
r e g u l a r l y e s t i m a t e s (CUTTING 1, 1 3 , 2 . 7 5 ; "and CUTTING 28, 21 .3 .75 ) 
a l o s s t o the b u i l d i n g i n d u s t r y o f £ 1 0 0 m i l l i o n s per year, and 
Home O f f i c e (1973, para l . l O j e s t i m a t e s shop l o s s from s t a f f 
t h e f t s as between £ 1 3 5 and £ 2 0 0 m i l l i o n s per year. U n f o r t u n a t e l y , 
these e s t i m a t e s are d e r i v e d form i n v e n t o r i e s wherein s t a f f - t h e f t 
i s merely a ( g e n e r a l l y d i s b e l i e v e d ) r e s i d u a l c a t e g o r y . I t i s 
most l i k e l y t h a t s t a f f - l o s s e s are s y s t e m a t i c a l l y and randomly 
misaccounted. Of course, these t o t a l s do not r e f e r t o any 
permanently unaccounted l o s s . C omparatively, the c u r r e n t B r i t i s h 
p i c t u r e i n f e r s t h a t a p p r o x i m a t e l y 18 m i l l i o n b l u e - c o l l a r workers 
are r e s p o n s i b l e f o r £248 m i l l i o n s o f l o s s ; and 6 m i l l i o n w h i t e -
c o l l a r o f f i c e workers alone are r e s p o n s i b l e f o r a £ 1 2 m i l l i o n s 
per year " p a p e r c l i p r o b b e r y " l o s s (CUTTINGS 3: 2 6 . 7 . 7 3 ) . 
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agreed t h a t the t o t a l had climbed t o fil b i l l i o n s a n n u a l l y . 
Wahl ( i y 6 3 , p 7 l ) put employee t h e f t l o s s a t between jSl and 
$2 b i l l i o n s a n n u a l l y , and more r e c e n t l y , Robin (1965 , p 5) 

e s t i m a t e d t h a t t h i s had topped the $5 b i l l i o n s mark, and 
Z e i t l i n •(1971, p 22) puts the c u r r e n t t o t a l at between $8 .5 

and $10 b i l l i o n per year. 

W h i l s t these f i g u r e s are vague, sometimes s p e c u l a t i v e , 
and o c c a s i o n a l l y merely i n c e s t u o u s l y i n f l a t i o n - c o s t e d , t h e y 
are a l l b a s i c a l l y a c o l l e c t i o n of s m a l l - s c a l e but o f f i c i a l l y 
r e p o r t e d l o s s statements which have been e x t r a p o l a t e d t o r e f l e c t 

( a ) 
the probable l o s s t o t h e whole economy. I i n t r o d u c e them 
here merely t o i n d i c a t e g e n e r a l l y p e r s i s t e n t and widespread 
t r e n d s which may bo h e l d t o be r e l e v a n t t o a l 1 advanced c a p i t a l i s t 
economies. 

But t h e r e i s a sense i n which some s t a t i s t i c a l s p e c u l a t i o n 

( a ) Those p u b l i s h i n g such s t a t i s t i c s g e n e r a l l y admit t h a t such 
e x t r a p o l a t i o n s are somewhat u n r e l i a b l e . The Home O f f i c e (1 9 7 3j 
para: l . l O ) noted: "..None o f th e persons making such es t i m a t e s 
o f f e r any i n d i c a t i o n as t o how they a r r i v e d at t h e f i g u r e s . 
Presumably, t h e y were based on personal experience m u l t i p l i e d 
by what the i n v e s t i g a t o r c o n s i d e r e d t o be an a p p r o p r i a t e f a c t o r . . 
W h i l s t t h i s i s t r u e , i t i s i n e v i t a b l e and u n a v o i d a b l e . However, 
the ' m u l t i p l i c a t i o n f a c t o r ' has remained f a i r l y c o n s t a n t since 
the b e g i n n i n g o f the c e n t u r y . Hartshorne ( 1922 , p 41) e s t i m a t e d 
t h a t t o o l t h e f t w r i t t e n o f f as breakage was beteeen 1^- and 2°/o 
o f t o t a l l o s s e s . Ross ( 1 9 6 I , p 1 4 l ) puts t h e f i g u r e at 1.35% °f 
of s a l e s , and Jaspan and Black (196O, p 37) v e r y s i m i l a r l y argue 
f o r 1.4/° of s a l e s . T h i s , on a p r o f i t margin o f , say, 2/'o, would 
c r e a t e a l o s s equal t o 70/i o f sales p r o f i t s . I t has now become 
c o n v e n t i o n a l amongst l o s s s t a t i s t i c i a n s t o m e l o d r a m a t i c a l l y 
d e s c r i b e losses i n terms o f the volume o f sales necessary t o 
recoup the t h e f t . Thus, l o s s i s m u l t i p l i e d by e i t h e r 50 , or 
by 100 ( depending on whether or not the p r o f i t l e v e l i s taken t o 
be Yfo or 2/& o f gross t u r n o v e r ) t o show the percentage o f the 
p r o f i t s t h a t the l o s s r e p r e s e n t s . For example, l o s s o f a £ 1 i t e m 
(on a 2/0 p r o f i t b a s i s ) means t h a t £ 5 0 w o r t h o f goods w i l l have 
t o be s o l d t o recoup the l o s s - t o - p r o f i t , r a t h e r than merely the 
l o s s - t o - s t o c k . Z e i t l i n ' s r e c e n t ( 1 9 7 1 , P 22) e s t i m a t e t h a t t h e f t 
l o sses are 5fA> of s a l e s , i m p l i e s t h a t £'300 w o r t h o f goods must be 
s o l d t o recoup the same £ 1 l o s s . This should i n d i c a t e t h a t p a r t 
o f the problem i n g i v i n g 0. s t a t i s t i c a l account of l o s s t r e n d s 
i s the changing procedures of f a c t c o l l e c t i o n i t s e l f . 
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might "be v a l u a b l e . W h i l s t the t o t a l weekly i l l e g a l " t a k e " t h a t 
the Weilbreads salesmen made from f i d d l i n g , d e a l i n g and s t e a l i n g 
uas u l t i m a t e l y p r o p o r t i o n a t e t o the o r g a n i s i n g parameters o f 
si z e and type - o f . r o u n d and c o n t e x t o f o p p o r t u n i t y , the amount 
t h a t an experienced and s o p h i s t i c a t e d , roundsman would take 
hovered around t h e "10 percent of gross s a l e s " l e v e l . T h i s 
gave some of the "Big Boys" an i l l i c i t income o f over £ 1 0 0 

per week, whereas most of the "Small-Timers" had t o be 
content w i t h a mere £ 3 or £ 4 on a good week. N e v e r t h e l e s s , 
each man had an i l l i c i t income on top of h i s l e g i t i m a t e income 
amounting t o ap p r o x i m a t e l y t e n percent of h i s Gross Sales Volume. 
About a f i f t h o f t h i s i l l i c i t income ( e q u i v a l e n t t o 2CL of each 
man's G.S.V.) would have appeared i n the next a u d i t as a l o s s 
t o the f i r m ( i . e . , was e i t h e r s t e a l i n g , or t r a d e - d e a l i n g ) . The 
rem a i n i n g f o u r f i f t h s of the i l l i c i t income ( e q u i v a l e n t t o 8/6 
of each man's G.S.V.) was i n the form of s y s t e m a t i c a l l y 
concealed (and thus unaccountable and " i n v i s i b l e " ) t h e f t s from 
customers or from the f i r m . At l e a s t h a l f o f t h i s 3fo (4% o f 
each man's G.S.V.) was f i d d l e d from customers. C o n v e n t i o n a l l y 
and c o n s e r v a t i v e l y r e d u c i n g t h i s f i g u r e of 6$ of i n d i v i d u a l 
G.S.V t o a standard, f o r l o s s - s t a t i s t i c i a n s , o f 2°/t> of G.S.V. 
( c f . Palmer, 1973, P 2 l ) which has become a oemmon b a s i s of 
e x t r a p o l a t i o n o f n a t i o n a l v i s i b l e i n v e n t o r y l o s s , we may 
s p e c u l a t i v e l y suggest t h a t t o t a l s f i d d l e d from customers by 
employees i n comparable employment s i t u a t i o n s ( i . e . , t he s e r v i c e 
i n d u s t r i e s ) would be at l e a s t e q u i v a t e n t t o 2c/o o f t h e i r c o n t r i b 
u t i o n t o the Gross Domestic Product. 

The c o n t r i b u t i o n o f the s e r v i c e i n d u s t r i e s t o the U n i t e d 
Kingdom G.D.P. i n 1973 vas £ 2 8 , 0 0 0 m i l l i o n s ( t a k e n as 45•7$ of 
the o v e r a l l t o t a l o f £62 ,000 m i l l i o n s ) . Ac c o r c l i n g l y , we have 

( a) 
a p r o b a b l y i n v i s i b l e f i d d l i n g t o t a l o t £ 5 5 8 m i l l i o n s per year. 

( a ) I i n c l u d e t h i s e x t r a p o l a t i o n t o i n d i c a t e t h e probable f i n a n c i a l 
s i g n i f i c a n c e o f f i d d l i n g . I t i s , however, a " s e n s i t i s i n g " 
s t a t i s t i c , and i t i s in t e n d e d t o be n e i t h e r r i g o r o u r nor s i g n i f 
i c a n t . I should add t h a t by t h i s r e c k o n i n g , t h e r e i s a f u r t h e r 
£ 2 5 0 m i l l i o n s , o r so, of tempoI'arily unaccounted l o s s . I am not 
a t t e m p t i n g t o l a y blame f o r economic l o s s w h o l l y upon the the 
working c l a s s . To the c o n t r a r y , i t seems more l i k e l y t h a t the 
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R e t u r n i n g t o e x t r a p o l a t i o n s of v i s i b l e l o s s , i t i s p o s s i b l e 
t o break the o v e r a l l f i g u r e s down. Employee t h e f t s are g e n e r a l l y 
o f merchandise (Ross, 1961 , p 140, suggests t h a t 75-80% of t h e f t s 
are i n goods, and t h e r e s t i n cash) and t o g e t h e r account f o r 
a f a r g r e a t e r amount o f n e t , accountable i n v e n t o r y - l o s s t h a n 
o u t s i d e t h e f t s . Ross ( i b i d ) a l s o p o i n t s o\it t h a t ( f o r American 
department s t o r e s ) 707b of losses are due t o d e l i b e r a t e i n t e r n a l 
employee t h e f t , w i t h o n l y 30% a t t r i b u t a b l e t o benign c l e r i c a l 

( a ) 
e r r o r or damage, or t o o u t s i d e forms l i k e s h o p l i f t i n g . Palmer 
(1973» P 20) s i m i l a r l y i n d i c a t e s t h a t 62% of losses are 
a t t r i b u t a b l e t o s t a f f - t h e f t , n e a r l y t w i c e t h a t b e l i e v e d t o be 
caused by s h o p l i f t i n g . 

I n terms of m a t e r i a l s , D a l t o n ( l9&4> P 207) suggests t h a t , 
i n one of t h e f i r m s t h a t he s t u d i e d , 15% of a l l " t h i e v a b l e " 
m a t e r i a l s , w e r e t a k e n and never accounted f o r . P o s s i b l e 
m a t e r i a l s were deemed t o amount t o 15/& of e x i s t i n g m a t e r i a l s , and 
so the i n v i s i b l e i n t e r n a l p i l f e r a g e r a t e (expressed as percentage 
value of sto c k on hand) emerges as 2.25%: v e r y s i m i l a r t o the 
2% f i g u r e f o r t h e i d e n t i c a l t e m p o r a r i l y unaccountable l o s s 
f i g u r e f o r Wellbreads e x t r a p o l a t e d above (Supra, p 2 2 2 ) . As t o 
frequency and i n d i v i d u a l v a lue of t h e f t s , Jaspan and Balck 
(196O, p 51 -2 ) note t h a t l o s s by b l u e - c o l l a r salesmen ( as 
opposed t o w h i t e - c o l l a r employee l o s s e s ) tends t o be r e l a t i v e l y 
f r e q u e n t and s m a l l - t i m e , r e f l e c t i n g a g e n e r a l t r u i s m t h a t employee 

(Contd) v a r i o u s v a r i e t i e s o f middle and u p p e r - c l a s s f i d d l i n g reap 
g r e a t e r t o t a l i l l i c i t rewards f o r those p r a c t i t i o n e r s . Brooks 

(1969 , p 103) e s t i m a t e s t h a t t a x - f i d d l i n g alone i n America loses 
the I n l a n d Revenue Se r v i c e t h e r e of a t l e a s t $25 b i l l i o n s per 
year, and Jaspan and Black (196O, p 109) suggest t h a t o n l y 40% 
of d i s c o v e r e d l o s s e s are t r a c e a b l e t o b l u e - c o l l a r employees. 

( a ) T his i s not a g e n e r a l l y accepted breakdown, a l t h o u g h i t seems t o 
be an acceptable one. There i s no r e a l agreement amongst comment
a t o r s as t o how the o v e r a l l f i g u r e should be broken down. Panopoulo 
( 1 9 6 1 , p 10) f or example, suggests the f o l l o w i n g a l t e r n a t i v e : 
33/o p r i c i n g e r r o r ; 20% f a u l t y stock h a n d l i n g ; 20% poor stock 
keeping; 10% s a l e s e r r o r s ; 5% o f f i c e e r r o r s ; 5% f a u l t y bookkeeping; 
7% s h o p l i f t i n g . 

( b ) D e f i n e d as those t h a t i t would be p o s s i b l e t o walk out of the 
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losses l e n d t o become more i n f r e q u e n t , but l a r g e r , as one ascends 
the s t a t u s - l a d d e r : 

" . . . T h i s p o i n t was emphasised i n a f i v e - y e a r 
study of 2,651 claims mad e by the L i b e r t y 
Mutual Insurance Company. Sales p e r s o n n e l , 
f o r example, were r e s p o n s i b l e f o r 1,289 t h e f t s 
or f o r t y - n i n e percent of the c l a i m s . The 
t o t a l amount s t o l e n by the salesmen came t o 
$271,628 or n e a r l y twenty per cent of the t o t a l 
l o s s of $ 1 , 3 7 4 j 7 1 9•••(conversly)...ten percent 
o f these l i s t e d i n t h e study s t o l e n e a r l y 
t w i c e as much as about f i f t y per cent of those 
who committed dishonest acts....As might be 
expected the most severe losses are those 
c r e a t e d by employees i n the p o s i t i o n s o f 
g r e a t e s t t r u s t and r e s p o n s i b i l i t y , such as 
paymasters and c o r p o r a t e o f f i c i a l s . To put 
i t anot.her way, any wh i t e c e l l a r employee i s 
i n a p o s i t i o n t o b i t e the hand t h a t feeds him. 
The d i f f e r e n c e i s t h a t w h i l e the o r d i n a r y 
worker may n i b b l e on a f i n g e r or wwo, the 
ex e c u t i v e i n v a r i a b l e swallows the aim and 
sometimes the whole c o r p o r a t e body...." 

The gross numbers of i n d i v i d u a l s a c t u a l l y t h i e v i n g from 
t h e i r p l a ce of work can be e x t r a p o l a t e d t o match Jaspan and Black' 
i n v e r s e r e l a t i o n s h i p h y p o t h e s i s ( i b i d , i . e . , t h a t b l u e - c o l l a r 
employees take sma,ller amounts i n g r e a t e r numbers than w h i t e -
c o l l a r employees) i f e s t i m a t e d as r e a l t o t a l s are s u b s t i t u t e d 
f o r s u p e r f i c i a l l y apparent ones. I n 1971 > t h e r e were j u s t over 
13,000 p r o s e c u t i o n s f o r employee t h e f t i n the U.K. (Palmer, 1973? 

p 2 1 ) . M a r t i n (1962, p 87) e s t i m a t e s t h a t about 69-79% o f those 
caught s t e a l i n g at work are never taken t o c o u r t , and Palmer ( i b i d 
p 22) quotes a r e p o r t from a commercial s e c u r i t y f i r m which puts 
t h i s " t w i l i g h t " f i g u r e as h i g h as 86/0. T h i s would i n d i c a t e about 
85,000 d i s c o v e r e d but unprocessed employee t h e f t cases. I f t h i s 
f i g u r e i s m u l t i p l y e d by the accepted " b l a c k " crime r a t e ( the 
loss e s may be d i s c o v e r e d , b ut the t h i e f i s never caught) of 85/k, 
then a t l e a s t h a l f a m i l l i o n employees are i n v o l v e d i n the r e g u l a r 
commission of i l l e g a l a c t s a t t h e i r place of work, and because of 
t r a d i t i o n a l p o l i c i e s of not t a k i n g even apprehended employee 
t h i e v e s t o c o u r t , t h e r e i s presumptive evidence t h a t even t h i s 
1 i g u r e i s v a s t l y u n d e r e s t i m a t e d . i''i a r t i n ! s \lyb2j a n a l y s i s of a 
sample of f i r m s tends t o support t h i s . M a r t i n found t h a t 82% o f 

file:///lyb2j
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l a r g e f i r m s ( n = 4 2 ) , and 56% of s n a i l f i r m s ( n = 48) had a 
case of t h e f t . I n th e l a r g e f i r m s , t h i s amounted t o one case 
per 269 men, and out o f 40 o f f e n c e s , 25 were " s t e a l i n g from the 
f i r m " , and 8 wore " s t e a l i n g from a customer". With the .smaller 
f i r m s , one man i n 73 had been apprehended, 11 out of 27 f o r 
" s t e a l i n g from the f i r m " , and 4 f o r " s t e a l i n g from a customer". 
M a r t i n notes t h a t the s l i g h t d i s p a r i t i e s between the r a t e s f o r 
s m a l l e r and l a r g e r f i r m s may merely r e f l e c t v a r i a t i o n s i n h e l d 
d i s t i n c t i o n s between " t h e f t " and " p i l f e r a g e " . These f i g u r e s 
do not i n c l u d e losses w i t h no obvious c u l p r i t , o r i n c i d e n t s 
which d i d not become hardened i n t o cases. 

W h i l s t a d m i t t e d l y s p e c u l a t i v e , these s t a t i s t i c s do a l l o w 
the c o n c l u s i o n t h a t o c c u p a t i o n a l employee t h e f t i s common. That 
the losses i n v o l v e d are i n c o n t r a v e r t a b l y f i s c a l l y i m p o r t a n t may 
be demonstrated by comparing sums l o s t t h r o u g h employee t h e f t 
w i t h those l o s t t h r o u g h c l a s s i c a l l y s p e c t a c u l a r crimes l i k e 
bank robbery. 

Cort (1959, P 339) e s t i m a t e d t h a t o c c u p a t i o n a l t h i e v e s 
commited 1,641 crimes, n e t t i n g over $1,500 m i l l i o n s p r o f i t . 
I n t h e same year, t h e r e were o n l y 600 c l a s s i c a l crimes, 
p r o d u c i n g a p a l t r y m i l l i o n s . ̂  ' S u t h e r l a n d ( l 9 4 9 » P 12-13) 

puts t h i s d i s p a r i t y n i c e l y i n p e r s p e c t i v e : 

"...An o f f i c e r o f a c h a i n g r o c e r y s t o r e i n 
one year embezzled $6q0,000 which was s i x 
times the annual losses from 500 b u r g l a r i e s 
and r o b b e r i e s of the s t o r e s on t h a t c h a i n . 
P u b l i c Enemies number one t o s i x secured 
$130,000 by b u r g l a r y and robbery i n 1938, 

( a ) S u t h e r l a n d (194O, p 44) a l s o r a t h e r d r a m a t i c a l l y c i t e s d i s t r u s t , 
low s o c i a l morale, and " s o c i a l d i s o r g a n i s a t i o n on a l a r g e s c a l e " 
as i n e v i t a b l e outcomes of w h i t e - c o l l a r c r i m e . C l m a r d (1946, p 76) 
n o t i c e s t h a t "the i n j u r y t o s o c i e t y " i s more " f l a g r a n t " than f o r 
o r d i n a r y crimes; and Newman (1958, p 744) bows t o a f a m i l i a r 
r h e t o r i c : " . . . c o r r u p t i o n s , f r a u d s and swindles o f v a r i o u s s o r t s 
undoubtedly come c l o s e r t o d e s t r o y i n g our p o l i c i t a l and economic 
i d e o l o g i e s than a l l of our c o n v e n t i o n a l crimes combined..". W h i l s t 
i t i s a l i t t l e p a r a d o x i c a l t h a t s o c i a l , p o l i t i c a l and community 
1 n a f l n T "> r? r. I rv h p O i 1 f- r*V\ -\ -F r> - i " i m T -,-1 1 n H- Vi .-. n r, T V, 7 1 r.-. •-, 4- r\ 1 ' T *i VT r\ i.7 -i 1 r\ 

a s s e r t i o n s are no s u b s t i t u t e f o r sci.ence. 

( b ) That i s , the F.B,I. d e a l t w i t h 600 s p e c t a c u l a r crimes, and. I . 6 4 I 
embezzlements. The r e l a t i v e l o s s e s arc d e r i v e d from another source. 
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w h i l e the sum s t o l e n by I v a r Krueger i s 
es t i m a t e d at $ 2 5 0 , 0 0 0 , 0 J 0 , or n e a r l y two 
thousand times as much..." 

The s t andard e x p l a n a t i o n of employee t h e f t ( i . e . , t h a t 
upon which t h e s e c u r i t y p r e c a u t i o n s and c o s t i n g e stimates are 
based) u s u a l l y r e s t s upon one of two p o s s i b l e s t e r e o t y p e s . 
F i r s t l y , the m o r a l l y - d c f e c t i v e - i n d i v i d u a l ; and secondly, t h e -
ordinar.y-man-vjith-extraordinary-problems. W h i l s t s o c i o l o g i c a l 
t h e o r i s i n g has become more s o p h i s t i c a t e d (see, f o r example, 
C l i n a r d , 1946, p 82 , et sen.), these two e x p l a n a t i o n s are s t i l l 
the most s u c c e s s f u l f o r the p r a c t i c a l purposes of enforcement, 
as I l e t t l e r (1974) shows. The two moral types are used not so 
much t o e x p l a i n as t o en t r a p the s t e r e o t y p i c a l " p i l f e r e r " and 
"embezzler" of i n d u s t r i a l and commercial f o l k l o r e . Both are 
h e l d t o be weak i n d i v i d u a l s , one i n n a t e l y , and the o t h e r c i r c u m 
s t a n t i a l l y out of his'dep-oh. Two separate types are needed ( n o t 
t o d e p i c t any l o g i g a l d i f f e r e n c e between v i s i b l e or i n v i s i b l e 
t h e f t s , b u t ) t o m a i n t a i n s t a t u s d i s t i n c t i o n s between w h i t e - c o l l a r 
and b l u e - c o l l a r workers. 

The " p i l f e r e r " i s u s u a l l y l o c a t e d w i t h the ' r o t t e n a p p l e 1 

( a ) 
t h e s i s . He i s seen as b a s i c a l l y " j u s t a b i t d e f e c t i v e " 
(Abramson, 1949? P 47)? or as s u f f e r i n g from " l a c k of i n n e r 
r e s i s t a n c e " (Macrae, 1963, P 2 2 ) , and w h o l l y unable t o r e s i s t 
the i n t e r n a l pressures of c u p i d i t y when i n combination w i t h the 
u n r e s t r a i n e d t e m p t a t i o n p r o v i d e d by some environments ( K n i g h t and 
Richardson, 1963» P 1 1). So few p i l f e r e r s are a c t u a l l y caught t h a t 
those who are , are assumed t o be un i m p o r t a n t minions masterminded 
by p r o f e s s i o n a l c r i m i n a l s ( t h i s surmounts t h e d i s p a r i t y between 
incapable i n d i v i d u a l s and vast unaccountable sums l o s t ) or s i m p l y 
r e p r e s e n t a t i v e of a p i t i f u l l y inadequate assortment of p e t t y 
t h i e v e s who manage t o s t e a l q u i t e l a r g e amounts over extended 
p e r i o d s not because of t h e i r own a b i l i t i e s , but because of the 
i n s u f f i c i e n c y a,nd i n e f f i c i e n c y o f c o n t r o l . Simple s t a t i s t i c a l 

( a ) Sometimes n e u t r a l i s e d v/ith the "Human Magpie" (obsessive c o l l e c t o r 
o f o t h e r oeoule's p r o p e r t y ) t a g , c f CASES, 1 1 , 1 4 , 2 1 , 4 1 . To get 
t h i s ' r e d u c t i o n 1 , p i l f e r e d items must not be disposed of a l t h o u g h 
(as w i t h t o o l s , CASE 41) they may be used. 
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comparison c o u l d e a s i l y defuse t h i s myth by c o u n t i n g a d m i t t e d 
amounts l o s t t h r o u g h prosecuted employees and p u t t i n g t h a t 
amount a l o n g s i d e t o t a l s l o s t t hrough d e l i b e r a t e and accountable 
i n v e i v t o r y s h r inkage. T h i s comparison i s never made. A d d i t i o n a l l y , 
the t h e s i s t h a t t h e r e e x i s t small numbers o f weak i n d i v i d u a l s 
s t e a l i n g r e l a t i v e l y l a r g e amounts i s not n e c e s s a r i l y supported 
by the d a t a c l a i m e d on i t s b e h a l f . The s t a t i s t i c a l l y u n d e n i a b l y 
l a r g e amounts c o u l d a l s o support the c o n t e n t i o n t h a t p r a c t i c a l l y 
a l l employees r e g u l a r l y take r e l a t i v e l y s m a l l amounts. 

There i s some s l i g h t evidence ( F a c t o r y Management and 
Maintenance, 1954? P 8 6 ) t h a t b l u e - c o l l a r p i l f e r e r s f o l l o w a 
t y p i c a l p i l f e r a g e c a r e e r of t a k i n g p r e d o m i n a n t l y t o o l s i n e a r l y 
work l i f e , and g e n e r a l l y m a t e r i a l s as they get o l d e r . What 
(sketchy) e m p i r i c a l evidence i s a v a i l a b l e tends t o support the 
view t h a t f r a u d i s s m a l l - t i m e and f r e q u e n t . Spencer ( . I965, f f 3, 

p 346) has complete data f o r the M e t r o p o l i t a n P o l i c e area f o r 
1957? when, o f 4 > H 2 f r a u d c o n v i c t i o n s , o n l y 122 i n v o l v e d amounts 
of over £ 1 0 0 . Z e i t l i n ( 1 9 7 1 , P 24) r a t i o n a l i s e s e x t r a p o l a t e d 
t o t a l s t o s t a f f numbers and emerges w i t h the data t h a t $300 

per year ( $ 1 . 5 0 per day) i s s t o l e n i n r e t a i l e s t a b l i s h m e n t s per 
employee, and t h a t " a l l the evidence" ( i b i d ) p o i n t s t o an 
i m p l i c a t e d 75$ °i" a l l employees. S i m i l a r l y , Jaspan and Black 
(196O, p 236) admit t h a t t h e r e was at l e a s t a 50$ d i s h o n e s t -
employee r a t e even among those f i r m s who had c a l l e d i n Jaspan's 
co n s u l t a n c y f i r m on q u i t e o t h e r grounds. 

'Rotten Apple' e x p l a n a t i o n s q u i t e e x a s p e r a t i n g l y f a i l t o 
( a ) 

ensnare the b l u e - c o l l a r o f f e n d e r . I r o n i c a l l y , t y p i c a l o f f e n d e r s 

( a ) The "embezxler" s t e r e o t y p e i s e x c l u s i v e l y a t t a c h e d t o w h i t e -
c o l l a r o f f e n d e r s . The 'embezzler' ( t h e - o r d i n a r y - m a n - w i t h - e x t r a -
o r d i n a r y - p r o b l e m s ) t r a d i t i o n a l l y has good dramatic or r e d -
blooded reasons f o r h i s t h e f t . Smith ( 1 9 2 0 , p 15 et sen.) 
c h a r a c t e r i s e s these as those 01 n e c e s s i t y ( p o v e r t y , p r o t e c t i o n of 
needy r e l a t i v e s or b l a c k m a i l ) : d i s s i p a t i o n (wine, women, and 
gambling) or a m b i t i o n ( s p e c u l a t i o n or p r o m o t i o n ) . N e t t l e r ( 1974 , 
p 73) r e f e r s t o the two g e n e r a l e x p l a n a t i o n s which are subsequent 
applied, as "The Bondsman's Hy p o t h e s i s " ( t h e ' t h e o r y of the 3 B'sy 
T H O r» T *•» r-. n i /-» I ',-\An V-i /->/->!'- -I 1 v^ r": I -I- "U ri • . A " "1 - -~ - ' « -. — I C1 -L —, 

Fever') or t h e more c y n i c a l " A u d i t o r ' s Assumption" (anybody would 
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are not c r i m i n a l l y s t e r e o t y p i c a l ones. Employee o f f e n d e r s o f t e n 
( a s i d e from, n a t u r a l l y , the c r u c i a l c h a r a c t e r i s t i c o f t h e i r 
d i s h o n e s t y ) resemble t h e a r c h e t y p i c a l l y p e r f e c t employee. They 
o f t e n ( r e g r e t t a b l y ) f i l l h i g h l y t r u s t e d b l u e - c o l l a r p o s i t i o n s 
(Abramson, 1949j P 4 6 ) , t h e y are o f t e n the f i r s t t o a r r i v e and 

(a ) 
t he l a s t t o leave ( i b i d , p 45) > and i n between times are the 
hardest workers (Conner, 1954> P 22 ? H e w i t t , 1963? P 15 5 ^ e i t l i n , 
1971? P 2 6 ) . F r e q u e n t l y , t h e y g a l l a n t l y o f f e r t o stay behind t o . 
check s t o c k and c a r r y out o t h e r i n v e n t o r y t a s k s (Conner, 1954, 

p 23; J.R. Davis, 1964, P 465 Gregory, 1962, p 71; H e w i t t , 1963, 

p 15 ) . B l u e - c o l l a r employee crime i s , then, e x c e s s i v e l y and 
z e a l o u s l y b u s i n e s s l i k e . 

There i s e x t e n s i v e but s c a t t e r e d evidence t h a t b l u e -
c o l l a r employee t h e f t i s v e r y w i d e l y p r a c t i c e d a t most places 
of work. R i i s and P a t r i c (1942) note t h a t 63% of the ga,rages 
t h a t t h e y " t e s t e d " (218 out o f 347) employed mechanics who 
attmmpted t o "gyp" them, and 64% of r a d i o r e p a i r men (195 men), 
and 49% °f w a t c h - r e n a r r e r s were s i m i l a r l y d i s h o n e s t . L a i r d (1950, 

p 2 1 l ) quotes the example o f an American Drug m a n u f a c t u r i n g c h a i n 
who s u s t a i n e d a $1 .5 m i l l i o n s l o s s i n 6 months. The f i r m used 
l i e - d e t e c t o r t e s t s on 1,400 employees, 62% o f whom a d m i t t e d 
p e t t y t h e f t s b e f o r e t h e t e s t s were a d m i n i s t e r e d , w i t h a f u r t h e r 
14$ a d m i t t i n g s i m i l a r o f f e n c e s a f t e r t e s t c o m p l e t i o n . Robin 
(1965? P 7) quotes another f i r m where a l l those w i t h access t o 
money were t e s t e d , and 54 out o f 59 confessed t o t h e f t s . Yet 

(Contd) do i t g i v e n h a l f the chance). O r d i n a r y men are a l l e g e d t o 
get i n v o l v e d i n such e x t r a o r d i n a r y circumstances i n i t i a l l y 
"by a c c i d e n t " (Gregory, 1962, p 69) and t h e i r bad s t a r t i s 
compounded by a s e r i e s o f "bad breaks" (Abramson, 1949> P 4 6 ) . 
See Cressey (1953) f o r a s o c i o l o g i c a l e x p l a n a t i o n . 

( a ) Cf. CASE 8 ( 2 1 . 2 . 7 3 ) . A B.R.S.Lorry d r i v e r , who was co n s i d e r e d t o 
be a "model worker", by h i s bosses, f o r a r r i v i n g 5 minutes e a r l y 
f o r work, was e v e n t u a l l y s u c c e s s f u l l y prosecuted f o r u s i n g t h a t 
time t o s t e a l p a r c e l s . See a l s o CASE 35 (24 -6 .74 ) r e p o r t i n g an 
employee who a r r i v e d an hour e a r l y each day i n or d e r t o stock 
h i s home w i t h ( t o him) use l e s s X-ray t a b l e component p a r t s . 
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another American f i r m d i s c o v e r e d t h a t 80% o f i t s employees were 
r e g u l a r l y s t e a l i n g at l e a s t $2 each per week; a supermarket study 
r e v e a l e d t h a t 90% of those employed c r e a t e d shortages o f $1.5 

m i l l i o n s per year t h r o u g h t h e f t s ; 86% of p a r c e l d e l i v e r y men i n 
Chicago a d m i t t e d s t e a l i n g packages from t h e i r vans, and Horning 
(1970, p 60) found t h a t 91% of f a c t o r y errraloyees had p i l f e r e d 

( a ) 
from t h e i r place of work. Cort (1959 > P 341) di s c o v e r e d t h a t 
75% o f c h a i n - s t o r e employees s t e a l from the s t o r e , and C u r t i s 
(196O, p 66) quotes a remarkable example of one s t o r e which 
hs i n v e s t i g a t e d where 150 employees were s i m u l t a n e o u s l y but 
s e p a r a t e l y t h i e v i n g . Robin (1965, P l l ) concludes t h a t , on 
average, 65% o f money-handling employees s t e a l cash, and t h a t 
the t h i e f - p r o p o r t i o n s i n workforces w i t h merchandise-access i s 
even g r e a t e r . 

This evidence i s i m p r e s s i v e . C o n v e n t i o n a l e x p l a n a t i o n s 
o f " p i l f e r i n g " are c e r t a i n l y not r e l e v a n t t o these d a t a . 
A c c o r d i n g l y , how can b l u e - c o l l a r employee t h e f t (such as those 
v a r i e t i e s found a t Wellbreads) be explained? I s h a l l now t u r n 
t o t h i s q u e s t i o n . 

( a ) These dat a o f f e r presumptive evidence f o r b e l i e v i n g s h o p l i f t e r s 
t o have been h e l d accountable f o r c o n s i d e r a b l e more l o s s than i n 
f a c t t h e y were a c t u a l l y r e s p o n s i b l e f o r . I would t e n t a t i v e l y sugge 
t h a t many d e l i b e r a t e i n v e n t o r y losses are c r e a t e d by employees 
s t e a l i n g and subsequent c l a s s i f i c a t i o n by them as s h o p l i f t i n g . 
S i m i l a r l y , Ken Bath ( N a t i o n a l Sales D i r e c t o r , Croup Four S e c u r i t y 
i n Palmer (1973? P 22) suggests t h a t employees account f o r 62% 
o f t h e f t s , s t e a l i n g £2 f o r every £1 taken by customers. A re c e n t 
newspaper r e p o r t (CUTTING 4 1 : 13.6.75) c l a i m s a Home O f f i c e source 
f o r t h e e s t i m a t e t h a t f o r every £1 l o s t i n . a shop, 30p i s t h r o u g h 
" n a t u r a l wastage", 30p t h r o u g h s h o p l i f t i n g , and 40p through s t a f f 
l o s s e s . 
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Occupational Crime: A n a l y t i c Ambiguity 

I n s h o r t , what s o r t of crime i s " f i d d l i n g " ? As an of f e n c e 
t y p e , b l u e - c o l l a r crimes commited i n the course of l e g i t i m a t e 

( a ) 
employment are recognised i n no a n c i e n t t y p o l o g y of c r i m i n a l s . 
I have been able t o f i n d no e x p l i c i t r e f e r e n c e t o ' f i d d l i n g ' 
i n even t h e most e x t e n s i v e t y p o l o g y p r o v i c e d by Mayhew ( l 8 6 2 , 

V o l . I V , p 25) .^ 'Whilst more r e c e n t t y p o l o g i e s i n c l u d e a 
f a i n t l y c o n t r a d i c t o r y c a t c h - a l l c a t e g o r y f o r those not pl a c e a b l e 
somewhere else i n the t y p o l o g y ( e g , Cavail's " c r i m i n a l s who l i v e 
i n t he n o n - c r i m i n a l w o r l d " , i n C l i n a r d , 1951> P 561), i t i s 
apparent t h a t i n terms of two of the g e n e r a l l y accepted c r i t e r i a 
f o r a d j u d g i n g good t y p o l o g i e s ( m u t u a l ' e x c l u s i v i t y and parsimony, 
see, Gibbons, 1975? P 143) ' f i d d l i n g ' i s a p a r a d o x i c a l c a t e g o r y . 
T h i s i s so because, i n terms of the core themes of t r a d i t i o n a l 
c r i m i n a l t y p o l o g i e s , i t s i m u l t a n e o u s l y combines the f o l l o w i n g 
w h o l l y i r r e c o n c i l a b l e f e a t u r e s : 

i . I t i s a mala i n se crime . The ' n a t u r a l ' crime o f t h e f t 
i s r e g u l a r l y and h a b i t u a l l y i n d u l g e d , and 

i i The o f f e n d e r g i v e s t h e of f e n c e o c c a s i o n a l and p a r t i a l 
p s y c h o l o g i c a l s t a t u s s i m i l a r t o t h a t t y p i c a l l y f e l t 
by " f o l k c r i m i n a l s " (Ross, I96O -6I , p 326) . That i s , 
f i d d l e r s conceive of themselves as n o n - s t i g m a t i s e d 
o f f e n d e r s , i n the same way as those who o f f e n d a g a i n s t 
merely mala p r o h i b i t a r u l e s . 

( a ) A l t h o u g h by d e f a u l t the f i d d l e r would f i t Lombroso's " o c c a s i o n a l " 
t y p e , Hayhcw's "c a s u a l " o f f e n d e r , and M 0reau's " h a b i t u a l " o f f e n d e r , 
these c a t e g o r i e s are n i c e l y superceeded by Mack's (1964) recent 
" f u l l - t i m e m i s c r e a n t " . A l t h o u g h they share w i t h Due f i d d l e r the 
greed b r f o r c need m o t i v a t i o n (Tappan, 1947> P 369) , i n t y p o l o g i c a l 
terms, they r e p r e s e n t an ' e t c e t e r a ' clause i n s e r t e d t o rep r e s e n t 
the " c r i m i n a l c l a s s e s " . 

( b ) A l t h o u g h Mayhew ( i b i d ) d o e s mention soch phenomenally i d i o s y n c r a t i c 
and r e g r e t t a b l e d e a l c r i m i n a l types as the "deal l u r k e r " who are 
"those who s t e a l coats and um b r e l l a s from passages at dusk, or on 
Sunday a f t e r n o o n s " . I t i s a t l e a s t p o s s i b l e t o say t h a t 1 f i d d l i n g ' 
was never a f u l l - t i m e c r i m i n a l o c c u p a t i o n , and does n o t , t h u s , 
snare a h i s t o r y o f d e - s p e c i a l i s a t i o n w i t h the s h o p l i f t e r . 



D i s c a r d i n g , t e m p o r a r i l y , the sense i n which f i d d l i n g i s 
( a) 

" c l a s s i c a l l y " c r i m i n a l , I would l i k e i n i t i a l l y t o co n s i d e r i t s 
a l t e r n a t i v e p o s s i b l e i n c l u s i o n as a w h i t e - c o l l a r crime. S u t h e r l a n d 
(1949> P 9) d e f i n e d w h i t e - c o l l a r crime as f o l l o w s : 

" . . . w h i t e c o l l a r crime may be d e f i n e d approx
i m a t e l y as a crime commited by a person o f 
r e s p e c t a b i l i t y and h i g h s o c i a l s t a t u s i n the 
course of h i s o c c u p a t i o n . . . " ( h ) 

(a) T e r m i n o l o g i c a l c o n f u s i o n r e i g n s here. By " c l a s s i c a l " crime, I 
r e f e r t o the m o r a l l y t e r r i b l e and. not the merely t e c h n i c a l l y 
i l l e g a l ( " q u i e t " ) crime. Becker (1960b) v e r y c o n f u s i n g l y uses the 
work " c o n v e n t i o n a l " crimes t o r e f e r t o those t h a t are p s y c h o l Q g i a l l y 
" c o n v e n t i o n a l i s e d " , or "normalised", and subsequently not s u b j e c t 
t o p r o s e c u t i o n o r punishment. Cavan (1964, p 235) used the word 
" t o l e r a t e d " t o r e f e r t o those crimes which f a l l w i t h i n the bounds 
"of p u b l i c condonation", and C l i n a r d (1956, P 76) invokes t h e 
l e g a l d i s t i n c t i o n between mala i n se and ma-la o r o h i b i t a . Others, 
(e g , Newman, 1953? P 292) use " c o n v e n t i o n a l " t o r e f e r t o " c l a s s i c a l " 
r a t h e r than " q u i e t " crime, and s t i l l o t h e r s (eg, Robin 1974* 
p 251) p r e f e r the l a b e l " o r d i n a r y " t o " c l a s s i c a l " . S i m i l a r l y , 
Bonger (1916, p 106-6) and Haurer (1964, p 10, 26, 131) use 
" o c c a s i o n a l " t o r e f e r t o the ( i n ) f r e q u e n c y of commission, whereas 
I f e e l i t a p p r o p r i a t e here t o r e s t r i c t t h a t word t o c h a r a c t e r i s e 
the p s y c h o l o g i c a l i m p l i c a t i o n s . I adopt " p a r t - t i m e " t o r e f e r t o 
the r e l a t i v e frequency o f of f e n c e when compared t o l e g i t i m a t e 
o c c u p a t i o n a l a c t i v i t y , and " p a r t i a l " t o r e f e r t o the ( s e r a r a t e l y 
generated) minimal p s y c h o l o g i c a l i m p l i c a t i o n s the o f f e n c e has f o r 
t h e p u b l i c and. p r i v a t e s t a t u s o f the o f f e n d e r . I o c c a s i o n a l l y use 
the words ' c o n v e n t i o n a l 1 and ' o c c a s i o n a l ' i n t h i s l a t t e r p s y c h o l 
o g i c a l , and not the former p r a c t i c a l c o n t e x t . 

( b ) Sutherland's d e f i n i t i o n , i s e c l e c t i c , p r o s l y t i s i n g and. vague. I s 
has o u t l i v e d i t s u s e f u l l n e s s . The parameters of h i s d e f i n i t i o n are 
argu a b l e : i n an immediate f o o t n o t e ( S u t h e r l a n d , 1949? f f 7 ? P 9)» 
he c l a i m s t o use " w h i t e - c o l l a r " i n the l a y sense t h a t Sloan (an 
autobiography w r i t i n g e x - p r e s i d e n t o f General Motors) used i t t o 
r e f e r t o h i m s e l f , However by 1956 ( S u t h e r l a n d , 1956, p 5$) Suther
l a n d had changed from v i e w i n g " r e s p e c t a b l e " and " h i g h " as pure 
a l t e r n a t i v e s ( S u t h e r l a n d , 1940, f f , P 40) t o u s i n g the word w h i t e 
c o l l a r "...more g e n e r a l l y t o r e f e r t o the wage-earning c l a s s t h a t 
wears good c l o t h e s t o work, such as c l e r k s i n s t o r e s . . . " . A l o n g 
way from Sloan. A d d i t i o n a l l y , ( C l i n a r d and Quinney, 1967? P 188) , 
S u t h e r l a n d lends a m b i g u i t y t y d e f i n i n g t h e f i e l d i n terms o f 
o c c u p a t i o n a l a c t i v i t y and r e s e a r c h i n g i t i n terms of c o r p o r a t e 
v i o l a t i o n s . S u t h e r l a n d i s e m p i r i c a l l y e x t e n s i v e i n h i s v i e w i n g as 
c r i m i n a l a l l 'punishable' (1945» P 356) , or ' c o n v i c t a b l e 1 (I94O, p 45) 
a c t s , as opposed t o , f o r i n s t a n c e , the e m p i r i c a l l y i n t e n s i v e Tappan 
(1947, p 372) . An e x t r a d i f f i c u l t y i s t h a t l a y conceptions o f s o c i o 
economic s t a t u s do not t r a v e l w e l l across the A t l a n t i c . The t e n s i o n 
W i t h i n " w h i t e — c o l l a r " ( i . e . , fcjiu a u i r i t or th e l e t t e r o f Sut h e r l a n d ? ) 
i s masked by c u r r e n t American conceptions ( e g , Ross, I 9 6 O - 6 I , p 2 3 3 f f ) 
which s i m i l a r l y i n c l u d e c l e r i c a l and sales j o b s . 
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The answer t o the i n c l u s i o n dilemma i s r e g r e t t a b l e empir
i c a l l y post hoc. Those commentators who i n t e r p r e t S u t h e r l a n d 
e x t e n s i v e l y a l l o w t h e i n c l u s i o n of ' f i d d l i n g ' as a w h i t e - c o l l a r 
crime. F i d d l i n g would, f o r example, be an occasion of Pepinsky's 
(1974, P 229) "challenge t o an a l l e g e d use o f p r i v a t e p r o p e r t y " , 
or C a l d w e l l ' s (1958? P 377) " ?- breach of t r u s t which i s u s u a l l y 
accompanied and comsumated by m i s r e p r e s e n t a t i o n . " Hewrnan (1958, 

P 737) c o n s i d e r s the f a c t o f o c c u p a t i o n a l occupancy as more 
e s s e n t i a l than i t s s t a t u s , and th u s c o n s i d e r s : 

"...The c h i e f c r i t e r i o n f o r a crime t o be 
" w h i t e - c o l l a r " i s t h a t i s occurs as p a r t o f , 
or a d e v i a t i o n from, the v i o l a t o r s ' o c c u p a t i o n a l 
r o l e . T e c h n i c a l l y , t h i s i s more c r u c i a l than 
the type of law v i o l a t e d o r the r e l a t i v e p r e s 
t i g e o f the v i o l a t o r . . . l i k e w i s e f a r m e r s , 
repairmen, and o t h e r s i n e s s e n t i a l l y non 
w h i t e - c o l l a r occupations c o u l d , t h r o u g h 
such i l l e g a l i t i e s as w a t e r i n g m i l k f o r 
p u b l i c consumption, making unnecessary 
" r e p a i r s " on t e l e v s i o n s e t s , and so f o r t h , 
be c l a s s i f i e d as w h i t e - c o l l a r v i o l a t o r s . . . . " 

A l t h o u g h as I have suggested above ( f f b, p 2 4 l ) , S u t h e r l a n d ' 
d e f i n i t i o n o f w h i t e - c o l l a r i s vague, i f not downright ambiguous, 
i t has become c o n v e n t i o n a l t o co n c e n t r a t e upon the statxis o f the 
o f f e n d e r ( r a t h e r than the f a c t t h a t h i s o f f e n c e i s i n t i m a t e l y 
r e l a t e d t o h i s g a i n f u l employment) and t o r e s t r i c t w h i t e - c o l l a r 
t o those v i o l a t o r s w i t h a h i g h s o c i a l s t a t u s . Thus, Shoemaker and 
South (l974> P 193) omit c l e r i c a l and sales p o s i t i o n s from 
i n c l u s i o n as t h e i r s t a t u s , a l t h o u g h w h i t e - c o l l a r , i s not any h i g h e r 
t h a n many b l u e - c o l l a r s k i l l e d j o b s . Levcns (1964, P 328) s i m i l a r l y 
comments: 

"...a number o f w h i t e c o l l a r o f f e n c e s can 
e q u a l l y be commited by persons c f a c c e p t a b l y 
w h i t e - c o l l a r s t a t u s ( l i k e s o l i c i t o r s , managers, 
c l e r k s , a c c o u n t a n t s ) and by o t h e r s who would 
not n o r m a l l y q u a l i f y f o r such a d e s c r i p t i o n 
(postman, g e n e r a l d e a l e r s , d a i r y roundsmen, 
shop a s s i s t a n t s , e t c ) . . . " 

Acceptance o f the i n t e n s i v e i n t e r p r e t a t i o n o f S u t h e r l a n d 
" I - — _ J — -L ' -. J - l , ^ "1 T I T ^ , 1 - -1 / ~ I _ J t - . L _ J 1 J . _ 

I i a o b i - e u ci i>l£,«l o e n j L n g O i iJilO c u h C e i n uy u i u o j i a j i u l i u l t l ^ u u u i y u u ±11 

Quxnney, 1964? P 209). I do not p a r t i c u l a r l y wish t o engage the 
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w h i t e - c o l l a r crime argument i n d e t a i l : as a body o f l i t e r a t u r e , i t 
i s p a r t i c u l a r l y r e p e t i t i v e , i n c e s t u o u s , h y p o t h e t i c a l and s t a l e . 
S u f f i c e i t t o say t h a t Bloch and Gies have attempted t o separate 
w h i t e c o l l a r crimes commited by ( i ) i n d i v i d u a l s as i n d i v i d u a l s 
( e g , d o c t o r s and l a w y e r s ) , ( i i ) by employees against' the c o r p o r a t i o n 
( e g , embezzlers), ( i i i ) by p o l i c y - m a k i n g o f f i c i a l s f o r the 
c o r p o r a t i o n (eg, as i n a n t i - t r u s t cases), ( i v ) by agents of the 
c o r p o r a t i o n a g a i n s t t h e g e n e r a l p u b l i c ( e g , a d v e r t i s i n g f r a u d ) , 
and ( v ) by merchants a .ainst consumers (e g , consumer f r a u d s ) / a ^ 
Geis (1962, p I T ! ) has suggested r e s t r i c t i n g the a p p e l a t i o n 
" w h i t e - c o l l a r c r i m e " merely t o c o r p o r a t e v i o l a t i o n s o f t h e t h i r d , 
c a t e g o r y ( a n t i — t r u s t c a s e s ) . 

Coextensive w i t h t h i s n a r r o w i n g o f the concept o f w h i t e -
c o l l a r crime, t h e r e has been a p a r a l l e l movement t o r e - s t r u c t u r e 
the o v e r a l l f i e l d on a. more l o g i c a l b a s i s . Quinney (1964? P 210)-

has i n t r o d u c e d the l o g i c a l a l t e r n a t i v e : " o c c u p a t i o n a l crime", 
which Robin (1974, P 262) d e f i n e s as: 

" . . . n o n v i o l e n t v o c a t i o n a l p r o p e r t y o f f e n c e s 
. . . o c c u p a t i o n a l crimes may be d e f i n e d t o 
i n c l u d e a l l v i o l a t i o n s t h a t occur d u r i n g the 
course of o c c u p a t i o n a l a c t i v i t y and are r e l 
a t e d t o employment..." 

W h i l s t b l u e - c o l l a r crime would f a l l under t h i s r u b r i c , a 
f u r t h e r d e f i n i t i o n i s needed t o a v o i d the standard p a r a d o x i c a l 
compositions c o n s t r u c t i o n t o d e p i c t b l u e - c o l l a r crime: such as 
H a l l ' s "embezzler i n s h i r t s l e e v e s , the t r u c k d r i v e r and wharehouse 
employee" (quoted i n Robin, 1967, P 691), o r the standard, para
phrase o f S u t h e r l a n d : *A crime commited by a person of low s o c i a l 
s t a t u s i n the course o f h i s o c c u p a t i o n ' . Donald Horning (1970, 

p 48) p r o v i d e s an e x c e l l e n t d e f i n i t i o n o f b l u e - c o l l a r t h e f t : 

( a ) A l t h o u g h group ( v ) sound most immediately r e l e v a n t t o f i d d l i n g 
customers, I am not a t a l l sure t h a t employees count as 'merchants! 
or t h a t 'gouging' i s the s o r t o f consumer f r a u d t h a t Bloch and Geis 
have i n mind. Of course, a l t h o u g h group ( i i ) ceases t o be c a l l e d 
w h i t e - c o l l a r ( h e n c e f o r t h r e s e r v e d f o r group ( i i i ) ) , B l c c h and Gcis' 
i n t e n t i o n i s p r o b a b l y t o r e f e r t o embezzlers r a t h e r than p i l f e r e r s . 
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"...one form of blue c o l l a r crime, may be 
d e f i n e d s i m p l y as the i l l e g a l or u n a u t h o r i s e d 
u t i l i s t a t i i n o f f a c i t i t i e s or removal and 
co n v e r s i o n t o one's own use of company 
p r o p e r t y or personal p r o p e r t y l o c a t e d on 
the p l a n t premises by n o n s a l a r i o d personnel 
employed i n the p l a n t . . . " 

T h is d e f i n i t i o n seems t o s a t i s f a c t o r i l y r e s o l v e the 
i n c l u s i o n i s t - d i l c m m a thrown up by Sutherland's i n i t i a l - f o r m u l 
a t i o n s . But having adequately r e s o l v e d t h e apparent weak 
paradox of combining b ] u e - c o l l a r people w i t h e s s e n t i a l l y w h i t e -
c o l l a r c r i m i n a l a c t s , we must now c o n s i d e r t h e p o s s i b i l i t y 
t h a t " f i d d l i n g " i s most comprehensively understood i n the sense 
i n which i t i s a " c l a s s i c a l " crime ( i . e . , t h e f t ) . 

Because t h e f t i s mala i n se, the b l u e - c o l l a r t h i e f shares 
(a) 

some c h a r a c t e r i s t i c s w i t h the f u l l - t i m e c r i m i n a l . ' For i n s t a n c e , 
" f i d d l i n g " ( i n the s p e c i f i c sense of t h e f t from customers) would 
count as a ' r a c k e t ' i n Sutherland's (19 37 5 P 43) terms, as i t 
i n v o l v e s : 

" . . . m a n i p u l a t i o n of suckers by n o n v i o l e n t 
methods. For t h i s purpose t h e s k i l l s r e q u i r e d 
i n the d i f f e r e n t r a c k e t s d i f f e r from one 
another somewhat. But i n a l l of them the 
t h i e f must be a good a,ctor, and a good s a l e s 
man i n order t o manipulate the s u c k e r . . . " i ^ / 

A c r u c i a l d i f f e r e n c e i s , however, t h a t the f i d d l e r i s 
p r a c t i c i n g an i d e n t i c a l l e g i t i m a t e o c c u p a t i o n w i t h i n which he 
submerges h i s i l l e g a l p e c u l a t i o n s . 

Another i n t e r e s t i n g p o s s i b i l i t y i s a n a l y t i c a l l e g i a n c e 

( a ) I-iack' s ( l964> P 39) s u b s t i t u t i o n of " f u l l - t i m e m i s c r e a n t " f o r 
Sutherland's o r i g i n a l " p rofessiona . 1" t h i e f i s a s i g n i f i c a n t and 
welcome i n j e c t i o n o f sound l o g i c a l f o r m u l a t i o n i n t o aged emotional 
K c a l . 

( b ) The ' f i d d l e ' would a l s o f i t t l a u r e r ' s ( 1964 , P 30) d e f i n i t i o n of 
" g r i f t " : "...which i n c l u d e s a l l the i n f i n i t y of r a c k e t s which 
u t i l i s e the s k i l l e d hand or the sharp w i t , or b o t h . . " . The f i d d l e 
should be d i s t i n g u i s h e d from Bogdunoff and Glass's (1954 j P 80—1) 
d e f i n i t i o n of an " o u t s i d e r a c k e t " : s i d e - j o b s persued by Chicago 
case-workers d u r i n g w o r k i n g hours, but which are mala p r o h i b i t a . 



w i t h o c c u p a t i o n a l "sharp" or " f r i n g e " p r a c t i c e s . Most occupations 
are t y p i c a l l y c o n s i d e r e d t o have a c h a r a c t e r i s t i c a l l y i l l e g a l 
p e r i p h e r y . However t h i s p e r i p h e r y i s g e n e r a l l y o n l y c o n c e p t u a l i s e d 
i n one of two ways: f i r s t l y , as a rna.rginal percentage of a l l the 
separate, businesses which make up an i n d u s t r y are seen t o be 
w h o l l y f r a u d u l e n t ( e g , between 4/'" a n c i- °/° °£ a l l ' t he home-
improvement o p e r a t o r s i n America are regarded as t o t a l l y 
d e c e p t i v e , P r e s i d e n t ' s Committee, 1966, p 2 4 6 ) ; o r , secondly, 
m a r g i n a l occupations (such as chemist, Quinncy, 1963, and McCormack, 
1955-56) or l o w - s t a t u s p r o f e s s i o n s ( l a w y e r , Hi s t e i n , 1965) 

t h a t indulge i n b o r d e r l i n e c r i m i n a l a c t i v i t y ( p r e s c r i p t i o n v i o l a t i o n , 
and ambulance-chasing) on a r e g u l a r b a s i s . 

However, t i e p o r t r a y e d s i t u a t i o n i s one w i t h a few excessive 
r u l e - b r e a k e r s o p e r a t i n g on, and d i s g r a c i n g , the f r i n g e o f an 
o c c u p a t i o n or p r o f e s s i o n - much t o the c h a g r i n of the m a j o r i t y of 
1 e g i t imat e p r a c t i t ione r s . 

The s i t u a t i o n at Wellbreads i s t h a t ( r a t h e r than a few 
salesmen f i d d l i n g 3,11 t h e t i m e , o r , t o the e x c l u s i o n of l e g i t i m a t e 
a c t i v i t y ) a l l the salesmen commit d e f i n i t e l y i l l e g a l a c t s on 
a p a r t - t i m e b a s i s . F i d d l i n g i s i n d i v i d u a l l y {rather than g e n e r a l l y ) 
p e r i p h e r a l r u l e - b r e a k i n g . I t i s i n t h i s p r a c t i c a l sense t h a t 
f i d d l i n g i s p a r t - t i m e crime. I l l e g a l i t y i s not s p o r a d i c a l l y but 
w h o l e h e a r t e d l y engaged ( t h e " c l a s s i c a l " o c c a s i o n a l o f f e n d e r ) , but 

( a ) 
i n s t e a d i s r e g u l a r l y , " q u i e t l y " and s i m u l t a n e o u s l y p r a c t i c e d . 

( a ) "Quiet" crime i s a term suggested by Ross, 19 60, 1960a. S h i e l d s 
1961 , p 90 ; and Jaspan and Black .1960 passim, r e g u l a r l y , i f r a t h e r 
i r o n i c a l l y use the phrase s i l e n t p a r t n e r " t o r e f e r t o embezzlers. 
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"Part-Time Crime" 

F i d d l i n g i s " p a r t - t i m e c r i m e " . P a r t - t i m e crime i s not 
j u s t the op p o s i t e of f u l l - t i m e crime. Mack (19645 P jO) d e f i n e s 
t h e l a t t e r as f o l l o w s : 

" . . . a l t h o u g h the people concerned have 
some nominal o c c u p a t i o n which they 
p r a c t i c e more of l e s s r e g u l a r l y , t h e y 
are known t o be engaged i n or a v a i l a b l e 
f o r c r i m i n a l a c t i v i t i e s a t a l l t i m e s . . . " 

I n f a c t , p a r t - t i m e crime shares some s i m i l a r i t i e s w i t h 
f u l l - t i m e crime. For example, p r a c t i t i o n e r s o f bo t h types are 
r a r e l y caught, and v i r t u a l l y never imprisoned. A v i t a l d i s t i n c t i o n 
i s , however, t h a t whereas f o r t h e f u l l - t i m e c r i m i n a l l e g i t i m a t e 
employment i s "nominal", the p a r t - t i m e c r i m i n a l views h i s i l l e g i t 
imate a c t i v i t i e s as s i m i l a r l y nominal. We may a c c o r d i n g l y d e f i n e 
p a r t - t i m e r u l e b r e a k e r s as f o l l o w s : 

" P a r t - t i m e " r u l e b r e a k e r s have a f u l l - t i m e o c c u p a t i o n i n 
which t h e y are p r e d o m i n a n t l y i n v o l v e d , b o t h i n terms of 
t i m e , and i n terms o f p e r s o n a l involvement and commitment. 
D u r i n g the course o f proper p r a c t i c e o f t h a t o c c u p a t i o n , 
t h e y s i m u l t a n e o u s l y but s u r r e p t i t i o u s l y , r e g u l a r l y and 
h a b i t u a l l y i n d u l g e i n o c c u p a t i o n a l l y r e l a t e d minor i l l e g a l 
a c t s which are g e n e r a l l y v i s i b l y i n d i s t i n g u i s h a b l e from 

( a ) 
t h e i r l e g i t i m a t e a c t i v i t y / . 

( a ) The " p a r t ~ t ime" r u l e b r e a k e r should be c r u c i a l l y d i s t i n g u i s h e d 
from s e v e r a l q u i t e near c r i m i n a l p a t t e r n s , such as the f o l l o w i n g : 
" P e r i p h e r a l " r u l e b r e a k e r s : s i m i l a r p s y c h o l o g i c a l consequences 
( i . e . , p a r t i a l i t y ) but not p r a c t i c e d under the aegis o f , nor 
p a r a s i t i c upon a c o v e r i n g o c c u p a t i o n . For example, the " s n i t c h e r " 
o r , n o n - p r o f e s s i o n a l s h o p - l i f t e r (see, Cameron, 19o4> P 1 8 2 ) . 
Cameron ( i b i d , p I 8 4 ) notes: " . . . t h e i r crimes are p e r i p h e r a l 
«o r a t h e r t i i a n c e n t r a l t o t n e i r l i v e s . . . T h e p e r i p h e r a l c r i m i n a l 
has a v o c a t i o n which i s l e g i t i m a t e . His ca r e e r may be i n merchand
i s i n g , c l e r i c a l work, t e a c h i n g , machine o p e r a t i n g , n u r s i n g , t r u c k 
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Other " p a r t - t i m e " crimes would i n c l u d e , f o r example, 
expences and p a y r o l l "padding" ( D a i t o n , 1964? p 1 0 9 ) , use of the 
" t a p " (Bensman and Gerver, I 9 6 3 ) , "ghost s u r g e r y " (unnecessary 
d e n t a l a c t i v i t y by d e n t i s t s ) " a d u l t e r a t i o n " o f f o o d s t u f f s ( C l i n a r d , 
1 9 6 9 ; Schuck, 1 9 7 2 ) , or "cabbage" p r o d u c t i o n ( e x t r a c l o t h e s 
made from m a t e r i a l a r t f u l l y cut from a r o l l designed t o produce 
a f i x e d number of garments). A l l these a c t i v i t i e s are r e g u l a r l y 
and h a b i t u a l l y immersed i n standard o c c u p a t i o n a l r o u t i n e s , and 
c a r r i e d on as a s i d e - i n v o l v e m e n t t o everyday l e g i t i m a t e occupat
i o n a l a c t i t i t y . 

A p s y c h o l o g i c a l c o r o l l a r y of " p a r t - t i m e " c r i m i n a l a c t i v i t y 
i s e x c e s s i v e l y muted s o c i e t a l r e a c t i o n , p r o d u c i n g a p s y c h o l o g i c a l 
s t a t u s f o r the i n f r i n g e m e n t as an a u x i l i a r y , " p a r t i a l " t r a i t . 
G e n e r a l l y speaking, the c r i m i n a l i s a t i o n r a t h e r than the normal
i s a t i o n o f a c t i v i t y c o n v e r t s p a r t i a l , " q u i e t " crimes i n t o o r d i n 
ary " c l a s s i c a l " ones. However, w i t h " p a r t - t i m e " (and o t h e r non-
f u l l - t i m e m l ^ b r e a k i n g ) s o c i e t a l r e a c t i o n switches t o t a l l y t o 
n o r m a l i s a t i o n . T h i s f e a t u r e of the c o n t r o l s e t t i n g alone generates 
the p s y c h o l o g i c a l " p a r t i a l i t y " of the c r i m i n a l a c t i v i t y ( r a t h e r 
than a p o s s i b l e " t o t a l i t y " , or "master" s t a t u s ) i n the a c t o r ' s 

( c o n t d ) d r i v i n g , p o l i c e work, medicine. His major source o f 
l i v l i h o o d i s from h i s r e s p e c t a b l e c a r e e r and he i d e n t i f i e s 
w i t h the dominant values of s o c i e t y . . " . 

" F r i n g e " r u l e b r e a k e s : One who s p o r a d i c a l l y but w h o l e h e a r t e d l y 
performs i l l e g a l , o c c u p a t i o n a l l y - r e l a t e d a c t s . For example, 
a d o c t o r p e r f o r m i n g an o c c a s i o n a l i l l e g a l a b o r t i o n , or 
p r a c t i s i n g euthemasia (CUTTING 1 0 : 8 . 1 1 . 7 4 ) upon d e s e r v i n g 
p a t i e n t s . 

"Sharp" r u l e b r e a k e r : One who r e g u l a r l y and w h o l e h e a r t e d l y 
performs i l l e g a l , o c c u p a t i o n a l l y - r e a l t e d a c t s . For example, tho 
s e l l i n g u n s o l i c i t e d " t r a d e d i r e c t o r i e s " , cheap c e n t r a l h e a t i n g , 
(CUTTING 35= 1 1 . 5 . 7 5 ) or "imaginery whiskey" (Mack, 1 9 7 2 ) . 
T h e i r success p a r a s i t i c a l l y depends upon the b u l k e x i s t a n c e o f 
l e g i t i m a t e p r a c t i t i o n e r s . 

"Second Job" r u l e b r e a k e r i One who o c c a s i o n a l l y or r e g u l a r l y 
i n d u l g e s i n i l l e g a l a c t i v i t y f o r g a i n a f t e r c o m p l e t i n g a f u l l -
time j o b . For example, s e c r e t a r i e s who have a second job as a 
p r o s t i t u t e ("Jackman et a 1 .1963, p I 6 0 ) : milkmen who arc p a r t -
time b u r g l a r s (CASE 2 2 : i i . 9 . 7 3) or e l e c t r o n i c s engineers who 
arc swaginen i n t h e evenings (Emerson, 197-1-) • 
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r e f l e x i v e c o n s t r u c t i o n o f h i s s e l f . 

Whereas, f o r example w i t h s h o p l i f t i n g , p e r i p h e r a l p r a c t i t 
i o n e r s may a l t e r what was once a s p e c i f i c t r a d e ( v i d e , Mayhcw, 
1 8 6 2 , Vol IV, p 2 5 ) i n t o a n o n - f u l l - t i m e a c t i v i t y ; i n t h i s 
c o n t e x t , the l a c t of a r c h a i c r e f e r e n c e t o f i d d l i n g suggests 
t h a t i t has a r i s e n as a simple response t o changing h i s t o r i c a l 
circumstances w i t h o u t ever having had a f u l l - t i m e h i s t o r i c a l 
precedent. I n f a c t , I would suggest, i t would be im p o s s i b l e t o 
f i d d l e on a f u l l - t i m e b a s i s . When so p r a c t i c e d , the techniques 
of t h e f t - a n d - s y s t e m a t i c - c o n c e a l m e n t - a n d - f a l s i f i c a t i o n - t h e r e o f 
become d e f i n e d , l a b e l e d and processes as 'embezzlement 1. This i s 
the o n l y time when t h e w h i t e - c o l l a r a p p r o p r i a t e s t e r e o t y p e of 
"embezzler" i s a p p l i e d t o b l u e - c o l l a r workers: when i t i s f e l t 
by those d o i n g the d e f i n i n g t h a t (as i s - i r o n i c a l l y - i n e v i t a b l y 
the case w i t h w h i t e - c o l l a r workers) the t h i e v i n g a c t i v i t i e s are 
" e s s e n t i a l " and "master" i n the p s y c h o l o g i c a l c o n s t r u c t i o n . o f the 
o f f e n d e r . 

" P a r t - t i m e " crime i s a hobby ( C o r t , 1959) P 3 4 ^ ) an 
a v o c a t i o n r a t h e r then a v o c a t i o n : i t i s a l u x u r y way or ea r n i n g 

( a ) 
money, i t earns money f o r l u x u r i e s . F i n a l l y , w h i l s t i t has 
no h i s t o r i c a l precedent, i t i s a " c r a f t " t h e f t t y p e , as Mcintosh 
( 1 9 7 1 , P 1 0 2 , 1 0 5 , 1 2 2 ) d e f i n e s i t : 

" . . . I t became p o s s i b l e t o develop c r i m i n a l 
t e c h n i q u e s of t a k i n g small amounts from a 
l a r g e number of v i c t i m s , and these were 
r o u t i n i s e d , r e p e t i t i v e and h i g h l y s k i l l e d 
techniques...People do not bo t h e r t o p r o 
t e c t themselves v e r y c a r e r u i l y a g a i n s t 
minor crimes...so the s a l i e n t f e a t u r e of 
c r a f t t h e i v i n g i s t h a t the r o u t i n i s e d p a t t 
erns of behaviour make i t a r e l a t i v e l y safe 
way of e a r n i n g a steady but r a t h e r low 
income...Graft c r i m i n a l s aim not t o be 

(a ) I am not a t t e m p t i n g t o present the hackneyed second-wage/"pin 
money" c l a s s s t e r e o t y p e . The money i s needed t o s u s t a i n an 
o r d i n a r y w o r k i n g - c l a s s l i f e s t y l e . N e v e r t h e l e s s , i t i s small 
comoared w i t h r e r r u l a r income, i s imme^si!- Le i n fami"! l a l bud^e 
and can be forgone i f an enforcement c r i s i s demands i t (See 
Chapter F i v e ) . 
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n o t i c e d v i h i l e t h e y are w o r k i n g , 
even though t h e i r v i c t i m s may be 
present at the t i m e . Indeed, many a 
c r a f t t h e f t i s never d i s c o v e r e d at 
a l l since i t i s hard t o know whether 
t h i n g s have been l o s t or s t o l e n . 
T h is i s the major way i n which c r a f t 
c r i m i n a l s reduce the r i s k s of de
t e c t i o n . . . " 

With these economic and a n a l y t i c d i s c u s s i o n s i n mind, I 
s h a l l now t r y t o c h a r a c t e r i s e the n a t u r e , e x t e n t and types of 
" p a r t - t i m e " crime at Wellbreads. 



2 5 0 . 

"PART-TIME" CRIMES AT WELLBREADS: FIDDLING, STEALING AND DEALING 

F i d d l i n g 

"..High on the l i s t of t r o u b l e spots 
i n any s t o r e i s the r e c e i v i n g dock or 
whatever you may c a l l the place where 
merchandise i s r e c e i v e d . We have l e a r n e d 
t h r o u g h b i t t e r experience t h a t yovi can 
not leave c a r t o n s of mercha.nd.ise un
guarded f o r any l e n g t h of t i m e . . . 
Dishonest d e l i v e r y men man put the 
r i g h t number of ca r t o n s on the r e c e i v 
i n g p l a t f o r m . A f t e r t hey have been 
signed f o r , and ea.ch g i v e n a d e l i v e r y 
number, d e l i v e r y men have been known 
t o put a c a r t o n back on the t r u c k . I t 
i t not unheard of e i t h e r f o r d e l i v e r i e s 
t o be ma.de w i t h one c a r t o n s h o r t . . . " 

(Panopoulos, 1 9 6 1 , p 1 2 - 1 3 ) 

S k i l l a t " f i d d l i n g " customers s u r v i v e s as the major c r i t e r i a 
o f u n o f f i c i a l s t a t u s amongst Wellbread salesmem. F i d d l i n g has been 
mentioned elsewhere (e g , M o r r i s , 1963 P 2 3 2 ; Mars, 1973 ) but 
no r m a l l y i n c o n t e x t u a l and s p e c i f i c terms which l a c k c l a r i t y , 
d e f i n i t i o n and the i n d u c t i v e m e t h o d o l o g i c a l a b i l i t y t o be u n i v e r s a l l y 

( a ) 
r e l e v a n t . The term f i d d l i n g has a number of p o s s i b l e d e r i v a t i v e 

( a ) M o r r i s ( i b i d ) f e e l s t h a t the term f i d d l i n g should o n l y r e f e r t o 
the t r i f l i n g amounts a l l e g e d l y and apochraoha.lly i n v o l v e d . There 
i s a sense i n which tne weakness of the moral i m p e r a t i v e a g a i n s t 
f i d d l i n g i s t r a c e a b l e t o the recency of i t s i l l e g a l d e f i n i t i o n . 
U n t i l 1^7 3» ' a p p r o p r i a t i o n by a middle man' was l e g a l , and "mere 
p r i v a t e c h e a t i n g " was s t i l l l e g a l u n t i l 1757 (Geis, 1 9 6 o , p 9 - 1 0 ) . 
Two recent American w h i t e - c o l l a r examples are p r o v i d e d by C l i n a r d ' s 
( 1 9 4 6 , p 7 9 ) c l a s s i c study of p r i c e - c e i l i n g evasion d u r i n g t h e • 
l a s t war ( a l t h o u g h the customer was a w i l l i n g and knowing v i c t i m ) ; 
and, Quinney's ( 1 9 6 3 ) study of r e t a i l pharmacy p r e s c r i p t i o n v i o l a t i o n 
( a l t h o u g h i t i s u n c l e a r what * v i o l a t i o n ' a c t u a l l y r e f e r s t o h e r e ) . 
I n the U.k., the 1968 T h e f t Act has c l a r i f i e d an o r i g i n a l l y ambig
uous s i t u a t i o n . F i d d l i n g customers would Nave been i n d i c t a b l e as 

http://mercha.nd.ise
http://ma.de


2 5 1 . 

sources a l l of which pr o b a b l y combine t o g i v e i t i t s c u r r e n t 
u s a g e . I t can mean a p l a y e r of the f i d d l e ( s t r i n g e d i n s t r u m e n t ) , 
and hence an e n t e r t a i n e r ; a small sum ( o r i g i n a l l y l / l 6 of £ 1 on 
the London Stock Exchange); and p r o b a b l y d e r i v e s from a s t r i c t l y 
d e f i n e d term i n b o o k - b i n d i n g , where, t o " f i d d l e the books" a c t u a l l y 
meant sewing book s e c t i o n s t o g e t h e r by hand w i t h a type of cross 
s t i t c h . The a r t o f f i d d l i n g i n e v i t a b l e comes from a s u b s i d i a r y 
meaning as s l e i g h t of hand:^°^ as Webster ( l 9 3 4 > P 9 4 0) d e f i n e s i t : 
"..To keep the hands and f i n g e r s a c t i v e l y moving as the f i d d l e r 
does; t o move the hands and f i n g e r s r e s t l e s s l y or i n busy i d l e 
ness; hence, t o t r i f l e , t o engage b u s i l y i n t r i v i a l p u r s u i t s . . " . 

(Contd) O b t a i n i n g by False Pretences, or as Larceny by a T r i c k 
( 2 . 2 . of S ( l ) of the o l d Larceny A c t ) . As the lav; now stands, 
f i d d l i n g would be i n d i c t a b l e as e i t h e r O b t a i n i n g P r o p e r t y by 
Deception S ( l 5 ) ( l ) ; or as O b t a i n i n g Pecuniary Advantage by 
Deception S( 1 6 ) ( 1 ) ( 2 ) ( a ) , and Falso A c c o u n t i n g S ( l 7 ) ( l ) . 

( a ) D i c t i o n a r y d e f i n i t i o n s , such a.s these, have a d i r e c t and c r e a t i v e 
i n f l u e n c e as vie.11 as an i n d i r e c t r e f l e c t i v e and d e s c r i p t i v e 
a b i l i t y where concepts arc concerned. B a l l ( 1 9 7 0 , p 3 3 1 ) notes : 
"..Altbough d i c t i o n a r i e s present i d e a l or ' c o r r e c t 1 meanings, 
r a t h e r than those a c t u a l l y i n vogue at a p a r t i c u l a r time i n 
space, t h e r e i s no a p r i o r i reason f o r assuming t h a t the d i s 
crepancy i s e i t h e r l a r g e or s y s t e m a t i c ; and f u r t h e r m o r e , such 
d e f i n i t i o n s are c o n s t r u c t e d by l e x i c o g r a p h e r s out of the s t u f f 
o f s o c i a l r e a l i t y . . . " . An obvious p o i n t perhaps. I belabour i t 
here as I f e e l t h a t the s u p e r i m p o s i t i a n o f l o g i c a l c a t e g o r i s a t i o n 
upon t h e experiences o f the group s t u d i e d r e q u i r e s p a i n s t a k i n g 
j u s t i f i c a t i o n . 

(t>) Chesney ( 1 9 7 0 , p 2 2 9 - 2 3 0 ) r e c a l l s the a n c i e n t t r i c k o f " f i d d l e -
d u f f i n g " , where a d runic en v i o l i n p l a y e r o f f e r s t o s e l l h i s 
a l l e g e d l y expensive v i o l i n f o r a song. However, the presence of 
" d u f f i n g " by i t s e l f i n Mayhew's ( l 8 6 2 , V o l IV, p 2 5 ) e x t e n s i v e 
t y p o l o g y - meaning t o s e l l fake goods - i n d i c a t e s t h a t i n 
Chesney's example, ' f i d d l e ' was a noun, and ' d u f f i n g ' an a d j 
e c t i v e . The word ' f i d d l e ' i s not i n c u r r e n t usage i n America. 
I t i s t h e r e p a r t l y r e p l a c e d by the word " f i n a g l e " ( v i d e , Davis, 
1959? p 2 7 0 ) d e r i v e d from " f a i n a i g u e " , meaning t o revoke at cards, 
and t h u s ( t o f e i g n ) t o s h i r k , be underhand, t o cheat or be 
devious (Webster, 1 9 3 4 , V o l . I , p 9 1 0 ) . R i i s and P a t r i c ( 1 9 4 2 , 
passim) use the verb "gyp" t o r e f e r t o f r a u d u l e n t o v e r c h a r g i n g 
by s e r v i c e agents, and o t h e r s (Leonard and Weber, 1 9 7 0 , p 415> and 
H e n s l i n , 1 9 6 8 , p 1 5 2 , Carper, I 9 6 9 ) use what seems t o be a 
c u r r e n t l y more p r e v a l e n t U.S. t e r m i "gouging". 
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I n t r a n s a c t i o n a l terms,- a s u c c e s s f u l f i d d l e r e f e r s t o 
the p r a c t i c e by salesmen of i n v i s i b l y a l t e r i n g the ownership 
of r e a l or imaginery goods i n t r a n s a c t i o n s w i t h customers an 
u n s p e c i f i e d number of t i m e s , t o mask or cover e x p r o p r i a t i o n s from 
a money or e o u i v a l e n t source e i t h e r on t h e spot, or elsewhere, 

( a ) 
but s t i l l w i t h i n the f i d d l e r ' s c o n t r o l . Such an e x t e n s i v e 
i n d u c t i v e d e f i n i t i o n i s needed t o take account of not o n l y 
simple o v e r c h a r g i n g , but a l s o the complex procedures needed on 
some occasions t o o b t a i n the cash b e n e f i t . ' ' 0 ^ The f o r m a l 

( a ) I r e f e r again t o a l t e r n a t i v e a n a l y t i c d e f i n i t i o n s of " f i d d l i n g " 
( v i d e , Chapter Two). I s h a l l not debate Wars' ( 1 9 7 3 ) g e n e r a l , 
and perhaps u n c r i t i c a l , usage of the word ( i . e . , the way t h a t 
employees use t h e word f i d d l e t o r e f e r t o a l l t h e i r t h e f t 
p r a c t i c e s ) as Mars, i n personal communication, has since i n d i c a t e d 
t h a t he may i n f u t u r e wish t o r e t r e a t from t h a t d e f i n i t i o n . I n s t e a d , 
I would l i k e t o c o n c e n t r a t e upon Henry's ( 1 9 7 5 a » 1 9 7 5 ^ ) s o p h i s 
t i c a t e d a l t e r n a t i v e d e f i n t i o n . Whereas I take the c r i t e r i a o f 
who loses as p r i n c i p a l l y d e f i n i t i v e o f the f i d d l e ( w i t h f i d d l e s 
o n l y p o s s i b l e of customers), Henry ( e g , 1 9 7 5 a > P 1£>) g i v e s 
precedence t o t h a t c r i t e r i a of the •provision of i n v e n t o r y - c o v e r . 
These two f o r m u l a t i o n s are not always m u t u a l l y i n c o m p a t i b l e . 
We agree t h a t i n v e n t o r y - c o v e r e d (concealed) t h e f t s from customers 
c o n s t i t u t e ' f i d d l e s ' , and t h a t unconcealed t h e f t s from the f i r m 
are p i l f e r a g e . Vie disagree over unconcealed t h e f t s from customers 
( w h i c h I c a l l f i d d l e s , and Henry p i l f e r a g e ) , and over concealed 
t h e f t s from the f i r m (which I c a l l p i l f e r a g e , and Henry, f i d d l e s ) . 
There i s a l s o a secondary sense i n which we d i s a g r e e : the 

. p r o v i s i o n of i n v e n t o r y - c o v e r - when a t h e f t i s made non-accountable 
can be of s e v e r a l d i f f e r e n t s o r t s , which Henry's a n a l y s i s cannot 
d e s c r i b e . As I have mentioned, i n v e n t o r y n o n - a c c o u n t a b i l i t y may 
be e i t h e r 'misaccounted' l o s s ( e g , when w r i t t e n - o f f as "waste"), 
or 'unaccounted' (where i n v e n t o r i e s have been a l t e r e d t o conceal 
the l o s s ) . I m p o r t a n t l y , the l a t t e r may be t e m p o r a r i l y so, and 
t h i s i s always the case when t h e f t s from the f i r m are concealed 
(as the l o s s - d i s c o v e r y i s merely p r o c r a s t i n a t e d ) or permanently so 
- as i s the case when the t h e f t i s from a n o n - i n v e n t o r y - a c c o u n t a b l e 
source, i . e . , a domestic or r e t a i l customer. The p o i n t t h a t I wish 
t o make i s t h a t I argue not so much f o r t h e primacy of my own 
t y p o l o g y f o r f u t u r e u n i v e r s a l a n a l y s i s ; but r a t h e r , f o r i t s ad hoc 
s u i t a b i l i t y f o r a n a l y s i s of the data at hand. I have pursued a 
sm a l l s c ale e m p i r i c a l study, and have generated a t y p o l o g y out o f 
the experiences o f the men s t u d i e d . They don't use words l i k e 
' p i l f e r a g e ' , and ' c o l l u s i v e t h e f t ' , so I haven't e i t h e r . They use 
words l i k e ' s t e a l i n g ' and ' d e a l i n g ' , and I have f o l l o w e d s u i t . 

( b ) See CASE 5 1 ( 1 6 . 1 1 . 7 4 ) f o r an example of the d i f f i c u l t i e s t h a t 
dustmen have i n f i d d l i n g t h e i r customers; 64 London dustmen"' 
r a t h e r u n w i s e l y chose t o e x t o r t cash by demanding money w i t h 
menaces from c l i e n t s . Unices p a i d , t h e dustmen r e f u s e d t o c o l l e c t 
r u b b i s h , or worse, t i p p e d i t a l l over t h e pavement i n f r o n t of the 
c a l l i n q u e s t i o n . 
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procedures of s e l l i n g p r o v i d e b o t h the l o o p h o l e s and the o b s t a c l e s 
f o r f i d d l i n g . 

Even o v e r c h a r g i n g can be o f two s o r t s : f i r s t l y , t he p r i c e 
i s s i m p l y i n c r e a s e d t o unknowing customers, ( a l t h o u g h t h e " p r i c e 
o f bread" i s h e a v i l y i n v e s t e d w i t h moral and. symbolic s i g n i f i c a n c e , 
few people a c t u a l l y know what i t i s ) . Secondly, the p r i c e , but 
n o t h i n g e l s e , remains c o n s t a n t . T r a d i t i o n a l l y (Thompson, 1 9 7 1 ) 

bakers r a r e l y l e t an o p p o r t u n i t y t o squeeze customers pass by. 
Corn merchants and d e a l e r s engaged i n a d u l t e r a t i o n (Thompson, i b i d , 
p 86$ Engels, 1 8 4 5 , P 1 0 6 - 1 1 J ) and i n " f o r e s t a l l i n g " ( s e l l i n g 
by sample by r e s t r i c t e d r i n g s of buyers r a t h e r than on the open 
market, Thompson, i b i d ) ; and m i l l e r s were f r e q u e n t l y , a c c o r d i n g 
t o Thompson ( i b i d , p 1 0 4 ) : 

"...Accused o f q u a i n t l y medieval customs 
- o v e r s i z e t o l l d i s h e s , f l o u r concealed 
i n t h e casings of stones, etc...some 
m i l l e r s purchased a t h a l f p r i c e damaged 
corn which t h e y t h e n mixed w i t h the c o r n 
o f t h e i r customers..."(b) 

( a ) A d u l t e r a t i o n seems t o be no l o n g e r common amongst the b i g Bakers 
I n t h e U.K., a l t h o u g h t h e the American economy has again been 
wracked by another massive g r a i n f i d d l e (CUTTING 4 5 : 1 9 . 8 . 7 5 ) 
i n c o r p o r a t i n g b o t h s h o r t w e i g h i n g and a d u l t e r a t i o n . B r i t i s h "snob 
foods s t i l l _do seem t o s u f f e r however. See, f o r example, t h e 
n o t o r i o u s "winegate" scandal which r e c e n t l y rocked Bordeaux 
(CUTTING 9 : 2 0 . 1 0 . 7 4 ) . The defendants had e x p l o i t e d a n i c e l o o p 
h o l e : a f a i l u r e t o document the c o l o u r o f the wine i n o f f i c i a l 
r e c e i p t s . S i m i l a r q u a n t i t i ^ s ^ ( 3 2 1 , 0 0 0 g a l l o n s ) o f o r d i n a r y r e d , 
and a p p e l a t i o n c o n t r o l l e e ^ w e r e purchased. But the a c q u i t vc-rt 
( g r e e n docket o f a u t h e n t i c i t y o f Bordeaux wines) d i d not s p e c i f y 
the c o l o u r o f e i t h e r shipment. The defendants "doctored", or 
" b a p t i s e d " b o t h shipments (one defendant l i k e d t o r e f e r t o t h i s 
as " i m p r o v i n g " , or " b l e n d i n g " ) and switched the c e r t i f i c a t e s 
so t h a t t hey now possessed " a p p e l a t i o n c o n t r o l l e e " r e d , and some 
o r d i n a r y w h i t e . The r j r i c e d i f f e r e n c e f o r t h e two w h i t e s was 
m i n i m a l ; u p g r a d i n g t h e r e d i n c r e a s e d p r o f i t s by 4OG/0. Document 
l a u n d e r i n g ( d e o d e r i s i n g i s a common way o f evading awkward laws, 
which, f o r example, prevent t r a d e t o S©uth A f r i c a , P r e s i d e n t i a l 
payments t o b u r g l a r s , o r arms sales t o u n s t a b l e c o u n t r i e s 
(CUTTING 1 5 : 2 4 . 1 1 . 7 4 ) . 

( b ) Of course t h i s i s n ' t done now. N a t u r a l l y , the U.K. g r a i n s t o r e i 
cu t w i t h hard Canadian wheat every year, t o produce a b e t t e r l o a 
but t h a t , n a t u r a l l y , i s a d i f f e r e n t t h i n g . 
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I n medieval "times, the baker h i m s e l f was f r e q u e n t l y accused 
( i b i d , p 10'/) of making and s e l l i n g i n f e r i o r , a d u l t e r a t e d , and 
l i g h t - w e i g h t loaves. A n a l y t i c a l l y , e i t h e r the q u a l _ i t y can be 
reduced and the p r i c e stay c o n s t a n t ( " s h o r t d e l i v e r " , o r , "uncler-
w e i g h "), or the q u a r i t i t y may s i m i l a r l y s u f f e r . M a y h e w ( l 8 6 2 , 
Vol IV, p 383 ) not es: "..embezzlement i s o f t e n commited by 
journeymen bake.s e n t r u s t e d t y t h e i r employers w i t h q u a n t i t i e s 
of bread t o d i s t r i b u t e t o customers...", and s i m i l a r l y , K i r k l a n d 
( 1 9 1 1 , V o l . I l l , p 2 4 9 ) adds: "...as these barrowmen have t o 
c o l l e c t weekly amounts as w e l l as d e l i v e r bread,, i t i s not 
s u r p r i s i n g t h a t , p a r t i c u l a r l y among the p o o r l y p a i d ones, t h a t 
t h e r e i s a good deal o f t r o u b l e w i t h p e t t y t h e f t s and embezzle
ments. . . ". 

The s i t u a t i o n i s simple f o r r e t a i l salesmen: customers 
lose money i n sales t r a n s a c t i o n s i n c l e a r , simple and e a s i l y 
s p e c i f i a b l e ways. The f i d d l e d r e t a i l customer e i t h e r g e t s the 
ordered number of items at a h i g h e r p r i c e ( o v e r c h a r g e d ) , or a 
reduced number of items f o r the standard p r i c e ( s h o r t d e l i v c r ) . 
W h i l s t t h i s i s o c c u r r i n g , the customer may u n w i t t i n g l y accept 
i n s u f f i c i e n t change ( s h o r t c h a n g e ) . ^ ) The percentage made i s 
s i m p l y p h y s i c a l l y d i v e r t e d from the cash-bag ( a l a r g e l e a t h e r 
pocket hung by a l e a t h e r thong from the salesman's neck, and 
hanging down t o h i s w a i s t ) t o t h e salesman's own pocket. 

Wholesalers, on the o t h e r hand, have a separate t r i p l i c a t e -
carbon, r e c e i p t - i n v o i c e docket f o r each c a l l . The t o p copy of 
each docket i s d i v i d e d i n t o s i x , e a s i l y removed s e c t i o n s , each 
s e c t i o n c o n s e c u t i v e l y r e p r e s e n t i n g a day of t h e week. Each week, 
the salesman i s g i v e n a f r e s h docket f o r each c a l l by the Wellbread 

( a ) See Grapsey (l871> P 407-8) f o r some n i c e examples o f s h o r t -
d e l i v e r i n g by r i v e r l i g h t e r m e n , and F i e f e r ( 1 9 6 5 , P 3 2 5 ) f o r an 
example of " c u t t i n g " of " w a t e r i n g " of f l o u r w i t h m o i s t u r e t o 
i n c r e a s e i t s s e l l i n g power. 

( b ) With t i l l - o p e r a t o r s ( s a l e s persons i n s t o r e s ) these techniques 
are c o l l e c t i v e l y named "uncle r r i n g i ng" (see, Banopoulos, I 9 6 I , p 15 ) • 
Gf. CASE 23 ( 1 8 . 9 . 7 3 ) a supermarket c a s h i e r was fined, f o r c h a r g i n g 
a policeman the c o r r e c t p r i c e f o r an a r t i c l e , but u n d e r r i n g i n g the 
amount on the t i l l on two separate occasions. 
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s a l e s o f f i c e . Each day, upon d e l i v e r y , he f i l l s i n the d a i l y 
s e c t i o n , and t e a r s o f f the s e c t i o n , or " s t u b " , and g i v e s i t t o 
the customer. At the end of the week, the customer has s i x 
i d e n t i f i a b l e d o c k e t - s t u b s , which he may l a t e r check a g a i n s t h i s 
b i l l . The salesman r e t u r n s the remaining two complete carbons 
f o r each c a l l t o the s a l e s o f f i c e . O f f i c e s t a f f s p r i c e each 
i n v o i c e , a f t e r d e d u c t i n g d i s c o u n t s , and the salesman n o r m a l l y 
r e t u r n s one p r i c e d carbon t o each customer the next week as a 
b i l l . As the o f f i c e t h u s has a complete .and accurate check of how 
much cash i s r e q u i r e d from each wholesale customer, none can be 
d i v e r t e d by salesmen. Since the customer has a c o l l e c t i o n of 
d e l i v e r y d o c k e t - s t u b s , which can be checked a g a i n s t the 
r e t u r n e d b i l l , the roundsman cannot add f i c t i t i o u s amounts t o 
d a i l y i n v o i c e s a f t e r he has d e l i v e r e d the goods. 

I t seems t o be a v e r y c l o s e d and t i g h t system. However, 
(a) 

most wholesale rounds have ' c a s h - c a l l s ' : customers who, f o r 
v a r i o u s reasons, p r e f e r t o pay i n cash r a t h e r than be i n v o i c e d . 
The Wellbreads s a l e s o f f i c e t h u s , has no r e c o r d of how much i s 
p a i d i n by these customers t o the salesman each week. A d d i t i o n a l l y , 
t h e assumption t h a t t h e customer i s competent t o check t h a t the 
bread g i v e n t o him t a l l i e s w i t h t h a t l i s t e d on the d e l i v e r y 
d o c k e t - s t u b which he i s g i v e n at the t i m e , t h a t the amounts on 
t h i s stub t a l l y w i t h those on t h e r e t u r n e d i n v o i c e / b i l l , and t h a t 
t h e o f f i c e a d d i t i o n and d i s c o u n t i n g has been done a c c u r a t e l y i s 
t h e o r e t i c a l l y s a t i s f a c t o r i l y , but (as we s h a l l see) w h o l l y 
i m p r a c t i c a l . 

C a l l s , f o r t h e f i d d l i n g w h o l e s a l e r , are thus d i v i d e d i n t o 
"make" c a l l s and " t a k e " c a l l s , and the process of f i d d l i n g 
( i n s t a n t a n e o u s i n p r a c t i c a l terms f o r t h e r e t a i l e r ) has two 
p r a c t i c a l l y separable stages. F i r s t l y , f i d d l i n g "make" c a l l s 
t o p r o v i d e cover f o r , s e c o n d l l y , complete or p a r t i a l w i t h d r a w a l 

(a ) M i l k i n g c a s h - c a l l s i s a standard technique i n o t h e r s e r v i c e 
i n d u s t r i e s (see Abramson, 1949* P 49 5 B i g u s , 1 9 7 2 , p 1 4 5 - 6 ) 
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of funds from " t a k e " c a s h - c a l l s . The c r u c i a l d i f f e r e n c e between 
wholesale and r e t a i l f i d d l i n g l i e s i n the t h e o r e t i c a l p o s s i b i l i t y 
t h a t s a l e s o f f i c e s t a f f might check up on the absence of c a s h - i n 
f l o w from c a s h - c a l l s t h a t t hey know about. However, as one super
v i s o r put i t when I qu e s t i o n e d him about the d i f f e r e n c e between 
wholesale and r e t a i l : 

" . . . W e l l , not so much " . d i f f e r e n t , I suppose 
you've got more chance of g e t t i n g caught on 
wholesale.... w e l l , no, put i t t h i s way, i f 
somebody wanted t o cat c h you, they c o u l d more 
e a s i l y . . . b u t t h e y won't b o t h e r you...they 
o n l y check i f you're s h o r t on the Rec... 
I remember once, one of the women i n the 
o f f i c e s t a i ' t e d comparing the amounts o f 
ordered bread w i t h the r e t u r n e d dockets, 
...she s a i d t h a t she had t o check one o f f 
w i t h the o t h e r when a bloke was ' s h o r t ' , 
so why shouldn't she do i t when blokes 
came 'over'?...the blokes got t o g e t h e r , and 
they soon t o l d her t o stop d o i n g t h a t . . . " 

The two stages o f f i d d l i n g ( t h e o r e t i c a l l y f o r r e t a i l e r s , and 
e m p i r i c a l l y f o r w h o l e s a l e r s ) t h a t I have d e s c r i b e d , a n a l y t i c a l l y 
e x h i b i t d ramaturgic c h a r a c t e r i s t i c s o f bo t h con-men, and o f 
embezzlers, as d e s c r i b e d by C-offman ( l 9 p 2 , P 4 8 3 ) '• 

"...The con i s p r a c t i c e d on p r i v a t e persons 
by t a l e n t e d a c t o r s who m e t h o d i c a l l l y and 
r e g u l a r l y b u i l d up i n f o r m a l s o c i a l r e l a t i o n 
s h i p s j u s t f o r the purpose of abusing them; 
w h i t e - c o l l a r crime i s p r a c t i c e d on organ
i s a t i o n s by persons who l e a r n t o abuse 
p o s i t i o n s o f t r u s t which they once f i l l e d 
f a i t h f u l l y . The one e x p l o i t s p o i s e ; the 
o t h e r , p o s i t i o n . . . " 

( a ) The " t a k e " has no ar g o t name at Wellbreads. Liars ( p e r s o n a l commun
i c a t i o n ) has d i s c o v e r e d the use of " t u r n o v e r " f o r s i m i l a r salesmen 
i n London, the "weed" i n E n g l i s h f a i r g r o u n d s , the "dropsy" amongst 
w a i t e r s , and the "sparrow" f o r dustmen. Bigus's milkmen ( 1 9 7 2 , 
p 1 4 5 - 6 ) o f t e n i n i t i a t e d p e r s o n a l i s i n g " d e a l s " w i t h customers. 
The l o s s t h a t the milkman makes on the d e a l i s recovered by him 
"dumping" the product g i v e n away ( i . e . , padding h i s sour r e t u r n s 
c l a i m ) , and by " j u g g l i n g " the books t o conceal the d e a l . Bigus 
has i n d i c a t e d ( p e r s o n a l communication) t h a t o c c a s i o n a l l y the d e a l 
i s i l l u s o r y , and the customer merely imagines t h a t she i s g e t t i n g 
the goods. This would, under t h i s d e f i n i t i o n , be a f i d d l e . F i d d l i n g 
per se, i s not so r a r e amongst B r i t i s h milkmen: see CASE 3& ( 4 . 7 . 7 4 ) > 
which r e p o r t s a milkman f i d d l i n g at l e a s t £ 3 0 0 from h i s t a k i n g s ; 
and CASE 22 ( d . 9 « 7 3 ) r e p o r t i n g a milkman who used h i s o c c u p a t i o n a l 
knowledge t o s t e a l £ 1 2 , 0 0 J from 37 empty houses on h i s round. 
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U n l i k e the con, however, t h e r e are no p r a c t i c e s designed 
t o make the 'mark' aware of what has happened t o him, and the 
success o f t h e t r a n s a c t i o n does not r e l y upon the greedy c o l l a b 
o r a t i o n of t h e v i c t i m . I n f a c t , i t i s e s s e n t i a l t h a t the v i c t i m 
never d i s c o v e r s her l o s s . The o v e r a l l cover f o r the f i d d l e r i s 
the l e g i t i m a t e work t r a n s a c t i o n . Since t h i s i s p e r i o d i c a l l y 
repeated, the f i d d l e r does not have, f o r example, the p i c k p o c k e t ' s 
advantage of never • " t o o l i n g the same mark t w i c e " ( l i a u r e r , I 9 6 7 , 

p 4 6 7 - 4 7 8 ) . I n i n t e r a c t i o n a l terms, the f i d d l e emerges as a 
d e l u s i v e set i n t e r a c t i o n undertaken w i t h i n a l e g i t i m a t e d e a l i n g , 
and wherein the f i d d l e e i s unaware of h i s r o l e , and thus an 
u n w i t t i n g a i d i n the process of p r o p e r t y - o w n e r s h i p - a l t e r a t i o n . 
I t i s an e x p l o i t a t i v e f a b r i c a t i o n (Goffman, 1974? P 10/j), but 
those (customers) f o r whom t h i s " l a m i n a t i o n " i s intended t o 
deceive are unaware of i t s e x i s t a n c e . 

Salesmen f u l l y recognise t h a t the need f o r t r u s t as a 
s t r u c t u r a l b a s i s f o r s u c c e s s f u l f i d d l i n g , and the p e c u l i a r c l u e s 
t h a t t y p i c a l customers r e l y upon i n , e s t a b l i s h i n g t r u s t w o r t h i n e s s 
i n salesman. I s h a l l d i s c u s s t r u s t again i n d e t a i l l a t e r (see, 
Chapter S i x , p 1 3 ) . Of i n t e r e s t here i s the way t h a t t r u s t 
r e f l e c t s the performer/audience s t r u c t u r e analysed i n Chapter 
Three. What f o r customers i s an u n a l t e r a b l e and n a t u r a l (and 
thus i n d i c a t i v e ) phenomena o f t r u s t , i s supremely man-made f o r 
salesmen. Genuineness, f o r salesmen, i s an a c q u i r a b l e t r a i t . 
Being a salesman i s t o act t o induce the customer t o experience 
the salesman t r u s t i n g l y ( L a i n g , 1966, p 1 3 7 - 1 4 0 ) . The dramatic 
s t r u c t u r e o f the r e l a t i o n s h i p p r e v e n t s (what Matza, 1964» P 97* 

r e f e r s t o as the n a t u r a l devel pment o f ) h y p o c r i c y emerging 
t o i n t e r a c t i o n a l l y corrode t r u s t . To r e t r e a t again t o GoffmanJ 
the salesman's "body g l o s s " ( i b i d , 1971» P 162) i s overwhelming, 
he exudes t r u s t c a r e f u l l y and d e l i b e r a t e l y , as w e l l as o c c u p a t i o n a l ! 
a x i o m a t i c a l l y . The salesman gains i n t e r a c t i o n a l c o n t r o l • Goffman 
(1959 , P 14) c o n t i n u e s : 



250. 

" . . . T l i i s c o n t r o l i s achieved l a r g e l y by 
i n f l u e n c i n g the d e f i n i t i o n o f the s i t u a t i o n 
which the o t h e r s come t o f o r m u l a t e , and 
he can i n f l u e n c e t h i s d e f i n i t i o n by 
exp r e s s i n g h i m s e l f i n such a way as t o 
g i v e them the k i n d of impression t h a t 
w i l l l e a d them t o act v o l u n t a r i l y i n 
accordance w i t h h i s own p l a n . . . " 

Two of the We'llbreado salesmen commented upon t h e c u r i o u s 
c o n s t r u c t i o n of t r u s t : 

"...you've got t o have t r u s t . . . y o u ' v e got 
t o be nice t o your customers..respect, 
r e a l l y , you've got t o respect t h e m . . . t h i s 
bloke I've j u s t t r a i n e d on my o l d r o u t e . , 
h e ' l l never l a s t , I don't know how t o put 
this...when he goes up t o t h e door, he 
doesn't say: 'Good H o r n i n g 1 , or a n y t h i n g , 
i t ' s j u s t : 'Ehh?'...they'11 never t r u s t 
him...he'11 never make a n y t h i n g . . . " 

" . . . I never g i v e my customers a t h i n g f o r 
themselves, not a t h i n g . . . t h a t was t h e way 
I s t a r t e d , and I've never g i v e n any of 
them a n y t h i n g . . . i t makes them t r u s t me 
f u n n i l y enough...you don't want t o l e t 
them t h i n k you can cover a n y t h i n g . . . " 

The f i d d l e i s thus s l i p p e d i n t o s t a n d a r d i n t e r a c t i o n s in-
s u b t l e ways t h a t serve t o c l o t h e i t i n p r o t e c t i v e f i c t i o n s . The 
f i d d l e i s a s o c i a l l y i n v i s i b l e , and t e c h n i c a l l y n o n - e x i s t a n t a c t . 
There are no t o o l s nor booty t o be concealed from the gaze of the 
v i c t i m , and the f i n a n c i a l losses t o the customer are s t r i c t l y 
unaccountable. I f the f i d d l e ' f a i l s ' , them i t w i l l be immediately 
apparent, and. the r e n t i n the d e l i c a t e i n t e r a c t i o n a l f a b r i c t h a t 
f a i l u r e produces can be i n v i s i b l y and e a s i l y v e r b a l l y r e p a i r e d . 

I n t h e sales a c t , l e g i t i m a t e s e l l i n g emerges as the 
"dominant r o l e " (Gross and Stone, 197^, p 179) °f " t n e f i d d l e r , 
or h i s " v i r t u a l " s o c i a l i d e n t i t y (Goffman, 1968, p 1 2 ) . The 
f i d d l e i t s e l f i s an " a d j u n c t " r o l e , (Gross and Stone, i b i d ) , a 
d i s g u i s e d and hidden " a c t u a l " s o c i a l i d e n t i t y , a. side-involvement 
knowingly performed o n l y by the f i d d l e r , i n p a r a l l e l w i t h h i s 
dominant r o l e performance. As Goffman ( l 9 5 9 » P 7 l ) most a s t u t e l y 
g e n e r a l i s e s : 
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"...we f i n d t h a t t h e r e i s h a r d l y a l e g i t i m a t e 
everyday v o c a t i o n or r e l a t i o n s h i p whose 
perfo r m e r s do not engage i n concealed p r a c t 
i c e s which are i n c o m p a t i b l e w i t h f o s t e r e d 
i m pressions. Although p a r t i c u l a r p e r f o r m 
ances, and even p a r t i c u l a r p a r t s or r o u t i n e s 
may place a performer i n a p o s i t i o n of having 
n o t h i n g t o h i d e , somewhere i n the f u l l round 
of h i s a c t i v i t i e s t h e r e w i l l be something he 
cannot t r e a t openly..." 

Looking at i t i n t h i s v.'ay, f i d d l i n g i s a "dark s e c r e t " 
( i b i d , p 1 4 0 ) i n the o r d i n a r y o c c u p a t i o n a l c u l t u r e of the bread 
salesman. I t i s a f a c t .which i s known, but which i s concealed 
because i t i s i n c o m p a t i b l e w i t h the impression of s e l f t h a t the 
performance wishes t o f o s t e r . 

The customer v a r i e s c o n s i d e r a b l y i n the s o r t of " i n t e r e s t " 
he has i n checking the sales t r a n s a c t i o n , and i t i s sometimes 
necessary f o r the f i d d l e r t o use s o p h i s t i c a t e d d i s t r a c t i n g 
t echniques t o waylay accurate checking. S t r u c t u r a l l y , however, 
r e t a i l e r s are faced w i t h customers who are s i m u l t a n e o u s l y checker, 
consumer and payer. Wholesalers, on the o t h e r hand, experience 
s e l l i n g s i t u a t i o n s where one or more of these f u n c t i o n a l r o l e s 
i s not p l a y e d . The consumer r o l e i s never p r ^ e n t d u r i n g the 
checking s i t u a t i o n f o r wholesale salesmen, and at some c a l l s , 
such as h o s p i t a l s , payment i s on a n a t i o n a l b a s i s , consumption 
i s by inmates, and checking i s enacted by d i s i n t e r e s t e d bureau
c r a t i c s u b o r d i n a t e s . St. Mary's h o s p i t a l was such a c a l l : 

" . . . S t . Mary's h o s p i t a l used t o be a h e l l of 
a c a l l , t h e y used t o over-book, d i t c h s t a l e s , 
d e a l w i t h the c h e f . . . t h e l o t . . . n o b o d y checked 
the bread i n , we were supposed t o go i n t o the 
k i t c h e n , and see how much bread was l e f t i n 
the cupboard...and make i t up t o 25 s l i c e d , and 
t e n s m a l l s . . . w e l l , they used t o chuck a couple 
o f s t a l e s i n , and book them the f u l l amount... 
not every day, o f course, they used t o knock 
one or two o f f now and a g a i n , t o make i t look 
good..." 

Customers a l s o i n i t i a t e d i f f e r e n t means of checking, which 
have t o be understood before f i d d l i n g can proceed unhindered. The 
' s i n g l e check 1 i s t o check one of e i t h e r : t h e amount o f bread coming 
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i n , t he number of loaves on the d o c k e t - s t u b , o r , the o f f i c e 
a d d i t i o n on t h e b i l l . 'Double checkers' might check the brea,d~in 
a g a i n s t the b r e a d - b i l l e d ( f i d d l e r would o v e r c h a r g e ) ; t h e o f f i c e 
a d d i t i o n a g a i n s t the b r e a d - i n ( f i d d l e r v;ould add bread onto 
the b i l l , or s h o r t - d e l i v e r ) ; or t h e o f f i c e a d d i t i o n g a i n s t 
the b r e a d - b i l l e d (where the f i d d l e r would overbook). 'Treble 
checking' checks a l l t h r e e , and i f t h i s i s combined w i t h a 
s y s m t m a t i c a l l y c l o s e d system ( i . e . , one w i t h no o c c a s i o n a l 
s l i p s ) f i d d l i n g chances dwindl e . However, most checking systems, 
or whatever c o m p l e x i t y , are r e l a t i v e l y open i n t h i s sense, thus 
a l l o w i n g occasions f o r l a r g e amounts of money or goods t o be 
i n v i s i b l y added t o t h e b i l l . 

Salesmen f i n d checking procedures more time consuming 
than i n s u l t i n g , as most w h o l e s a l e r s have v e r y t i g h t t i m e t a b l e s , 
and p r o b a b l y o t h e r , v e r y loose, c a l l s . One salesman remembered: 

"...One shop takes me h a l f an h o u r . . f o r 
one c a l l ' . ... t h a t holds me up, and i t 
holds o t h e r shopkeepers up, t h e r e ' s no 
reason f o r him t o check...he 1s been d o i n g 
i t l i k e t h a t f o r 18 months, and he's 
never caught me, i t ' s a b i t of an i n s u l t , 
I suppose, he knows t h a t i f I put the 
s t u f f on the f l o o r , and g i v e him a 
docket, he's go i n g t o check i t , and he 
knows t h a t I know t h a t he's going t o . . . 
sometimes I say t o him: ' I ' l l g i v e yo.u 
a f i v e r i f you can f i n d a mistake'... 
hoping t h a t h e ' l l say: 'You can put i t 
u p ' . . . ( p u t bread on d i s p l a y ) . . . n o t be
cause I've f i d d l e d him, j u s t t o save 
t i m e . . . " 

E s t a b l i s h i n g whether or not a c a l l can be f i d d l e d i s the 
outcome of a d e l i c a t e process of " t r y i n g - o u t " . For wholesale 
salesmen, once a c a l l has been s u c c e s s f u l l y t r i e d - o u t , i t i s 
r e g u l a r l y and e f f o r t l e s s l y f i d d l e d . For r e t a i l e r s , on the o t h e r 
hand, c a l l s are t r i e d - o u t , and i f they prove t o be what the men 
r e f e r t o as "easy touches", a t t e m p t s are r e g u l a r l y made t o " t r y 
i t on" w i t h them. A r e t a i l e r e x p l a i n e d : 
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" . . . a f t e r a b i t , I got t o know the ones 
who added Up what they had, and the ones 
who d i d n ' t . . . I used t o t r y them o u t . . . I 
used t o t h i n k : 'Oh, I ' l l put t h r e e pence 
on and see i f she say a n y t h i n g ' , and I 
used t c say, i f i t was 4/°? 'Four s h i l l 
i n g s and ninepence'...and i f she g i v e me 
the mon cy, I ' d wonder i f she'd say any
t h i n g the next day, and i f she'd d i d n ' t , 
I ' d know she d i d n ' "t add i t up..." 

Another r e t a i l e r s a i d : 

" . . . ( t h e s u p e r v i s o r would) t e l l me t h i n g s , 
l i k e : 'This one's an easy push'.... and he 
s a i d : 'The more cakes you push here, the 
more money you can make 1, he s a i d : ' I f 
she's got a b i l l o f 75P' Push i t up t o 
83P», S O i t ' s not an even round f i g u r e , 
because they might t h i n k t h e r e ' s an odd 
h a l f t h e r e . . . " 

Two w h o l e s a l e r s s a i d : 

"...A l o t of t h e c a l l s , t h e y t h i n k t h a t 
you make i t on s t a l e r e t u r n s . . . t hey wouldn't 
d r e am t h a t I book e x t r a bread in'. ...but they 
check my r e t u r n s r e l i g i o u s l y ' . ... and i f I 
leave a s i n g l e l o a f o f f the r e t u r n s , t h e y ' l l 
leave me a note the next day..." 

"...he ( t h e p r e v i o u s roundsman)... never 
used t o g i v e c r e d i t f o r r e t u r n s from the 
shops, t h a t ' s how he used t o make h i s cover, 
...or sometimes, he'd make 12 loaves look 
l i k e 14 on a t r a y , i f you h o l d i t up h i g h , 
o r g r i p i t c l o s e t o your b e l l y , t h ey don't 
know t h a t you haven't got 14 on a t r . a y . . . 
t h a t ' s the best way, you walk p a s t , and say: 
'here's a t r a y ' , and c a r r y i t above your 
head...I o f t e n do t h a t . . . " 

Rather than h a v i n g s p e c i f i c a l l y i n e f f i c i e n t c h ecking 
procedures, some customers are j u s t g e n e r a l l y c a r e l e s s or i n c a p 
a b l e , and some salesmen are phenomenally q u i c k - w i t t e d and 
de x t e r o u s . One r e t a i l e r r e c a l l e d , a d m i r i n g l y : 

"...You know, I once went w i t h t h i s bloke 
from the S u p e r l o a f Bakery...he s a i d : 'Short
change them, yeah, but never overcharge them, 
you're d a f t i f you do, i t ' s a g a i n s t the 
Trades D e s c r i p t i o n s Act'...he'd been on 
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t h a t round f o r about 5 y e a r s , and he 
was a f l y bugger'. He used t o count the 
change so f a s t . . . . t h e n he'd say: 'Soryy, 
H1am, i t ' s a s h i l l i n g s h o r t ' , she'd g i v e 
him t h e o t h e r s h i l l i n g , and then he'd 
t u r n h i s hand over, j u s t t o me, and he'd 
have i t tucked between h i s f i n g e r s under
neath. ,.and he used t o take the money, 
and then ask i f she had a pound note , as 
he had so much change, and then he used 
t o take the money again, and give her 
a whole lo a d of 2 - b u b - b i t s t o make up 
f o r i t . . . y o u know, so i t looked a l o t ! 
...he made £5 i n a morning, t h i n k what 
he made i n a week.. . a-' 

Such processes are g e n e r a l l y a p p l i e d by salesmen i n 
s i t u a t i o n s which separate a n a l y t i c a l l y as t h r e e basic s t r a t e g y -
t y p e s . These s t r a t e g y - t y p e s ( s t a n d a r d t e c h n i q u e s , techniques 
p a r t i c u l a r t o s p e c i f i c c o n t r o l - c h e c k i n g systems, and techniques 
t o e x p l o i t s p o r a d i c a l l y o c c u r r i n g , or o n e - o f f occasions) i n 
f a c t apply t o the a n a l y s i s o f t h e commission o f a l l p a r t - t i m e 
crimes undertaken by Wellbread salesmen. 

F i r s t l y , j u s t i n terms o f f i d d l i n g , s t a n dard t e c h n i o u n s 
of f i d d l i n g are a p p l i e d u n i v e r s a l l y t o a l l the a l l s , t h us i n 
f a c t , c o n s t r u c t i n g a p r i c e system which i s r e l a t e d t o c r i t e r i a 
o t h e r than cost or p r o f i t concerns. Regular bread p r i c e changes 
p r o v i d e temporary l e a r n i n g problems f o r the salesmen, but almost 

( a ) T h i s i s a r c h a i c and i n t e r n a t i o n a l . G i l e s (1954» P 220) quotes a 
case o f "Ringing the changes" which was s u c c e s s f u l l y t r i e d as 
l a r c e n y i n 1868: "...the defendant put down a sixpence and 
s i x pence i n copper and asked the shopkeeper f o r a s h i l l i n g . 
She took a s h i l l i n g from the t i l l and place d i t beside the 
c o i n s the defendant had put down, he then s a i d she might as 
w e l l g i v e h i if. a f l o r i n , and take i t a l l . She took a f l o r i n 
from the t i l l , and the p r i s o n e r went o f f w i t h i t . . . " . S u t h e r l a n d 
(1937, p 74) r e f e r s t o an i d e n t i c a l p r a c t i c e as the "hype" 
( v a r i o u s l y as " l a y i n g the n o t e " , and the " s t i n g a r e e " ) and adds 
t h a t : " . i n the event of a tumble the m a j o r i t y of cases are 
s t r a i g h t e n e d out by an apology f o r an a p p a r e n t l y n a t u r a l e r r o r 
on the p a r t of the t h i e f . . . " . Edwards (1958, p 143) r e f e r s t o 
i s as "short-change m a n i p u l a t i o n " , adding t h a t the m a n i p u l a t o r 
engages the hapless c a s h i e r i n q u i c k - f i r e b a n t e r t o d i s t r a c t 
her a t t e n t i. on. 
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c o n t i n u a l ignorance f o r t h e customer. D u r i n g i n f l a t i o n a r y t i m e s , 
t h e r e i s no time f o r a r e g u l a r p r i c e t o become s t a b i l i s e d i n 
consumer c u l t u r e . Thus, i n e f f e c t u a l moaning by customers r e p l a c e s 
e f f e c t i v e checking, and (as we s h a l l see i n Chapter S i x ) the 
f a i r l y p o i n t l e s s "warning s t o r y " on most occasions r e p l a c e s the 
lon g - t e r m , or l a t e r a l check on t h e salesman's honesty. T h i s 
t e c h n i c a l l y s a n c t i o n s the s i t u a t i o n w i t h i n which each salesman 
c a r r i e s a personal p r i c e - l i s t w i t h o f f i c i a l p r i c e s s u f f i c i e n t l y 
r e - arranged t o cover u n c a l c u l a b l e mistakes t h a t occur t o h i s 
dieva n t a g e . This i s f i d d l i n g i n t h e way t h a t s u p e r v i s o r s i n t e n d 
(see Chapter Two), and i s s u f f i c i e n t l y and c u s t o m a r i l y recognised 
i n t h e foo d r e t a i l t r a d e t o be knows as "buncing". "Buncing" i s 
minimal standard o v e r c h a r g i n g t o cover s m a l l but i n e v i t a b l e l o s s . 
For Wellbreads r e t a i l e r s , t h i s means marking up s p e c i f i c i t e m s : 

"...Look, you can make i t a b i t e a s i e r on 
y o u r s e l f , anyway, you always charge a b i t 
over f o r the small t i n l o a v e s , everybody 
does, so i n s t e a d of 6gp, charge 7"SPj 
t h a t makes i t e a s i e r , doesn't i t ? . . r o l l s 
are 20p a dozen, and not 19p, and i f you 
s e l l f o u r , charge them the same as a 
packet, op..." 

On wholesale, standard o v e r c h a r g i n g emerges as u p - p r i c i n g 
u n - p r i c e d goods, such as cakes and c o n f e c t i o n a r y , as bread p r i c e s 
are s t i p u l a t e d on the dockets t h a t the customer sees, and the 
o f f i c e p r i c e s . S i m i l a r techniques are used i n o t h e r s e r v i c e 
i n d u s t r i e s , a l t h o u g h bakery salesmen d i f f e r inasmuch as, i n 
t h i s case, "made" money i s l e f t i n the k i t t y t o cover mistakes. 
D a l t o n (1964? P 209) r e p o r t s t h a t i n a c l o t h i n g s t o r e : 

"...Heads of the v a r i o u s men's departments 
usually c l o t h e d themselves from each o t h e r ' s 
stocks at l i t t l e or no c o s t . This might be 
accomplished, f o r example, by s e l l i n g a 
b a r g a i n s t o c k of two thousand p a i r s of socks 
not a t the agreed p r i c e of 59 cents a p a i r , 
but a t 69 c e n t s , which accumulated a fund 
I f £5200 above p r o f i t r e q u i r e m e n t s . A g i v e n 
head c o u l d t h e n draw from t h i s t o cover..." 

The second major technique i s the a p p l i c a t i o n o f r e g u l a r 
techniques d i f f e r e n t i a l l y t o s p e c i f i c c o n t r o 1 -checI:ing systems• 
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The gambit of 'doing' the "easy t o u c h " on r e t a i l i s s i m i l a r t o 
p r a c t i c e s performed on " l i v e ones" by c a b - d r i v e r s . Davis (l959> 
p 269) r e p o r t s t h a t " l i v e ones" a r e : 

"...out of tovm conventioneers or o t h e r 
r e v e l e r s . . . ( w i t h whom)..drivers f e e l l e s s 
i n h i b i t e d a/Dout padding charges and 
f i n a g l i n g e x t r a s from L i v e Ones...(as t h e y ) 
...arc a l s o fr e c x u e n t l y c a r e l e s s and 
f o r g e t t o t i p a l t o g e t h e r . Knowing t h a t 
L i v e Ones are out t o 'blow t h e i r money' 
anyway, many d r i v e r s b e l i e v e t h a t they 
are j u s t i f i e d i n seeing to i t t h a t they 
are not d e p r i v e d of a s m a l l p o r t i o n . . . " 

D i f f e r e n t i a l l y e x p l o i t i n g v a r i o u s c o n t r o l - c h e c k i n g systems 
i s the c h i e f modus operandi of the w h o l e s a l e r . At one wholesale 
c a l l (on a wholesale round on which I was b e i n g t r a i n e d ) , the 
s u p e r v i s o r murmured t h a t he had f o r g o t t e n the p r i c e of t h e l a r g e 
f r u i t sla/bs. Q u i c k l y and a c c u r a t e l y , I r e p l i e d : "4oip". I n tones 
of utmost h o r r o r , he t u r n e d t o me and s a i d : "...Good god! No!., 
not the r e a l p r i c e . . . what he charges them h e r e . . . I t h i n k i t ' s 
60p, yes, w e ' l l charge them t h a t . . " . Another wholesaler r e l a t e d 
h i s experience at an Army camp on h i s round: 

"...Yeah, and cakes t o o , I had t o drcp 
t h e i r s t u f f o f f i n t h r e e separate p l a c e s , 
and I had t o g i v e them the b i g cakes, and 
charge them f o r t h r e e small ones...in the 
end I was even d o i n g i t v / i t h swiss r o l l s , 
and c h a r g i n g thern f o r f r u i t s l a b s ! . . . " 

The f i n a l b a s i c s t r a t e g y - t y p e concerns the development of 
a s o p h i s t i c a t e d corpus of bent-knowledge t o e x p l o i t s p o r a d i c of 
o n e - o f f occasions. R e t a i l e r s r e g u l a r l y f i d d l e casual customers 
i n ways t h a t t h e i r r e g u l a r c a l l s might e a s i l y d e t e c t . Not o n l y 
a r e casuals charged more ( j u s t i f i e d as a surcharge f o r inconvenience) 
but a l s o they are o f t e n duped w i t h s t a l e s . The p r i c e - i g n o r a n c e 
and n o n - r e t u r n of casual customers makes them e a s i l y e x p l o i t a b l e 
i n most s e r v i c e i n d u s t r i e s . Mars ( l 9 7 3 j P 20p) r e p o r t s t h a t i n 
the h o t e l d i n i n g room t r a d e , o n l y casuals ( c a l l e d 'chance') are 
e l i g i b l e f o r f i d d l i n g as r e s i d e n t s charge meals to t h e i r b i l l . 
Davis (l9595 P ^'70) r e p o r t s t h a t t a x i — d r i v e r s are advised t h a t : 
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"When you p i c k up one of these y o k e l s . . . take him t o whore he 
i s g o i n g , show him what the f a r e i s on the meter, and t e l l 
him t h a t i t c o s t s 15 cents e x t r a on the too f o r each piece of 
luggage." U e l l b r e a d s w h o l e s a l e r s have t o r e l y e i t h e r on the 
ignorance o f a s u b s t i t u t e checker, or upon u n c h a r a c t e r i s t i c 
s l i p - u p s by the r e g u l a r man. One r e p o r t e d : 

"...some c a l l s you j u s t can't do...I've 
got one c a l l l i k e t h a t on my round...he 
checks e v e r y t h i n g , i t ' s j u s t not p o s i i b l e 
t o do him...mind you, I had a f i e l d day 
when he was on h o l i d a y . . . " 

Dimensions c r u c i a l l y d i s t i n g u i s h i n g the f i d d l e from o t h e r 
ways ""of making money on the s i d e , are f i r s t l y , t o l e r a n c e o f i t 
or even o v e r t recommendation of i t by management because secondly, 
the l o s e r i s e x c l u s i v e l y the customer and not the f i r m . I n terms 
of these two c r i t e r i a , s t e a l i n g i s d e f i n e d q u i t e d i f f e r e n t l y from 
f i d d l i n g a t Wellbreaxls. 

S t e a l i n g 

"...Outside employees, such as d e l i v e r y m e n 
and salesmen who c o l l e c t , have always shown 
a poor l o s s r a t i o . C a r e f u l u n d e r w r i t e r s 
w i l l not w r i t e f i d d l i t y on a f i r m t h a t i s 
p r e d o m i n a n t l y made UT> o f o u t s i d e employees.. 

(Wahl, 1963, p 76) 

( a ) 
" S t e a l i n g " r e f e r s t o t h e a p p l i c a t i o n of s i m i l a r s o r t s 

( a ) A l t h o u g h the e m p i r i c a l c o n t e n t of some o f the t h e f t s r e p o r t e d 
below would w a r r a n t c a l l i n g the p r a c t i c e " p i l f e r a g e " by, f o r 
example, the v a r i o u s c r i t e r i a r e p o r t e d by M a r t i n (1962, p 125-
I w i l l not use t h i s term i n t h i s c o n t e x t . P i l f e r a g e i s not a 
term which has been used s p e c i f i c a l l y i n c o n n e c t i o n w i t h 
employee ' t h e f t (see Cameron's 19o4» P 184 usage) a l t h o u g h a l l 
i n s t a n c e s of i t share one common t r a i t : i t r e f l e c t s a d e c i s i o n 
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of i l l i c i t s k i l l s , b u t t o the f i r m r a t h e r than t o the customer. 
A s u c c e s s f u l s t e a l i s the removal of some s o r t of asset s k i l l 
f u l l y , unobserved, and w i t h o u t p e r m i s s i o n . Salesmen s t e a l b o t h 
c o n v e r t i b l e consumer goods f o r r e - s a l e t o t h e i r customers, 
and n o n - c o n v e r t i b l e a s s e t s , such as p l a s t i c - b a g s and c l i p 
boards, which, as t o o l s o f the t r a d e , make o c c u p a t i o n a l l i f e 
e a s i e r . 

T r a n s a c t i o n a i l y , s t e a l i n g i s o b t a i n i n g goods e i t h e r f o r 
p e r s o n a l use, or as cover f o r l a t e r cash w i t h d r a w a l s . A l t h o u g h 
changed ownership o f goods i s t h e outcome, the p r a c t i c e i s i n 
essence the r e a l i g n m e n t o f r e s p o n s i b i l i t y f r o n t i e r s between 
a c t o r s f o r goods f o r which t h e y were o r g a n i s a t i o n a l l y respon
s i b l e and accountable. I n i n t e r a c t i o n a l terms, s t e a l i n g i s 
g e n e r a l l y a s o l i t a r y a c t i o n , completed i n the absence of o t h e r 

(Contd) made not t o con t i n u e w i t h any proceedings w i t h somebody 
caught s t e a l i n g . I w i l l l a t e r thus d e f i n e p i l f e r a g e as 
"employee t h e f t which i s t r e a t e d ambiguously", and pursue t h i s 
at l e n g t h a t the the end of t h i s c h a p t e r . 

( a ) Of course, the f i r m can lose i n c u s t o m e r - t r a n s a c t i o n s , f o r 
example, as i n CASE 67 (17.1.75) where a supermarket c a s h i e r 
r e g u l a r l y and s y s t e m a t i c a l l y undercharged customers who were 
f r i e n d s and r e l a t i v e s , t o the e x t e n t o f r e d u c i n g the s t o r e ' s 
p r o f i t t o zero f o r s i x months. 

(b ) T h is does not mean t o say t h a t s t e a l i n g from customers i s 
im p o s s i b l e , j u s t t h a t i t would not here be regarded as an 
i n s t i t u t i o n a l i s e d i n s t a n c e o f o c c u p a t i o n a l t h e f t . N e v e r t h e l e s s 
s e v e r a l o f the more n o t o r i o u s "rogues" a t Wellbreads take 
t r a y s o f bread i n t o shops and packets o f c i g a r e t t e s o u t . -
Some t h e f t s are d i f f i c u l t t o f i t i t n o t h i s n i c e d i v i s i o n . 
Postmen, f o r excampe, have " c a l l s " r a t h e r than customers, and 
cannot f i d d l e . However, t h e y can s t e a l p a r c e l s and packages 
addressed t o " c a l l s " i n t r a n s i t . For example, i n CASE 64, 
15.1.75) a postman was i n d i c t e d f o r s t e a l i n g packets a t the 
r a t e o f 100 per week f o r a year. I n s i d e p o s t - o f f i c e employees 
e x e r c i s e c o n s i d e r a b l e i n g e n u i t y i n o f f i c i a l l y s e l l i n g "bent" 
Hationa.1 Insurance Stamps. Here, CASE 84, (3.6.75), 8 G.P.O. 
coun t e r c l e r k s were imprisoned f o r " q u i e t l y " s e l l i n g £433,000 
w o r t h o f stamps which had been " s p e c t a c u l a r l y " s t o l e n i n an 
armed robbery two years b e f o r e . I n s i d e G.P.O. employees have 
a l s o been known t o f i c t i t i o u s l y i n f l a t e o v ertime payments 
(CASE 100: 25.9.75), and i n one case (CASE 96: 20.9.75) o f 

. r e c e i v i n g o vertime payments w h i l s t on h o l i d a y i n Spaml Others 
v/11h no access d i r e c t l y t o money, cus10mer3 or goods "orac-1ice 
i n s t i t u t i o n a l i s e d techniques (CASE 73 : 5.4.75) 9 employees of 
the M i n i s t r y of Defence were accused- 0 f f r a u d u l e n t i n f l a t i o n o 
overt i m e c l a i m s . 



a c t o r s , but h i g h l y cognisant of t h e i r p o s s i b l e presence or sudden 
appearance. As opposed t o f i d d l i n g , v/hich has a f u n c t i o n a l r o l e 
i n the system of the p o w e r f u l , s t e a l i n g c o n s t i t u t e s a m a r g i n a l 
t h r e a t t o the f i r m as the management see i t . I t i s a t h r e a t because 
i t i n v o l v e s the s u b t l e r e a r r a n g i n g of segments of o f f i c i a l 
p r a c t i c e s ; i t i s o n l y m a r g i n a l l y so because the losses i n v o l v e d 
can be p r e d i c t e d and planned i n t o p r o d u c t i o n , or e c o n o m i c a l l y 
t o l e r a t e d . 

As salesmen are h e l d accountable f o r accurate o r d e r i n g , 
checking, l o a d i n g and r e t u r n i n g of goods, they are a l l o w e d some 
access t o r e l e v a n t stages of despatch work. Each day, on r e t u r n 
t o the de'Pot, the salesman i n i t i a l l y r e t u r n s u n s o l d bread, and 
c r e d i t s h i s c u r r e n t bread-order sheet a c c o r d i n g l y . These bread-
order sheets are kept i n the despatch o f f i c e i n a p i l e on the 
desk, and each salesman comes i n w i t h h i s r e t u r n s , r i f l e s t h r o u g h 
the p i l e f o r h i s o l d o r d e r , and e n t e r s h i s r e t u r n s i n the 
a p p r o p r i a t e column f o r the o f f i c e s t a f f t o e v e n t u a l l y c r e d i t 
h i s account. He i s then allowed i n t o the despatch area, where 
a l l the racks of o r d e r s are b e i n g prapared f o r the next day's 
s e l l i n g , so t h a t he can check and make miner adjustments t o h i s 
next day's order sheet which i s a t t a c h e d t o h i s rack. Subsequently, 
he i s supposed t o complete separate o r d e r s f o r bread, cakes, 
b u s c u i t s and c o n f e c t i o n a r y i n t h e sales o f f i c e . When t h i s i s 
done, these advance orders are passed t o the o f f i c e s t a f f so 
'that h i s round account may be a p p r o p r i a t e l y d e b i t e d . Adjustments 
and r e t u r n s f i g u r e s ara l a t e r passed t o the sales o f f i c e f o r 
c r e d i t or d e b i t reassessments. 

When he a r r i v e s t o work the next day, he checks t h a t the 
bread t h a t hss been isssucl t o him t a l l i es w i t h the o r d e r t h a t he 
has made o u t . I f he lias been un d e r - i s s u e d , he can complain t o the 
despatch s t a f f , who, i f i n agreement, n,a.y complete h i s o r d e r . I f 
h i s o r d e r i s complete, but i n h i s e s t i m a t i o n , e i t h e r too s m a l l 
or too l a r g e , he may o b t a i n " e x t r a s " ( f o r which he i s d e b i t e d ) 
or hand back surpluses f o r c r e d i t . Cake, c o n f e c t i o n e r y , and 
b i s c u i t r e t u r n s are t a l l i e d weekly and processed s i m i l a r l y . 



268. 

Every stage of t h i s process i f r e g u l a r l y f i x e d by salesmen, 
u s i n g t h r e e b a s i c s t r a t e g y - t y p e s s i m i l a r t o those used t o f i d d l e . 
A l l salesmen ( i n c l u d i n g " s t r a i g h t s " ) e x p l o i t s p e c i f i c e r r o r s i n 
s t a n d a r d s i t u a t i o n s . E r r o r s r e g u l a r l y occur i n despatch work, 
and salesmen r a r e l y r e p o r t those d i s a d v a n t a g i n g them. More 
a c t i v e l y , some salesmen c o n s t r u c t orders i n ways t h e y f e e l w i l l 
make p o s i t i v e mistakes more l i k e l y (by, f o r example, w r i t i n g 
f i g u r e s which they hope the sales o f f i c e w i l l i n t e r p r e t as a 

( a ) 
' 7 ' 5 and despatch s t a f f as a ' 9 ' ) or by adding f i g u r e s a f t e r 
o r d e r s have been charged t o t h e i r accounts. One salesman d o i n g 
t h i s : 

"...got caught by the despatch manager i n 
the end...and t h e y hadn't got much choice 
but t o sack him...he'd a l t e r e d h i s t i c k e t , 
and i t was n o t i c e d , he changed a 13 t o a 
1 0 0 . . . p i t y we ( s u p e r v i s o r s ) d i d n ' t see i t , 
one of us c o u l d have seen him and t o l d him 
not t o be so bloody d a f t . . . " 

Some experienced man hope t o r e l y on double-checking 
l a x i t y by despatch s t a f f s , by f i r s t of a l l checking t h e s t o c k 
rack s ( t o see what s t o c k bread i s a v a i l a b l e ) , and then p o s t i n g 
an a p p r o p r i a t e c o m p l a i n t . S k i l l e d despatch men are, however, 
aware o f t h i s gambit, a l t h o u g h t h e y r e g u l a r l y a l l o w some 
salesmen t o take s m a l l amounts i n t h i s way. One despatch charge-
hand t o l d me: 

" . . . I s t i c k the spare s t o c k i n the bakery... 
nobody's ever s h o r t then'.... take o l d S i d , 
he always comes over t o the s t o c k rack t o 
see what we've got b e f o r e t e l l i n g me he's 
s h o r t of a n y t h i n g . . . " 

S k i l l e d salesmen a l s o r e g u l a r l y e x p l o i t g e n e r a l weaknesses 
i n bakery c o n t r o l - c h e c k i n g systems. Occupants of d i f f e r e n t 
salesman s t a t u s e s have w i d e l y v a r y i n g access t o s t e a l a b l e 
mer.chandise, as I have a l r e a d y discussed, but even w i t h i n 

( a ) Mars (197 3 > P 204) s i m i l a r l y notes t h a t , f o r w a i t e r s : " w r i t i n g 
can be made d o ] i o e r a t e l y ambiguous. For example, f i v e s can be 
made t o l o o k l i k e t h r e e s ; the customer accepts t i i e f i v e , the 
c l e r k accepts the t h r e e . . " . 



269. 

r e l a t i v e l y free-access areas, the despatch a c c e p t a b i l i t y o f 
s t e a l i n g v a r i e s w i t h the s o r t o f d e f i n i t i o n s t h a t t h ey have 
a t t a c h e d t o v a r i o u s goods. As Diagram 11 (below) shows, a 
knowledgeable salesman a r r i v i n g a t an a p p r o p r i a t e time w i l l 
experience l e s s d i f f i c u l t y than the naive late-comer. 
E x p l o i t i n g g e n e r a l weaknesses p r i m a r i l y r e f e r s t o 3 c o l l e c t i o n 
of s tock odds and ends l y i n g on the f l o o r , removal of s t a l e s 
and s t e a l i n g o f day sto c k bread from the sto c k racks near the 

Diagram 11. Hrechandise C a t e g o r i e s 

RESPONSIBILITY TYPE OF STOCK VICTIM 

Counted Stock 
DESPATCH 

RESPONSIBILITY 

Future s t o c k 
Tomorrow 1s Stock 
Day S l i c e d Stock 
( A f t e r 5.30 am) 

IMPERSONAL PROPERTY 
Removal may o f f e n d 

Despatch S t a f f s 

Uncounted Stock 
STOCK OF INTERMEDIATE 

AND SUSPENDED 
RESPONSIBILITY 

Other Day Stock 
S t a l e s 

VICTIMLESS 
Removal r a r e l y 
o f f e n d s anybody 
b e f o r e 6.20 am. 

Issued and Counted 
Stock 

SALESMAN"S 
RESPONSIBILITY 

Issued Bread 
PERSONAL PROPERTY 

Removal Offends 
Everybody 
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despatch o f f i c e ( i f t h i s can "be accomplished unseen), or e n l a r g i n g 
c r e d i t s on r e t u r n sheets, and r e d u c i n g d e b i t s t h a t pass t o 

(a ) -
i n d i v i d u a l sales accounts. R e t u r n i n g cake-waste on Saturday 
p r o v i d e s t h e best o p p o r t u n i t y f o r making l a r g e r e g u l a r amounts, 
as the process i s r e l a t i v e l y unchecked. One man r e c a l l e d a s u b t l e 
way of u s i n g t h i s t o h i s advantage: 

"...My waste i s always £ 9 . . . I keep i t 
the same so t h a t t hey won't suspect 
a n y t h i n g , and cut i t down...it's £9 
whether i t ' s a c t u a l l y £9 or £ 2 . . . w e l l , 
1 book some f i g u r e l i k e £8.79? or 
something l i k e t h a t . . . I have t o r e 
member t o make i t s l i g h t l y d i f f e r e n t 
each week..." 

Sometimes f o r g e t f u l n e s s , o f the absence of s u f f i c i e n t l y 
e x t e n s i v e o r d e r i n g systems c r e a t e s the n e c e s s i t y t o develop an 
a l t e r n a t i v e . Another salesman remembered how he had done t h i s , 
but t h a t i t had b a c k f i r e d : 

" . . . I was t a k i n g f l o u r out t h e r e . . ( w e l l b r e a d s ) 
2 bags a week t o be p r e c i s e , l a r g e sacksL.. 
w e l l , I needed them', one o f my customers 
wanted some, so I went back t o the depot, 
but I d i d n ' t know where the h e l l i t was 
k e p t . . . anyway, I f o r g o t t o order i t , so 
I had t o ask the manager t o get me some, 
not bent, he booked i t . . . b u t then I f o r g o t 
i t a g ain, and he s a i d : 'no, I can't get 
you another one, you should have ordered, 
i t ' . . . w e l l , a f t e r h aving t h e f i r s t bag, I 
knew what i t looked l i k e , so I went up t o 
the t o p ( t h e f l o u r s t o r e ) t o get one, and 

( a ) The technique of "padding" has a good p e d i g r e e . Bigus (1972, p 145) 
r e f e r s t o i t as "dumping"; Edwards (1958, p 190) as "fake r e f u n d s " ; 
S h i e l d s (196I, p 22) as "phony r e f u n d s " ; --md Tocchio (1962, p 28) 
as " f i c t i t i o u s r e f u n d s " . Of CASE 24 (9-9.73), the gr e a t Ford 
Scrap F i d d l e (-which a l s o employed a c o n v e n t i o n a l i r o n y , t h a t o f 
money-in-rubbish), 10 men were i n d i c t e d f o r t a k i n g p a r t i n 4 
d i f f e r e n t c o v e r e d - s t e a l s : ( i ) "swinging the w e i g h b r i d g e " ( t h e 
m a n i p u l a t i o n o f weighbridge t i c k e t s f o r a l o r r y l o a d of scrap -which 
a l l o w e d r e g i s t r y o f a maximum w e i g h t ) , ( i i ) "double t i c k e t f i d d l e " , 
( g e t t i n g two heavy t i c k e t s f o r a heavy l e a d , the second one t o be 
used t o weigh a l i g h t l o a d ) , ( i i i ) "enhanced weight s w i n d l e " ( h i g h e r 
weight r e g i s t r y by t u r n i n g the b r i d g e adjustment screw"), ( i v ) "double 
w e i g h t " swindle ( l o a d s weighed t w i c e ) . Scrap d e a l e r s p a i d s t a f f 
£15 per t o n f o r buckshee w e i g h t s . 
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t h e r e was no one around, and the door 
was open, so I p i c k e d one up, and I 
th o u g h t : ' I ' l l push my l u c k , i f any
body says a n y t h i n g , I ' l l say I've been 

. t o l d t o come up from the bottom t o 
get o n e ' . . . t h i n k i n g : ' I ' l l b l u f f i t 
out t h a t way'..well, I j u s t put i t on 
t o t h e van and t h o u g h t : 'I'm onto a 
good t h i n g h e r e ' . . . w e l l , i t became a 
h a b i t , and I used t o take them and 
s t o r e thern at home... t r o u b l e was, 
the y s t a r t e d t o go o f f . . . a n d I had t o 
throw them i n the r i v e r . . . n o , i t ' s not 
f u n n y . . . I had a h e l l of a job g e t t i n g 
them down t h e r e , and when I threw them 
i n , t h ey d i d n ' t s i n k . . . ( l a u g h ) . . . " 

General weaknesses may a l s o be e x p l o i t e d p a s s i v e l y . Rather 
than chance o f f e n c e by p l a c i n g despatch s t a f f , or o t h e r salesmen 
i n awkward s i t u a t i o n s , some salesmen p r e f e r t o f i x f i g u r e s i n 
the c r e d i t o r d e b i t columns o f a c c o u n t i n g s i t u a t i o n s w i t h i n 
t h e i r c o n t r o l . R e t a i l e r s are o f t e n p a r t i c u l a r l y adept at f i x i n g 
'debts'. Every r e t a i l salesman has a d e b t - f o l d e r i n which he 
records weekly money owing t o him by h i s customers, t o t h a t 
o f f i c e s t a f f may a c c u r a t e l y balance h i s books. I f customers leave, 
they may be recorded as having ' f l i t t e d ' w i t h l a r g e debts, and 
w h o l l y f i c t i t i o u s debts may be i n s e r t e d t o cover w i t h d r a w a l s 
necessary t o a l l o w p a r t i c u l a r expences. T h i s "phoney deb t " t r i c k 
(Abramson, 1949? P 49) i s a l s o a common one: c o l l e c t i n g d o u b t f u l 
debts but r e p o r t i n g them u n c o l l e c t a b l e seems t o occur t o most 
s e r v i c e agents. The p o s s i b i l i t i e s and v a r i a t i o n s at V/ellbreads 
are enormous. One man remembered: 

" . . . ( t h e s u p e r v i s o r ) used t o put on the 
bottom of t h e debt-sheet: '£2 d i s c o u n t ' 
...and put a l i t t l e s c r i b b l e near i t , and 
hand i t i n . . . a n d used t o get c r e d i t f o r 
i t . . . s o I used t o f i x myself a ' d i s c o u n t ' 
see, on the Rec. ( d i s c o u n t s a r e ) j u s t a 
l i t t l e f i g u r e on the t o p , I knew i t was 
O.K...they never bothered t o check i t , 
i t became q u i t e a h a b i t , j u s t t o put '£2 
d i c s o u n t ' each w e e k . . . u n t i l I f i l l e d up 
the sheet on the debt-sheet, so I had t o 
lose the page, so I j u s t r i p p e d i t o u t , 
and re-wrote another one...so i f t h e y 
looked i n my d e b t - f o l d e r , t h e r e would be 
n o t h i n g t h e r e . . . I used t o s i g n ( t h e man
ager's) i n i t i a l s ' . . . a n y t h i n g t h a t would 
l o o k g o o d . . . i t was never q u e r i e d . . . " 
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The t h i r d s t e a l - s t r a t e g y i n v o l v e s t h e development of a 
s u f f i c i e n t l y experienced corpus of knowledge t o t h a t p o t e n t i a l 
"breakdowns i n bakery c o n t r o l can be espied and e x p l o i t e d . Some
times r e l e v a n t i n f o r m a t i o n i s passed between t r u s t e d salesmen, 
as i n the f o l l o w i n g case: 

"...That's r i c h t h a t is'. . . . I j u s t asked 
( t h e r e l i e f manager) f o r some e x t r a s , 
and he's out them i n the s h o r t - d e s p a t c h 
column!..(roundsman would be c r e d i t e d 
r a t h e r than d e b i t e d w i t h the amount i n 
q u e s t i o n ) . . .go and ask him f o r a. 'tray 
of bread!...see i f you get i t f r e e . . h e r e , 
B e r t , look what I j u s t g o t ! . . . " 

More f r e q u e n t , however, are p o t e n t i a l c o n t r o l - l a p s e s t h a t 
are sumultaneously 'sussed' by s e v e r a l salesmen: 

"...Do you know what happened the o t h e r 
day?...I got back t o the depot, and the 
Cake bloke was t h e r e . . . and'he s a i d : 1 How 
l o n g am I supposed t o w a i t here' ( t o be 
unloaded)..so I s a i d : 'Just s t i c k them on 
the bay, m a t e ' . . d i d n 1 t I ? . . . a n d a f t e r t h a t , 
the Packet Cake man a r r i v e d and unloaded, 
and a f t e r him the F r u i t Loaf man copie d 
h i m . . . w e l l , I d i d n ' t knov; a l l t h i s was 
g o i n g on, as I was i n the canteen h a v i n g 
my lunch.,,when I came o u t , I saw i t a l l 
stacked up t h e r e . . . I c o u l d n ' t take my eyes 
o f f i t ! . . . a l l the blokes were coming i n t o 
the y a r d , t h e y would walk, p a s t , not seeing 
i t , say: ' H e l l o ' t o me, and I would see t h e i r 
eyes move past me and see a l l t h i s s t u f f 
l y i n g about... w e l l , t h r e e of us got t o g e t h e r 
d i d n ' t we?...backed a van up, one o f us 
i n s i d e , and two watching o u t s i d e , we stashed 
the s t u f f a t 'X's' house... j u s t as w e l l , we 
n e a r l y got caught you know, a p p a r e n t l y , a l l 
the F r u i t Loaves were date-coded, and they 
( W e l l b r c a d s ) r e t u r n e d the r e s t t o the 
company...se we were the o n l y ones w i t h 
Loaves stamped ' 1 3 t h ' . . . I was p l a n n i n g t o 
s t i c k a few of them i n ac cake-waste, you 
know, d i r t y them up a b i t , stamp on them 
and p u l l thcrn about, l u c k i l y ( a s u p e r v i s o r ) 
warned me, and I warned the boys... l u c k y I 
d i d , or we would have been out f o r s u r e . . . " 

0c o ? c i oi'icxL ; T ̂  L v:o o ̂  mo ̂  0 f r ) ' ^ GCmO ' i } ! i ocii x* :-1 o 3-^ <x ~t) G 2,rn ̂  
f o r a o n e - o f f a t t e m p t . One or more t o p r o v i d e d i s t r a c t i o n , or 
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l o o k - o u t , and one t o s t e a l ; 

" . . . I used t o t h i n k t h a t vias the s a f e s t 
way, t h a t way you were the o n l y one who 
knew you had i t ( s t e a l i n g as opposed t o 
d e a l i n g ) . . . ! used t o 'borrow' a t r a y from 
s t o c k . . . ( l a u g h ) . . y o u have t o w a i t u n t i l 
the r i g h t moment, we used t o work i n a 
p a i r . . . ' X ' and myself, one would cover 
f o r the o t h e r one, i f you come i n here 
at the r i g h t time i n the morning, you'd 
f i n d them a l l d r i n k i n g t e a i n the o f f i c e , 
and you d i d n ' t have a l o t t o watch, i f 
you p o s i t i o n e d y o u r s e l f r i g h t , you c o u l d 
make sure t h a t none of them moved...we 
never went past them, we used t o put i t 
on the r a c k , and then p u l l t h e rack a c r o s s . . . " 

D e a l i n g 

A l l s t e a l i n g however i m p l i e s the p o s s i b i l i t y o f c o l l i s i o n 
w i t h agents o f c o n t r o l . Such i n h e r e n t dangers are d e l i b e r a t e l y 
removed i n the t h i r d form of o c c u p a t i o n a l " p a r t - t i m e " crime 

( a) 
p r a c t i c e d by Wellbreads salesmen: "dealing". D e a l i n g can be 
d e f i n e d as meaning a p a r t , or p o r t i o n , which i s d i s t r i b u t e d on 

( a ) Bigus (1972 , p 145-6) uses the word ' d e a l i n g ' t o r e f e r t o a form 
of "cut p r i c e k i c k b a c k " system ( i . e . , s u p p l y i n g goods t o , or. 
r e d u c i n g the cost of goods t o a customer f o r a d i r e c t cash b r i b e ) 
s i m i l a r t o t h a t s t r a t e g y w i d e l y p r a c t i c e d and known as the 
" t i e - i n s a l e " (where s e v e r a l u n a t t r a c t i v e goods'are p r i c e - t i e d 
t o a v a l u e d one) see, C l i n a r d , 194°j P Bigus's milkmen gave 
t h e i r good customers 'deals' by g i v i n g them f r e e d a i r y goods 
at s p e c i f i e d i n t e r v a l s . Bigus comments t h a t : "...Deals c a r r i e d 
out i n t h i s manner were e a s i e r t o cover up than o t h e r types o f 
d e a l s . . . . a l l the d r i v e r needed t o do was "dump" the produce 
which was g i v e n away. Dumping c o n s i s t e d of c l a i m i n g the product 
had gone sour, or had been damaged. Th i s allowed the d r i v e r t o 
balance the books w i t h o u t t a k i n g the l o s s h i m s e l f . Other forms 
of d e a l i n g i n c l u d e d r e d u c i n g the p r i c e o f s p e c i f i c products 
c i p cl G 1 i n i i~i c i i j 1 ? i *t ̂ 10 i° ̂  1 1 r 0 r1 * r c i i c H ^ ^ ' ^ * ^ 1 1 rt s 0 ri 0 <i 15̂  v/c °c rr o ^ ^ 
d i f f i c u l t t o cover up because they i n v o l v e d " j u g g l i n g " the 
books.." ( i . e . , b a l a n c i n g by b r i n g i n g i n chance ca s h ) . 
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a c l a n d e s t i n e b s s i s t o the mutual i n t e r e s t and p r o f i t o f those 
concerned and i n v o l v e d . ^ o l l _ i s i o n become c o l l u s i o n . Separated 
r e l a t i o n a h i p s become "cozy" ( K l o c k a r s , 1974, p l 8 l ) . G e n e r a l l y , 
"cozy" r e l a t i o n s h i p s are founded upon i n t e r - d c p a r t i n e n t a l "back-
washing" ( S h i e l d s , I 9 6 I , p 2 3 ) , or " b a c k s c r a t c h i n g " , wherein the 
domestic needs of employees are s a t i s f i e d i n o t h e r departments 
of the same o r g a n i s a t i o n i n exchange f o r s i m i l a r f a v o u r s i n 
r e t u r n . I r e f e r here however, not so much t o abettment (by one 
employee i n the n e f a r i o u s designs of a n o t h e r ) nor j u s t t o 
c o l l u s i o n ( a f r a u d u l e n t s e c r e t u n d e r s t a n d i n g between o s t e n s i b l e 
opponents) but s p e c i f i c a l l y t o su b v e r s i o n by salesmen of i n s i d e 
s t a f f s and of the o r g a n i s a t i o n a l r u l e which l e g i t i a m t e l y d i s t a n c e s 
t h e m . ( b ) 

T r a n s a c t i o n a l l y , c o l l a b o r a t i v e d e a l i n g between 'salesmen 
and o t h e r s c o n s t i t u t e s a c e n t r a l threa't t o t h e way t h a t the 
pov/erful i n the f a c t o r y have designed the d i s t r i b u t i o n of goods 
and r o l e s . A deal i s e s s e n t i a l l y a role-change inasmuch as the 
same number of r o l e s i s present i n the i n t e r a c t i o n , but they 
are assumed by d i f f e r e n t and fewer a c t o r s . I n such a r a t i o n a l i s a t i o n 
of s e r v i c e , the f i r m l oses i t ' s percentage of the " a c t i o n " t o 
b o t h the d e a l e r (who d e a l s ) and the dealee ( t o whom i t i s d e a l t ) . 
By assuming a r o l e not o f f i c i a l l y a l l o c a t e d t o him, the d e a l e r 
d i s t r i b u t e s goods which may or may not have been d e l i b e r a t e l y 
m anipulated by him t o become " i n v i s i b l e " a t the next i n v e n t o r y . 

( a ) By " c l a n d e s t i n e " , I mean t o c o n t r a s t o b j e c t i v e l y i d e n t i c a l 
a c t i v i t y . The despatch worker g i v e s t h e salesman b r e a d . That i s 
h i s j o b . But, he can do i t openly ( l e g i t i m a t e l y ) , and sometimes-
as w e l l as t h i s , c l a n d e s t i n e l y ( d e a l i n g ) . Both are executed w i t h 
c are: the l a t t e r b e i n g an attempt t o i n i t a t e the f i r s t i n a l l 
p o s s i b l e and v i s i b l e aspects - except one I I am g r a t e f u l t o 
Henry (1975a, f f 18; 1975°j P 26) f o r p o i n t i n g out t h a t t h i s 
c o u l d be i n t e r p r e t e d as j u s t meaning " s e c r e t l y " . Henry a b l y 
shows t h a t "second j o b " amateur d e a l i n g i s done c a r e f u l l y , but 
not s e c r e t l y . 

( b ) I take these d e f i n i t i o n s from some e x c e l l e n t u n published papers 
by Tony H i l l (Department of S o c i o l o g y , U n i v e r s i t y of Durham). 
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The s h a r i n g of s t a n d a r d r o l e s between c o n n i v i n g encumbents 
crosses o f f i c i a l work group boundaries and e l e v a t e s the s t e a l -
team i n t o a d e a l - p l o t . 

These p r a c t i c e s t o e t h e r produce what we may here r e f e r 
( a ) 

t o as a "hidden-economy". Merchandise i s r e g u l a r l y and 
" i n v i s i b l e " s t o l e n , covered, t r a n s p o r t e d , exchangedj purchased 
and consumed i n ways t h a t never "come t o l i g h t " . The "hidden-
economy" may be d e f i n e d as t h e : 'Sub-commercial movement of 
m a t e r i a l s and f i n a n c e , t o g e t h e r w i t h s y s t e m a t i c concealment of 
t h a t process, f o r i l l e g a l g a i n . ' The hidden economy i s a 
micrccosmic, wry r e f l e c t i o n of the v i s i b l e economic s t r u c t u r e , 
upon which i t p a r a s i t i c a l l y feeds. 

The hidden-economy, t h e n , runs t o the " s i d e " of the l e g i t 
imate one. I n f a c t , t h e r e i s an e x t e n s i v e metaphoric argot 
t e s t i f y i n g t o the l a c k of economic c e n t r a l i t y of the concealed 
s t r u c t u r e . I l l i c i t l y o r ganised p r o d u c t i o n i s r e f e r r e d t o as 
"under the c o u n t e r " (Baumhart, 1961 , p 1 3 3 ) , or as " l e f t - h a n d e d " 
( l ? e i f e r , 1965, P 3 2 3 ) , or, s i m p l y , "on the s i d e " . Jobs i n v o l v i n g 
i l l i c i t despatch are r e f e r r e d t o as " s i d e l i n e s " , " s i d e - s a l e s " , 
or " s i d e - j o b s " (Bogdanoff and Glass, 1954, r - 4 - 6 ) , a l t h o u g h 
the same terms are used l e g i t i m a t e l y by w a i t e r s ( l l u t t e r , 1970, 

p 2 1 l ) and w a i t r e s s e s (Donovan, 1920, p 1 2 0-l) t o mean 'sideboard 
- j o b s ' : e s s e n t i a l , y e t c e r e m o n i a l l y m a r g i n a l work l i k e c l e a n i n g 
a s h t r a y s or m i x i n g salads. "Side Jobs" may o n l y d e p i c t i n v i s i b l e 
e a rnings ( i . e . , the untaxed earnings of second-job h o l d e r s ) and 
o c c a s i o n a l l y (Donovan, 1020, p 202) a l l i n v i s i b l e earnings are 
r e f e r r e d t o as "side money". 

At the bakery, the d e l i b e r a t e b u y i n g - i n of c o n t r o l agents 
s i m u l t a n e o u s l y p r o v i d e s e x t r a s a f e t y , but a s m a l l e r percentage of 

(a ) T h is p o s s i b i l i t y i s u n s y s t e m a t i c a l l y r e a l i s e d elsewhere. K l o c k a r 
( l 9 7 4 j P i x ) r e f e r s t o "subterranean economies", and S u t h e r l a n d , 
(1937 5 P 5 -6 ) t o t h e f a c t t h a t t h e f t s - i n - p r o g r e s s are o n l y 
' v i s i b l e ' t o the "wise"; Jacques L e s l i e (Guardian, 9-S-75) t o 
I n d i a ' s e x t e n s i v e black-marketed " p a r a l l e l economy". These form
u l a t i o n s are r e d o l e n t of the "underworld" ( f u l l - t i m e crime) 
f o r m u l a t i o n s , and do not connotate the s y s t e m a t i c a l l y i n v i s i b l e 
s t r u c t u r e . 
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the i l l i c i t p r o f i t f o r the salesman. I n a d d i t i o n , t h i s percentage 
can be f u r t h e r reduced i f the salesman i n d u l g e s i n m u l t i p l e -
d e a l i n g ( b u y i n g from bakery s t a f f s , and s e l l i n g t o m o r a l l y 
u n r e s t r a i n e d customers as 'hot' bread) r a t h e r than mere s i n g l e -
d e a l i n g ( b u y i n g from a bakery d e a l e r , i . e . , c o l l u s i v e b u y i n g , 
and s e l l i n g normally.; or c o l l u s i v e s e l l i n g , i . e . , "making" goods 
somewhere on the round, and then s e l l i n g the thus covered goods 
c o v e r t l y t o a shopkeeper i n exchange f o r cash or g r o c e r i e s ) . 
But whatever the cover "bought by the d e a l e r , the m u l t i - s t a g e d 
d e a l i n g process i s s i m i l a r . 

( a ) 
The f i r s t stage i n s u c e e s s f u l d e a l i n g i s the "set-up" 

(Goffman, 1972, p 21J), which i s the " c l a n d e s t i n e phase", 
( i b i d , p 3J4) of th e o p e r a t i o n , c o n s t i t u t i n g (Goffman, 1963a, 
p 9l) 

"...opening move, t y p i c a l l y by means 
of a s p e c i a l e x p r e s s i o n of the eves 
but sometimes by a statement or s p e c i a l 
tone of v o i c e , at. the b e g i n n i n g of a 
statement 

oice ax 
11(b) 

• • • » ' 

The p e n a l t i e s f o r r e j e c t i o n of an o f f e r e d deal ( f r o m 
e i t h e r s i d e ) have been d e f i n e d as such t h a t an o u t r i g h t o f f e r 
i s acknowledged as b e i n g out of the q u e s t i o n . I n s t e a d , t h e 
" r e q u e s t " (Goffman, 1972, p 145) > °r s t i r n u l a t e d - o f f e r i s 
s u b s t i t u t e d . This i s necessary because one can n e i t h e r o f f e r t o , 
nor accept a d e a l w i t h o u t the s u s p i c i o n t h a t i t might be a 

( c ) 
'set-up' o f an u n d e s i r e d s o r t . One o f the Wellbreads s a l e s m e n 

( a ) Henry (1975"o, p 17) c r i t i s i s e s t h i s a d d i t i o n a l usage o f the 
phrase 'set up 1 as i t a l r e a d y has f o u r d i s t i n c t meanings (Henry, 
1974> P 10, 39)• I mean e x a c t l y t o confuse. At t h i s stage of 
the proceedings, any i n t e r a c t i o n _is ambiguous: any p r o f f e r e d 
set-up c o u l d w e l l be a ' f i t - u p ' . 

( b ) Eye-contact i s a c u l t u r a l l y - a c k n o w l e d g e d r a t h e r than bakery-
s p e c i f i c a l e r t i n g phrase. Cavan (1966, p 51-2) notes: " . . w h i l e 
eye c o n t a c t i s not a necessary prelude t o an encounter i n the 
p u b l i c d r i n k i n g place i t i s s u f f i c i e n t t o d i s c r e d i t the d i s p l a y 
t h a t i s used t o d e c l i n e the s t a t u s of b e i n g open..". 

( o ) Working a t the supra-ethnographic l e v e l , Henry (1975 0 ? P 8) i s 
able t o c l a s s i f y an i m p o r t a n t s t r u c t u r a l p r e - c o n d i t i o n o f d e a l i n 
The c e t e r i s p a r i b u s clause of d e a l i n g masks, Henry suggests, the 
e s s e n t i a l n e c e s s i t y of i n t e r a c t i o n t o occur w i t h i n a l e g i t i m a t e 
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remembered: 

" . . . I used t o have a deal w i t h 'Y'... 
but I missed out on the good r u n . . . I 
never pushed myself f o r w a r d , I d i d n ' t 
want t o l a y myself open...for any come
back on i n e . . . I t h o u g h t : ' I ' l l w a i t 
u n t i l t h e y ask me'...I knew i t was 
g o i n g on...because I used t o see t h i s 
bloody t r o l l y coining round at 5'3^, 
and everybody was g e t t i n g bread o f f 
i t . . . I knew something was 'on'...but 
I thought I ' d w a i t . . . " 

The i n i t i a l i n d i v i d u a l set-up i s g e n e r a l l y the c o n s t r u c t i o n 
of a non-chance t r a n s a c t i o n from an everyday casual encounter 
by a p a r t i c u l a r l y i n t e r e s t e d member who b e l i e v e s t h a t o t h e r s 
have s i m i l a r i n t e r e s t s . The deal i s 'on' when both p a r t i e s 
combine a l l the p a s s i b l e communicative elements of the i n t e r 
a c t i o n i n the same 'way, thus e l e v a t i n g the ' c o n v e r s a t i o n ' t o a 
new meaning s t r u c t u r e . Thus, " p u t t i n g out f e e l e r s " (Goffman, 
1959> P 183-9'j) may r e s u l t i n s u c c e s s f u l " d o u b l e - t a l k " ( i b i d , 
p 19l) which o n l y p e r f o r m e r s can read and understand. The 
s t r a t a a f "being known", which Henry ( 19751), p 17) a c c u r a t e l y 
t e l l s us i s a p r e c o n d i t i o n of acceptance, l i e s beneath t h i s 
s u p e r i o r l e v e l of b e i n g " i j i the know". 

The o b j e c t of t h i s pseudo-conversation i f t o prevent the 
l e g i t i m a t e t r a n s a c t i o n moving t o the o f f i c i a l end of f i s c a l 
a c c o u n t a b i l i t y , v i a a democratic n e g o t i a t i o n o f the i m p l i c a t i o n s 
of n o n - a c c o u n t a b i l i t y . C l a s s i c a l l y , between sales and bakery 
s t a f f , t h e " a l e r t i n g phrase" f o r those " i n the know" i s the 
demand f o r , or o f f e r of ' e x t r a bread', or t h e query: ' I s t h e r e 
any bread about?'. Such t a l k i s s t r a i g h t f o r w a r d l y l e g i t i m a t e 
( i f p a r t i a l l y absurd) f o r s t r a i g h t s , but ambiguous f o r exper
ienced men.^a^ Indeed, Henry (l974> Jli^ssini) notes hov; the amateur 

( c o n t d ) c o n t e x t . That i s , p a r t - t i m e crime never e n g u l f s the l e g i t 
imate a c t i v i t i e s upon which i t i s p a r a s i t i c : f o r d e a l i n g t o be 
p o s s i b l e , one must f i r s t be employed as a despatch o p e r a t i v e or 
as a salesman. 

( a ) Mara ( i n p e r s o n a l communication) has i n d i c a t e d t h a t London d r i v e r 
salesmen use the word " t u r n o v e r " i n a s i m i l a r l y ambiguous sense. 
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d e a l i n g i n s t o l e n goods i s managed thr o u g h v;hat he r e f e r s t o 
as "the ambiguous p r e s e n t a t i o n of goods" (Henry, 1975b, p 19). 
This s o r t of d e a l i n g i s i n i t i a t e d " . . . w i t h what members d e s c r i b e d 
v a r i o u s l y as a " t e s t - l i n e " or a " p r o b e - l i n e " concerning t h e 
request f o r or o f f e r o f "cheap goods", "cheap gear", "cheap 
s t u f f " . . . " ( i b i d , p 18). This means t h a t each a c t o r has t o 
f i l l i n t h e meaning i n h i s own way: the wise 1 w i s e l y ' , ..and 
the i g n o r a n t i n n o c e n t l y . 

A l l d e v i a n t a c t i v i t y which r e q u i r e s r e c r u i t m e n t of 
de v i a n t personnel from mixed-status ranks o f o t h e r s , stands the 
r i s k of h a v i n g an i n v i t a t i o n t o i n d u l g e o f f e r e d t o the wrong-
people. As Humphreys (l97->> P 5^) reminds us, i t is " t h i s v e r y 
a m b i g u i t y of r o l e - i d e n t i f i c a t i o n o f these 'wrong people' which 
a l l o w s conmen, n a r c o t i c s agents and so on, t o operate. For 
some r e g u l a r d e v i a n t s , t h i s i s p a r t i a l l y r e s o l v e d by nominating-
areas w i t h i n which people might more o f t e n be l a b e l e d d e v i a n t 
than n o t , or w i t h i n which t h e r e i s a p r e f e r r e d i n t e r p r e t a t i o n 
of c o n v e n t i o n a l " a l e r t i n g - p h r a s e s " . Reiss (196I, p I89) suggests 
t h a t l o c a t i o n s f o r p i c k i n g up homosexuals s i m u l t a n e o u s l y c a r r y 
a j u s t i f y i n g r a t i o n a l e f o r both u a r t i e s t o be t h e r e l e g i t i m a t e l y , 

( a ) 
and may thus j u s t i f i a b l e be c a l l e d " c o ntact s i t u a t i o n s . " 

At Wellbreads, at the set-up stage o f a d e a l , the 
" a l e r t i n g phrases" a ct as a s i g n i f i c a n t symbol f o r the bakery 
'wise'. As Mead ( i n S t r a u s s , 1956, pp 158, 175) notes: 

"...the v o c a l gesture becomes a s i g n i f i c a n t 
symbol... when i t has the same e f f e c t on the 
i n d i v i d u a l making i t as i t has on t h e i n d i v 
i d u a l t o whom i t i s addressed or who e x p l i c 
i t l y respondS''to i t . . . T h e a c t u a l g e s t u r e i s 

(Contd) To ask one of these salesmen what h i s " t u r n o v e r " i s might 
b r i n g f o r t h one of two p o s s i b l e answers. S t r a i g h t s are t o l d what 
t h e i r gross sales are, and o t h e r s what the f i d d l e - " t a k e " i s . 

( a ) We might suggest t h a t i n such a homosexual "contact s i t u a t i o n " , 
eye-contact g a t h e r s a s i t u a t i o n a l l y s p e c i f i c meaning (Humphreys, 
197J, p 49; Glacer and Str a u s s , I.964, P Note a l s o the 
awniguous i l l i c i t and ambiguous arm movements n o t i c e d bv Mars 
of p i l f e r i n g dockers (ly74). 
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w i t h i n l i m i t s a r b i t r a r y . Whether one p o i n t s 
w i t h h i s f i n g e r , - or p o i n t s v;ith the glance 
of an eye, or motions.of the head, or the 
a t t i t u d e of the body, or by means of a v o c a l 
gesture i n one language or another, i s 
i n d i f f e r e n t , p r o v i d e d i t does c a l l out 
the response t h a t belongs t o t h a t t h i n g 
which i s i n d i c a t e d . . . " 

At t h e set-up stage, such a request can mean e i t h e r 
the l e g i t i m a t e boohing of bread i n the e x t r a s column of the 
salesman's bread o r d e r sheet, o r , i t can mean t h a t the bread 
should not be boohed anywyere. I asked an i n s i d e - d e a l e r , who 
VISE well-aware of the p o s s i b i l i t i e s and t r a p s i n v o l v e d , how 
deals get set-up: 

" . . . i t ' s hard t o say r e a l l y . . I don't know 
how i t comes about, might be l i k e 'L' ( a 
s t r a i g h t despatch man)...a roundsman asked 
him f o r two ' e x t r a ' t r a y s of bread one 
morning...and he s a i d : 'Don't book them, 
I ' l l see you l a t e r ' ... course, 'L' went 
r i g h t i n and t o l d the manager... but i f 
you were i n c l i d e d t o make a few bob, you'd 
most l i k e l y say: ' F a i r enough mate', and 
s t a r t o f f l i k e t h a t . . . o r , you can get 
asked f o r ' e x t r a ' , l i k e one bloke d i d , 
and he gave i t t o him, and he j u s t d i d n ' t 
book i t down, see?...and l a t e r , t h e rounds
man s a i d : 'You d i d n ' t book t h a t t r a y 1 

and the bloke s a i d : ']-io, I don't t h i n k 
I ' l l b o t her'...so he s a i d : 'O.K.1,...and 
i t s t a r t s from t h e r e , i t u s u a l l y t r r n s 
i n t o a r e g u l a r t h i n g . . . " 

For set-up t o succeed, them the d e a l e r must understand 
the dealee (and v i c e v e r s a ) , and b o t h must t r u s t one another. 
I n Glaser and Strauss' terms (1964)5 set-up changes from a c l o s e d 
awareness c o n t e x t ( w h e r e i n n e i t h e r knows the o t h e r s ' i d e n t i t y ) 
t hrough a s u s p i c i o n awareness c o n t e x t , to a f i n a l open awareness 
c o n t e c t . Glaser and Strauss ( i b i d , p 11) t e l l us: 

"...Thus, a c l o s e d c o n t e x t can be s h a t t e r 
ed by a r o u s i n g s u s p i c i o n s ; but i f s u s p i c i o n s 
are q u e l l e d t h e clos e d c o n t e x t i s r e i n s t a t e d , 
i f s u s p i c i o n s are v a l i d a t e d , the c o n t e x t / \ 
may change t o e i t h e r pretence or open c o n t e x t . . " ** 

(a) As Henry (197^5 P 16 et sen.) has n i c e l y p o i n t e d out i n a 
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I f "the set-up i s 'on', them the p a r t i e s i n v o l v e d have 
t a c t i c a l l y n e g o t i a t e d a s u c c e s s f u l , and f a v o u r a b l y judged 
awareness c o n t e x t change. Sometimes, however, such s u b t l e t i e s 
are dropped, e s p e c i a l l y by experienced d e a l e r s , when a t t e m p t i n g 
t o set up what they d e f i n e as good p r o s p e c t s . Several salesmen 
o f f e r e d accounts o f b l u n t and s u r p r i s i n g l y r i s k y opening gambits 
by i n s i d e d e a l e r s : 

" . . I wanted some e x t r a bread, and he j u s t 
s a i d : 'You can pay me F r i d a y ' ... j u s t l i k e 
t h a t ! . . " 

" . . . I never used t o be i n on i t , but one 
day, I asked f o r an e x t r a t r a y , and lie s a i d : 
' I won't book t h a t one, you can make i t 
r i g h t w i t h me a t the end of the week, r i g h t ? ' 
so I s a i d : 'Yeah'...." 

" . . . I t was funny how i t s t a r t e d . . . o n e day 
I came i n and found an e x t r a 14 o n . . . w e l l , 
I d i c l n ' t say a n y t h i n g , j u s t put them on the 
van...and the next day, the same t h i n g 
happened...well, I happened t o see 1T" and 
' U' i n the canteen, and 'T' looked at me 
and s a i d t o 'U': 'He's so t i g h t , he'd s e l l 
h i s grandmother 1, w e l l , I d i d n ' t connect the 
two a t the t i m e , but I saw them a g a i n , a f t e r 
I had found more bread on my rack..and they 
s t a r t e d s a y i n g t h a t I was t i g h t a g a i n , so 
I s a i d t o them: 'What do you mean?'..,see, 
I wondered where those t r a y s came fro m , but 
you can't go up t o anybody and say: 'Have 
you been p u t t i n g e x t r a on my r a c k ? 1 can you? 
...you have t o w a i t u n t i l t h e y approach you 
...so I gave him a quid., and s a i d : 'That 
a l r i g h t ? ' . . . a n d he looked at me, and s a i d : 
'You'11 do* " 

Behind the scenes however, i t o c c a s i o n a l l y happens t h a t 
a salesman who i s ' i n ' , w i l l recommend a f r i e n d of h i s not at 
t h a t time i n v o l v e d . A l t e r n a t i v e l y , 'wise' salesmen may understand 

( c o n t d ) d i s c u s s i o n o f t h i s a n a l y s i s , "awareness" not o n l y moves 
th r o u g h these stages, but i s a d d i t i o n a l l y , at the s u s p i c i o n and 
open stages, adjudged e i t h e r as a f a v o u r a b l e or u n f a v o a r a b l e 
c o n t e x t . Only when t y p i n g of t h e o t h e r i s done, and done f a v o u r 
able (Henry d i v i d e s these p o s s i b i l i t i e s i n t o " a l r i g h t " and "doc 
o t h e r s ) w i l l the deal proceed. This 1::; i n e v i t a b l e and not t o be 
confused w i t h the " s t r a i g h t " a>id "bent" c h a r a c t e r s t h a t I w i l l 
i n t r o d u c e i n Chapter F i v e , which are s t r i c t l y r e a c t i o n s t o 
managerial t y p i n g of i n d i v i d u a l members of the s a l e s f o r c e i n 
terms of t h e i r b e l i e v e d p r o p e n s i t i e s t o s t e a l from the baker i r. 
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what i s g o i n g on, and p e s t e r f r i e n d s who are c u r r e n t l y b e n e f i t i n g 
t o be a l l o w e d 1 i n ' . Thus, knowledge of d e a l i n g i s n e i t h e r a 
s u f f i c i e n t nor a necessary c o n d i t i o n of i t s p r a c t i c e . Two salesmen 
commented upon two examples of s i d l i n g i n t o d e a l i n g : 

"...One of th e o t h e r blokes s a i d : ' w e l l , 
t h e r e i_s a d e a l going on, I don't know 
whether you want some'...one of th e 
( i n s i d e ) s h i f t s worked l i k e t h a t . . . b u t 
the o t h e r one j u s t put i t on my rack, 
and then came round, q u i t e open about 
i t , and asked f o r the money... the e t h e r 
s h i f t , you had. t o ask f o r i t t o be set 
up...but the f i r s t one, j u s t put i t on 
the r a c k , and then came round a f t e r I ' d 
checked the bread, i t I hadn't s a i d t h a t 
I 1 d got e x t r a . . " 

" . . . C h r i s t A l m i g h t y l . . . h e ' d o n l y been back 
two weeks ( f r o m b e i n g suspended f o r d e a l i n g ) 
and he came up t o me and s a i d : 'Could I 
get him i n t o t h e cheap bread' . . j u s t l i k e 
c h c i \j • s » 

Goffman (l9°3, P 91-92) def i n e s the second ( t h e o r e t i c a l ) 
move i n d e a l i n g as ' acknowledgement 1 ; "...The engagement proper-
begins when t h i s o v e r t u r e i s acknowledged by t h e o t h e r , who 
s i g n a l s back w i t n h i s eyes, v o i c e , or stance t h a t he has placed 
h i m s e l f at the d i s p o s a l of the o t h e r . . . " . However, i n p r a c t i c a l 
resp c t s , acknowledgement completes the 'set-up' stage, and allo'ws-
the second stage proper - " t r a n s a c t i o n " t o proceed. T h i s stage 
i s r e l a t i v e l y u n p r o b l c m a t i c , unless s e v e r a l i n s i d e men are d e a l i n g 
s i m u l t a n e o u s l y , and i n extreme, w i t h o n l y one salesman. One 
dealce-salesman, who was d o u b l e - d e a l i n g i n t h i s way, e x p l a i n e d 
the d i f f i c u l t i e s i n v o l v e d : 

" . . . I t c l d him not t o do i t , when '0' 
( i n s i d e d e a l e r chargehand) was on...but 
he was c a r e f u l about i t , though...he d i d n ' t 
do i t i n the same way a l l the t i m e , one 
n i g h t , he'd put i t on the van, I ' d leave 
i t i n l o c k e d f o r him, and another time 
under the ramp, or on the r a c k . . . " 

G e n e r a l l y , though, i n simple d e a l s i t u a t i o n s , bread can 
be l e f t i n c o n s p i c u o u s l y on racks o f bread l e g i t i m a t e l y prepared 
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( a ) 
f o r salesmen. P o t e n t i a l l y f a r more v i s i b l e however, i s the 
f i n a l stage, the " p a y - o f f " . T r a d i t i o n a l l y , loose cash i s never 
o f f e r e d nor accepted, and a l l p a y - o f f s are conducted i n notes. 
Because i t i s d i f f i c u l t t o f i n d a s u f f i c i e n t l y hidden place 
t o accept and check the p a y o f f at the depot at l o a d i n g t i m e s , 
and because the s i g h t of such t r a n s a c t i o n s has o n l y one p o s s i b l e 
i n t e r p r e t a t i o n f o r u n i n v o l v e d s t a f f , most d e a l e r s s t i p u l a t e 
a p a y - o f f time and p l a c e . Two salesmen s a i d : 

"...he would never take any money on 
the s p o t , he used t o say t h a t he 
wouldn't take i t , but he'd see me 
downtown o f something l i k e t h a t , and 
take i t t h e n . . . " 

" . . . I would never g i v e him any money, 
he would have t o do i t s e v e r a l t i m e s 
f i r s t . . . e v e n then I wouldn't pay him 
u n t i l he was out of the way, i f he 
came up t o me when t h e r e was o t h e r 
people around, he wouldn't get i t . . . 
I would say t o him: 'Oh, I ' l l see you 
up the read t h e n ' . . . same w i t h 'Li', I 
wouldn't pay him unless I saw him e l s e 
where, and he knew t h a t . . . I c o u l d t r u s t 
him, but I wouldn't pay him where any
body c o u l d see u s . . . I wouldn't even 
t a l k t o him i n the depot i n case some
body got s u s p i c i o u s . . . even i f I was 
s h o r t of bread, I might ask the charge-
hand, but never ' i ' i ' , I ' d a v o i d him and 
he'd a v o i d me, t h e moment the despatch 
manager sees you t a l k i n g t o somebody, 
he s u s p e c t s . . . I ' d never leave the money 
anywhere, I ' d never give the money t o 
anybody t o g i v e i t him...you can't t r u s t 
anybody..."(b) 

For t h e salesman, v a r i e t i e s of deals are a v a i l a b l e , and 
most salesmen take advantage of a l l p o s s i b i l i t i e s . A n a l y t i c a l l y , 
d e als can be e i t h e r t r a f f i c ( a s t r a t e g y , whereby the d e a l e r 
p u r p o s e f u l l y plans the t r a n s a c t i o n and d e l i b e r a t e l y passes the 

( a ) Thus, c l a n d e s t i n e set-up moves r e l a t i v e l y u n p r o b l e m a t i c a l l y t 
the " c o v e r t phase" (Goffman, 1972, p 3J4, f f 13) o f the t r a n s 
a c t i o n where p o t e n t i a l m a t t e r s f o r alarm are e a s i l y d i s g u i s e d 

( b ) Cf. Goffman, 19!)9, P 73 ,-appearances counx, 
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i n v e n t o r y - r e s p o n s i b i l i t y f o r the goods i n v o l v e d , elsewhere), 
and t r a d e ( a t a c t i c , o r , unplanned game, w i t h o u t i n v e n t o r y 
cover whose success r e l i e s upon s u c c e s s f u l immediate game-
p l a y i n g a b i l i t i e s by the p l a y e r s ) . T r a f f i c - d e a l s t e n d t o become 
r e g u l a r i s e d , whereas t r a d e - d e a l s are s p e c i f i c a l l y ad hoc, 
r e q u i r i n g renewed n e g o t i a t i o n each t i m e , even w i t h and between 
t r u s t e d t r a d e r s . 

I n s i d e t r a f f i c o f f e r s the g r e a t e s t p o t e n t i a l s a f e t y and 
p r o f i t t o the experienced salesmen. P r i m a r i l y , they i n v o l v e 
t h i c k - s l i c e d or t h i n - s l i c e d bread, d e a l t by the i n s i d e charge-
hands and t h e i r a s s o c i a t e s . Only chargehands have both the 
access t o s t o c k f i g u r e s , and the power t o a l t e r them t o cover 
' l o s s e s ' . One salesman claimed t h a t h i s d e a l i n g was ( i n v e n t o r i l y ) 
p r o t e c t e d because h i s d e a l e r , a chargehand: "..knows what he's 
d o i n g , he goes t h r o u g h those f i g u r e s w i t h a f i n e tooth-comb... 
he knows what he can cover....". I n the p r o d u c t i o n bakery 
departments, those i n charge r e g u l a r l y make out stock s t e e t s . 
Despatch chargehands have s a n c t i o n e d access t o these sheets so 
t h a t t h e y may r e g u l a r l y check t h a t the amounts of products t h a t 
t h ey r e q u i r e matches those they are about t o r e c e i v e . Chargehands 
who are a l s o d e a l e r s can change the f i g u r e s recorded on these 
sheets t o cover the products they are d e a l i n g . For example, a 
h i g h waste f i g u r e f o r a p a r t i c u l a r run o f bread may be p e n c i l l e d 
i n , and t h e amount added on can then be deducted and d e a l t w i t h o u t 
a l o s s ever becoming v i s i b l e . 

I t has a l s o been suggested t o me (by a charghand despatch 
d e a l e r ) , a l t h o u g h I have bee unable t o v e r i f y i t , t h a t t h e r e i s 
a c e r t a i n amount of what P i e f e r (1965, P 323) c a l l s " l e f t - h a n d e d 
p r o d u c t i o n " at the bakery! i . e . , bread c o l l u s i v e l y and s e c r e t l y 
baked f o r the v e r y purpose of s e l l i n g i t on t h e same l e f t s i d e . 
I t i s t e c h n i c a l l y p o s s i b l e (be f r a c t i o n a l l y r e d u c i n g the d i v i d e r 
weights - which c u t up and weight each separate dough) t o squeeze 
more loaves out o f a mix than prudence r e q u i r e s be o f f i c i a l l y 
d e c l a r e d . A g e n e r a l i n v e n t o r y - m a n i p u l a t i o n point,: any process 
can be squeezed f o r e x t r a as l o n g as i t c o n t a i n s an " e l a s t i c 
v a r i a b l e " . An e l a s t i c v a r i a b l e i s an element o f an a c c o u n t i n g / 
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p r o d u c t i on p p o c G s s which i s not c l e a r l y f i n i t e l y d i v i s i b l e . At 
V/ellbreads, t h e amount o f ( f r e e ) water i n a dough can increase 
or decrease i t s w e i g h t , and t h e r e f o r e the number of loaves t h a t 
i t can produce. I t would c e r t a i n l y be p o s s i b l e t o bake on the 
side at V I c l l b r c a d s , a l t h o u g h whether o r not i t occurs i s a moot 
p o i n t . 

I n s i d e t r a f f i c d e a l s can a l s o be set-up w i t h i n s i d e s t a f f 
members not s t r i c t l y r e l a t e d t o the d e s p a t c h i n g process. Such 
deals arc not so common, and u s u a l l y evolve out o f personal 
t i e s which c r o s s - c u t o f f i c i a l work r e s p o n s i b i l i t i e s . Two s a l e s 
men had set-up i n t e r e s t i n g d eals i n t h i s way, the f i r s t one w i t h 
h i s s u p e r v i s o r , t h e second w i t h an o f f i c e g i r l : 

" . . . I get them (cakes) from * Q' ( s u p e r v i s o r ) 
. . . I come i n i n the morning, e a r l y , and take 
my cakes and l o a d them onto the van, g i v e him 
the s l i p ( t h e o r d e r s l i p ) . . . y o u know, the 
green cake order...and he goes i n t o t h e 
cake-room and s l i p s i t under somebody's cake 
issue,...and throws t h e i r green o r d e r away, 
then I_ goes i n and. asks another s u p e r v i s o r 
f o r my cake o r d e r , see?...." 

"...t h e f i r s t t h i n g I d i d was t o t a p 'E' 
( an o f f i c e g i r l ) . . . I used t o g i v e her l i f t s 
home...then I took her out t o d i n n e r once,, 
th e n I g r a d u a l l y got round t o t h e i d e a , and, 
the way she d i d i t was, I would w r i t e out two 
o r d e r s , a small one f o r c h a r g i n g , and a l a r g e 
one t h a t she'd pass th r o u g h f o r i s s u i n g . . . " 

I n d i v i d u a l despatch workers, i f not embroiled i n t h e 
t r a f f i c k i n g o f chargehands, may decide t o set-up on t h e i r own, 
and t r a d e w i t h w i l l i n g salesmen. Because they o f t e n do not 
have the power t o ord e r s t r a i g h t s from the d e a l i n g scene, p a y o f f s 
cut d r a s t i c a l l y i n t o t h e i r p r o f i t margins. Coupled w i t h t h i s , 
each t r a d e has t o be s i t u a t i o n a l l y r e - n e g o t i a t e d on a f r e s h 
b a s i s , thus r e d u c i n g the p r e d i c t a b i l i t y and consequent value o f 
t r a d i n g f o r salesmen. 

Outside the depot, t r a f f i c - d e a l s are c a l l e d " s i d e l i n e s " , 
and. c o n s t i t u t e more the use o f work a l l o c a t e d sales r o l e s t o make 
i n d i v i d u a l p r o f i t on u n o f f i c i a l goods t h a n the subversive 
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p e r v e r s i o n of c o n t r o l agents t o i l l i c i t l y o b t a i n standard produce. 
On occasions where s i d e l i n e s are pushed, r e t a i l e r s c o n c e n t r a t e 
on h i g h b u l k / h i g h f r a g i l i t y items (such as eggs and p o t a t o e s ) , 
whereas w h o l e s a l e r s use t h e i r d i f f e r e n t type o f customer access 
o c c a s i o n a l l y t o fence h i g h p r o f i t / l o w b u l k i t e m s , such as s t o l e n 
coats and r a d i o s . 

Sometimes, chances a r i s e f o r salesmen t o t r a d e - d e a l w i t h 
u s u a l s u p p l i e r s t o t h e bakery, One man r e c a l l e d : 

" . . . I saw the F r u i t Loaf man u n l o a d i n g at 
l u n c h t i m e , so I asked him i f he had any 
'spare 1...he s a i d : 'yeah, take as many as 
you w a n t ' . . . I took t h r e e boxes, and he s a i d 
t h a t he n o r m a l l y got 84p a box f o r them... 
so I gave him £2.52, which was a t h i r d o f 
what t h e y were w o r t h . . . " 

A l t e r n a t i v e l y , these t r a d e - d e a l s are set up w i t h some of 
Wellbreads' o f f i c i a l customers. Three salesmen suggested t h a t 
the process o f s e t t i n g up those t r a d e - d e a l s i s v e r y s i m i l a r t o 
t h a t enacted at the bakery: 

" . . . I was loaded up w i t h bloody calces one 
week, and i t was q u i t e by ac c i d e n t r e a l l y . . 
I s a i d t c him (shop manager) 'Can you s h i f t 
some f o r me?', qnd he s a i d : 'What do you 
mean?'...so I s a i d : ' I ' l l l e t you make a 
few bob at i t ' . . . s o he s a i d : 'Yeah, O.K., 
I'11 take them'..." 

" . . . W e l l , i t s o r t o f happened t h a t he sai.d: 
1 c o r i I've got a l o a d of s t a l e s ' . ' . . . and I 
th o u g h t : ' I ' l l c u t you i n , so I s a i d : ' I ' l l 
t e l l you what I ' l l do, t o cut your l o s s e s , 
I ' l l g i v e you h a l f c r e d i t ' . . . h e wasn't on 
s a l e - a n d - r e t u r n , so i f you walk out w i t h a 
qu i d ' s w o r t h , you know you've made 10 bob, 
. . . I dreamed t h a t one up myself, t h a t was 
h e l p i n g hirn, and me at the same t i m e . . . " 

" . . . W e l l , f i r s t you've got t o know the per
son...and keep your ears open t o what people 
say, once you know he's on the bent s i d e , then 
you can approach h i m . . . I spoke t o the Superloaf 
man about 'V (shop manager) and o t h e r b i t s 
and pieces came i n , t h e n , you're g o i n g i n 
t h e r e d a i l y , and you begin t o t a l k t o hirn, 
and then you say: 'Would a n y t h i n g i n t e r e s t 
you?'...you have t o come out w i t h i t sooner 
or l a t e r . . . a n y w a y he ('V') was always coming 



286. 

up t o rne and s a y i n g : ' H e l l o , Baker, got 
a n y t h i n g on the van?'...(laugh)...and I 
knew the Su p e r l o a f man was d e a l i n g w i t h 
him..." 

D e a l i n g , however, i s a chancy b u s i n e s s , and a l t h o u g h 
d e a l e r and dealee have i n t e r e s t s i n common ( d e a l e r can o b t a i n 
the goods, but not p r o f i t a b l y dispose of them h i m s e l f ; whereas 
dealees can e a s i l y dispose of such goods, but not s y s t e m a t i c a l l y 
o b t a i n them) such mutual i n t e r e s t i s d i s s e c t e d by c e r t a i n 
i n h e r e n t s t r u c t u r a l work c o n f l i c t s . The dealee ( t h e salesman) 
r e q u i r e s r e g u l a r i t y and p r e d i c t a b i l i t y i n the i l l i c i t f l o w of 
goods i n ord e r t h a t he may p l a n e x t r a s i n t o h i s o r d e r i n g , thus 
r e n d e r i n g them i n v i s i b l e and p r o t e c t i n g h i m s e l f from unwarranted 
exposure. Conversely, the d e a l e r ( e s p e c i a l l y i n s i d e bread 
t r a f f i c k e r s ) cannot guarantee what he can cover p r i o r t o the 
t r a n s a c t i o n , and needs a c e r t a i n f l e x i b i l i t y i n demanc t o 
prevent him r i s k i n g under-covered d e a l s . Sometimes, as one 
salesman e x p l a i n e d , i t i s p r e c i s e l y these problems t h a t breed 
i n t e r - s h i f t c o n f l i c t amongst despatch d e a l e r s : 

"...'T1 ( d e s p a t c h chargemend) was p u t t i n g 
them on f o r me d u r i n g . t h e day, see?...but 
I wasn't g e t t i n g them... 1S' ( t h e o t h e r 
chargehand) was checking, and t a k i n g them 
o f f at h i g h t . . . ' T ' had a row w i t h 'S', 
but t h e r e was n o t h i n g he c o u l d do..." 

Another problem f o r the salesman-dealee i s t h a t o f d e c i d i n 
whether of not t o accept d e a l e r - o f f e r s . One salesman commented: 

"..When t h a t bloke '0' came up t o me at 
f i r s t , he s a i d : 'Do you want any cheap 
b r e a d ? 1 . . . w e l l , of course, I s a i d : 'Ho, 
I d o n 1 t touch the s t u f f , don't want any
t h i n g t o do w i t h i t ' . . b u t he kept on a t 
me, s a y i n g : 'No, I'm on the l e v e l , how 
much can you t a k e , t h r e e t r a y s ? ' . . . e v e n t 
u a l l y , I said:'Yeah, you can put i t on 
i f you l i k e ' . . . b u t t h a t o t h e r bloke came 
over, you know, t h a t one w i t h the l i m p , . , 
and he s a i d : 'Do you want e x t r a bread f o r 
50p a t r a y ? ' . . . I j u s t s a i d : 'No, I don't 
have a n y t h i n g t o do w i t h t h a t s o r t of 
t h i n g ' , . . . . ! d i d n ' t t r u s t him, i t d i d n ' t 
seem-right, somehow..." 
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A p o t e n t i a l l y more dangerous problem i s t h a t of d e a l i n g 
near s t r a i g h t members o f management. W h i l s t s t r a i g h t s are 
i n e v i t a b l e i g n o r a n t of the processes of set-up, they may come, 
q u i t e by chance, p e r i l o u s l y c l o se t o d i s c o v e r i n g what i s going 
on. The " c o v e r t phase" of t r a n s a c t i o n (Goffman, 1 9 7 2 , p 3 0 / j , f f 1 8 ) 
may, under u n p r e d i c t a b l e circumstances, become "exposed" i n the 
same way t h a t open p a y - o f f can. One salesman r e c a l l e d : 

". . .Cor'. . . . i t w o r r i e d me sometimes, I 
remember snce, I was l a t e i n , and the bloke 
had put the ( e x t r a ) bread on f o r me...and 
the manager was h e l p i n g me l o a d i t onto 
the v a n . . . . I kept s a y i n g : 'That's a l r i g h t , 
mate, I can manage'...but he woulcln't 
s t o p , and I was t r y i n g t o l o a d , sweating 
l i k e a p i g ! . . . I thought I ' d had i t then?..." 

O c c a s i o n a l l y , dealees chance exposure u n w i t t i n g l y and 
q u i t e a c c i d e n t a l l y . C a r e f u l l y stage-managed aspects of depot-
r e a l i t y o c c a s i o n a l l y become f a l s i f i e d by the background r e a l i t y 
which n o r m a l l y p l a y s no p a r t i n the f a b r i c a t i o n . One despatch 
chargehand t o l d me: 

" . . . I took the manager home, e a r l y i n the 
morning once, t h a t was when he'd j u s t 
s t a r t e d , and d i d n ' t know what was g o i n g 
on... and we went past one o f the b i g '.V/S 
vans on the way...and he was u n l o a d i n g 
b i g boxes o f t e a and t a k i n g them i n t o a 
shop...and w h o l e s a l e r s a r e n ' t supposed t o 
c a r r y t e a . . . b l o o d y g r e a t boxes w i t h "P.G. 
T i p s " w r i t t e n a l l over them i n bloody great 
l e t t e r s I . . . h e ( t h e manager ) d i d n ' t bat an 
e y e l i d , but I was s h i t t i n g b r i c k s . . . h e 
d i d n ' t know what, was g o i n g on t h e n , see?..." 

But s a t i s f a c t o r i l y and s u c c e s s f u l l y c o n c l u d i n g a d e a l i s 
j u s t the s t a r t of t h e salesman's problems. C r u c i a l l y , he has 
t o somehow prevent the customer f i n d i n g out t h a t she has become 
an u n w i t t i n g accomplice (which i s r e l a t i v e l y easy), and the 
sales management from d i s c o v e r i n g t h a t t h e y have become u n w i t t i n g 
v i c t i m s ( w h i c h i s c o n s i d e r a b l y h a r d e r ) . The next s e c t i o n o f 
t h i s c h a p t e r w i l l address t h i s l a t t e r problem. 
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PROBLEMS IJJ THE ORGANISATION OF OCCUPATIONAL THEFT 

When i n i t i a l l y t a k i n g over a new round, salesmen are 
faced w i t h the problem of m a i n t a i n i n g the c o n t i n u i t y ^ a ^ o f 
f i d d l e s i n the face o f the need t o r e - n e g o t i a t e a b a s i s f o r 
be i n g t r u s t e d . On t h e one hand: 

" . . . i t would have looked s i l l y me t a k i n g 
over, and he had, say, been c h a r g i n g two 
s h i l l i n g s f o r a box of jam t a r t s , and me 
suddenly p u t t i n g them down t o 1/4 a box'. 
...so ebody's going t o be f o r the h i g h 
jump r i g h t s h a r p i s h , a r e n ' t t h e y ? . . . " 

And then on the o t h e r : 
"-..he t o l d me ( t h e p r e v i o u s roundsman) 
t o t a k e some bread i n , and take some 
of the s t a l e s , and add them onto what 
you charged h e r . . . b u t the o l d cow was 
che c k i n g me, j u s t because I was new1...." 

(a ) I would dare t o suggest t h a t c o n t i n u i t y w i t h h i s t o r y i s a l s o 
worth e s t a b l i s h i n g . Again d e m o n s t r a t i n g the s i m i l a r i t i e s between 
business and the f i d d l e , the w o r k i n g c l a s s always lose out a 
b i t . To quote Engels ( l 8 4 5 j P H 0 ) : "...But the l i o n ' s share 
o f the e v i l r e s u l t s of these f r a u d s f a l l s t o the workers...". 
See a l s o C a p l o v i t z (1967 > p assim), who e x p l a i n s t h a t the poor 
lose not so much through t h e i r i n s e n s i t i v e p a l a t e s and t h e i r 
d i s r e p u t a b l e shops, but because they have t o buy on c r e d i t . I n 
a d d i t i o n , as Engels ( i b i d ) c o n t i n u e s : "...Not i n the q u a l i t y 
a l o ne, but i n the q u a n t i t y of h i s goods as w e l l , i s the E n g l i s h 
w o r k i n g man defrauded. The s m a l l d e a l e r s u s u a l l y have f a l s e 
w e i g h t s and measures, and an i n c r e d i b l e number of c o n v i c t i o n s 
f o r such o f f e n c e s may be read i n the p o l i c e r e p o r t s . . . " . 
F u r t h e r , Marx, (I067, V o l . 1 , p 238-242, 514) notes how "under
s e l l i n g " bakers o n l y got by: "..by f i r s t d e f r a u d i n g the p u b l i c , 
and next g e t t i n g 18 hour's work out of t h e i r men f o r 12 hours 
wages..". 



2 8 9 . 

Even i f , e v e n t u a l l y , s a t i s f a c t o r y 'arrangements' can be 
made w i t h customers, salesmen w i l l s t i l l have t o solve the 
problem of e q u a l i s i n g the p o t e n t i a l v i s i b i l i t y of f i d d l e s , s t e a l s 
and deals w i t h the c o n t i n u i t y of s a l e s . Simple o v e r c h a r g i n g , 
f o r example, doesn't show i n weekly sales f i g u r e s produced f o r 
m o t i v a t i o n a l purposes by the sa l e s o f f i c e , but r e d u c i n g the 
amounts o f bread ordered t o take account of t h e probable purchase 
of 'cheap' bread, o r , i n c r e a s i n g cake—waste t o cover a p p r o p r i a t i o n s 
from the cash-bag, become immediately ' v i s i b l e ' t o a t r a i n e d 
and c y n i c a l eye cast upon weekly sales f i g u r e s . F i d d l e s v a r y 
i n terms of t h e i r v i s i b i l i t y i n weekly salesmen's accounts, 
s t e a l s are always h i g h l y v i s i b l e , and the p o t e n t i a l s a l e s -
v i s i b i l i t y o f deals v a r i e s w i t h the degree t o which they are 
pre-planned. 

I n a d d i t i o n t o the s o l u t i o n s t o these s o r t s of problems, 
salesmen must also ( f o r t h e i r own purposes) balance u r o f i t a b i 1 i t y 
w i t h the p r e d i c t a o l i l t y of f i d d l e s . G e n e r a l l y , the p r e d i c t a b i l i t y 
of deals makes up f o r t h e i r l o s s of percentage p r o f i t a b i l i t y , and 
i n some cases, e s p e c i a l l y where wholesale men wish t o r e g u l a r i s e 
t h e i r d e d u c t i o n s from t h e i r c a s h - c a l l s , p r e d i c t a b i l i t y becomes 
the o v e r r i d i n g concern. 

Risks of entrapment and probable consequences need a l s o t o 
be taken i n t o c o n s i d e r a t i o n , sometimes i n v e r y s o p h i s t i c a t e d 
schemes. A wh o l e s a l e r e x p l a i n e d how he managed these problems: 

" . . . I d.on' t go across and take any... I 
don't s t e a l . . . I can cover a l l the cash on 
overbooking, I don't "make" i t t o the 
e x t e n t of what some of the o t h e r s do... 
f o r the simple reason t h a t I haven't 
got the c a l l s . . . i t ' s p o i n t l e s s taking-
r i s k s above your cash c a l l s . . . a l t h o u g h 
they h a v e n 1 t had a check of the vans 
r e c e n t l y . . . b e f o r e , I was b u y i n g most 
of i t from t h e d e a l e r s , and I wasn't 
h a r d l y t o u c h i n g the customers at a l l . . . 
d e a l i n g i s n ' t as r i s k y as f i d c l l i n g . . . the 
r i s k i s the most i m p o r t a n t , i f you d i d n ' t 
have t i i e .job, you wouldn' t have any money 
at a l l would y o u ? . . . i t ' s w orth l o s i n g a 
l i t t l e b i t f o r the s a f e t y . . . " 
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Most of the probmerns mentioned so f a r i n t h i s s e c t i o n can 
be i n d e f i n i t e l y ' s o l v e d ' . A p e r e n n i a l problem f o r roundsmen i s 
the t r a n s f e r a b i 1 i t y of f i d d l e s , , s t e a l s and deals t o h o l i d a y 
r e l i e f s . Without s u f f i c i e n t w a rning of what t o do and expect, 
r e l i e f s might u n w i t t i n g l y expose p r e v i o u s p r a c t i c e s . One 
s u p e r v i s o r remembered: 

" . . . I t ook .over a round once, and a l l the 
women kept g i v i n g me a s h i l l i n g e x t r a each 
morning f o r t h e i r order,...! d i d n ' t say 
a n y t h i n g , I j u s t thought t h a t I ' d ask 
hirn at the end of the week what i t was 
a l l about...he was c h a r g i n g a penny on 
a l l i t ems. ..and _6 pence on r o l l s . . . " 

U s u a l l y , however, salesmen c o n f e r and - pass t i p s t o each 
o t h e r e i t h e r v e r b a l l y , or v i a the gypsy-code 'which i s added t o 
the d e f i n i t i o n of the customer on each page of the salesman's 
ro u t e book. More r e g u l a r l y , the t r a n s f e r a b i l i t y problem i s t h a t 
of p a s s i n g a round t o a s u p e r v i s o r who i s e i t h e r s t r a i g h t , greedy 
or incompetent. Two salesmen complained: 

" . . . I s a i d t o h i m . . . I s a i d : 'add a bob 
or two on here, and a few pence on t h e r e , 
but he wouldn't do i t . . . t h a t s o r t o f 
t h i n g can ougger t h i n g s up f o r you... 
word gets round..." 

" . . . I always add a few pence on t h e r e 
mYs 

e l f , but when 'K' ( s u p e r v i s o r ) does 
i t . . . h e r e a l l y hammers them, he does them 
f o r a f i v e r some weeks..." 
Deals have t o be maintained d u r i n g h o l i d a y p e r i o d s f o r the 

reasons g i v e n above, but o f t e n d e a l e r s are not prepared t o work 
i n c o n s o r t w i t h r e l i e f dealces. An i n s i d e d e a l e r once t o l d me: 

"..'B' i s on h o l i d a y t h i s week, and the 
s u p e r v i s o r who i s on h i s round came up t o 
me and s a i d t h a t 'B' had s a i d t h a t I was 
a l r i g h t f o r a couple of t r a y s . . . I d i d n ' t 
know what t o say, so I j u s t l e f t i t open, 
amd s a i d : ' I ' l l see what I can do'..and 
when I saw him again, I t o l d him: 'Appar
e n t l y , you have t o put a l l e x t r a bread on 
the sheet'...and walked o f f . . . " 
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A l t h o u g h t h e r e are q u i t e s p e c i f i c and d e t a i l e d systems 
a v a i l a b l e f o r the t r a n s f e r of d e a l s , b o t h p a r t i e s are always 
v e r y wary, as a famous bakery s a c k i n g was once the r e s u l t of 
such temporary c o l l a b o r a t i o n . The f o l l o w i n g s t r a t e g i e s were 
i n s t i t u t e d , by the b i g i n s i d e d e a l e r s t o prevent t h i s o c c u r i n g 

"...when the b l oke goes on h o l i d a y , he 
pays you i n advance f o r the bread, r i g h t , 
t h a t he w i l l r e q u i r e f o r t h a t week, t o 
keep h i s books s t r a i g h t . . . so the bloke 
pays the b i l l b e f o r e he goes...and whatever 
the s u p e r v i s o r makes, i s h i s , l e s s the 
amount t h a t the bloke has p a i d f o r the 
bread...so the s u p e r i v s o r never handles 
the money...the r e g u l a r b l oke pays the 
paymaster...and the s u p e r v i s o r 'doesn't 
know' i t ' s on there...he don't 'check i t 1 , 
as f a r as he's concerned, he j u s t comes i n , 
loads h i s bread, and i f anybody he 
d i d n ' t check i t , r i g h t ? . . . " 

An a l t e r n a t i v e f o r w o r r i e d salesmen i s t o arrange the 
customer side of t h i n g s , o r , f a i l i n g t h a t , t o r e s i s t a l l managerial 
attempts t o be sent on h o l i d a y at a l i i Two salesmen t o l d me: 

" . . . I don't know what t o do about my h o l i d a y , 
i f the manager goes on t h e r e , or somebody 
l i k e t h a t , t h e y ' l l see t h a t I need about 
t h r e e or f o u r e x t r a t r a y s a w e e k . . . ( a f t e r 
the h o l i d a y ) . . . ! thought the manager v/as g oing 
t o do i t , so I wrote h a l f the customers 
down as on h o l i d a y . . . i n t h e r o u t e book... 
but t h e y found out what I ' d done, customers 
were r i n g i n g i n and everything'. ... I t o l d them 
t h a t I had had f l u ' , and t h a t I had been so 
bad t h a t I hadn't known what I was doing'..." 

" . . . t r o u b l e i s , h o l i d a y s , I've t o l d him though, 
' I never want t o go on h o l i d a y ' 1 . . . 1 never want 
a h o l i d a y l ' . . . . " 

Salesmen o c c a s i o n a l l y p e r c e i v e t h a t i n t e r — m i x i n g of the 
types of "making" w i l l p r o v i d e s a t i s f a c t o r y s o l u t i o n s t o a l l 
these problems, thus f o r m i n g what we might c a l l "mak i n g - s p i r a l s " . 
Roles such as f i d d l c e , dealee, s t e a l e e become successive minor 
f u n c t i o n a l r o l e s o f f e r e d t o customers, each a c t i n g as an a d d i t i o n a l 
l a m i n a t i n g f a b r i c a t i o n upon h i s core s t r u c t u r a l r o l e as customer. 
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Sometimes t h e s e s p i r a l s can be p r o t e c t i v e , as f o r example, when 
t h e d e a l e e becomes i n t u r n h i s own d e a l e r , o r when a s a l e s m a n 
s u b v e r s i v e l y d e a l s w i t h h i s f i d d l e e , as i n t h e f o l l o w i n g two 
c a s e s : 

" . . . a l l t h e b l o k e s t h e r e ( a n o t h e r d e p o t ) 
were on t h e f i d d l e , when we d i d t h e i r 
r o u n d s , we had t o c a l l a t t h e f i r e . s t a t i o n 
...and a l l t h e f i r e m e n came o u t f o r t h e i r 
' cheap' b r e a d . . . same a t t h e P o l i c e s t a t i o n ' . ..." 

" . . . I r o o k them, b u t I l e t them t h i n k t h e y ' r e 
m a k i n g money o u t o f me as w e l l . . . t a k e y e s t e r d a y , 
t h e y ' r e n o t supposed t o be on s a l e - a n d - r c t u r n , 
and he ( s h o p manager) s a i d t h a t I ' d g i v e n 
h i m t o o many f r e n c h l o a v e s . . . w e l l , I booked 
them, and t h e n t o o k them b a c k a t h a l f p r i c e , 
. . . w e l l , I j u s t d o u b l e d t h e o r d e r on t h e 
secon d r u n , and g o t them a l l back a t h a l f 
p r i c e t h e n e x t d a y ! ! . . " 

O t h e r s p i r a l s , a l t h o u g h o n l y p e r f o r m e d by a few o f t h e men, 
a r e g e n e r a l l y a c c e p t e d o n l y as t h e y do n o t t h r e a t e n t h e c o h e s i v e n e 
o f t h e s a l e s g r o u p , o r s p o i l t h e r e l a t i o n s w i t h d e s p a t c h s t a f f s . 
S t e a l i n g w h i l s t s i m u l t a n e o u s l y f i d d l i n g o r d e a l i n g w i t h a 
customer' a r e m a r g i n a l l y a c c e p t a b l e p r a c t i c e s : 

" . . . ( t h e c h e c k e r a t t h e i n s t i t u t i o n ) u s e d 
t o g i v e me whole s i d e s o f lamb...and one 
day, I n i c k e d a g r e a t b i g t i n o f c o f f e e . . . 
he was a good b l o k e , t h o u g h , he used t o 
g i v e me ( i n s t i t u t i o n a l ) b u t t e r , and I u s e d 
t o s o l . l i t on t h e r o u n d . . . " 

W h o l l y d i v i s i v e , on t h e o t h e r hand, a r e p r a c t i c e s s uch 
as i n t e r - g r o u p s t e a l i n g ( i s h a l l e x p l o r e how s i g n i f i c a n t s t e a l i n g 
f r o m ones' c o - w o r k e r s i s i n C h a p t e r F i v e ) , o r d o u b l e - d e a l i n g . 
Most t h r e a t e n i n g by f a r i s d o u b l e - d e a l i n g , and s t e a l i n g f o r m 
t h e d e a l e r . When d o u b l e - d e a l i n g i s t h o u g h t t o have o c c u r r e d , i t 
i s up t o t h e d e a l e r t o c o n t r o l b o t h t h e d e a l e r and t h e s a l e s m a n . 
An e x p e r i e n c e d i n s i d e d e a l e r s u g g e s t e d two ways o f d o i n g t h i s : 

" . . . . I w a t c h e d him f o r a week, and. saw 
who was g i v i n g i t t o h i m . . . s o I went up 
t o t h e b l o k e c o n c e r n e d and 1 t o l d , h i m : 
' I f I c a t c h you a g a i n , I ' l l shop y o u , i f 
y o u want b r e a d , i n f u t u r e , y o u ' l l g e t i t 
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o f f me, and n o t f r o m 'P' o r ' Q'' , and 
I s a i d : 'You come s t r a i g h t t o me, and 
you d e a l w i t h me o n l y , t h e y ' 1 1 g e t t h e i r 
c u t , b u t I t a k e t h e r e s p o n s i b i l i t y ' . . . " 

"...'X' ( c h a r g c h a n d d e a l e r ) c a u g h t one o r 
two o f t h e b l o k e s a t i t o n c e , he was l i v i d , 
. . . I h ad a s k e d one o f them t o go and g e t 
me some r o l l s , and 'X' came up, f u r i o u s , 
he was, f l i n g i n g h i s arms a b o u t . . . I 
t h o u g h t he was g o i n g t o n u t one on me', 
he s a i d : ' I ' in i n c h a r g e h e r e , d o n ' t you 
d e a l w i t h a n y body e l s e . . . I ' 1 1 g e t y o u t h e 
sac k i f y o u do...and d o n ' t y o u f o r g e t i t 1 

...he s t o p p e d a l l r o l l s them, e v e r y t h i n g , 
t h e y u s e d t o be f r e e . . . b u ckshee, but i i o t 
n o w , . . . i t ' s 'pay f o r e v e r y t h i n g ' . . . " 

S t e a l i n g f r o m t h e d e a l e r g e n e r a l l y c a r r i e s t e m p o r a r y , 
r a t h e r t h a n permanent p e n a l t i e s . As one i n d i g n a n t i n s i d e d e a l e r 
s a i d : 

"...'A' i s a f u c k i n g r o g u e , t h o u g h I . . . I 
c a u g h t h im p r o p e r once, he d i d me f o r 14'J 
" t h i c k . . . I s e a r c h e d e v e r y w h e r e f o r them... 
and s u d d e n l y , I saw them b e i n g p a s s e d up 
and down b e t w e e n t h e bays n e a r t h e v a n s 
I c o t t o n e d o n . . . I w a i t e d u n t i l t h e y ' d a l l 
l o a d e d , and t h e n popped my head a r o u n d t h e 
c o r n e r and s a i d t h a t I w a n t e d t o s p o t - c h e c k 
a l l t h e v a n s . . . I f o u n d a l l 140 o f . t h e m , and 
o f f i c i a l l y c h a r g e d 'A' w i t h them...he was 
manI c a l l e d me a b a s t a r d and e v e r y t h i n g . . . 
he came a f t e r me and a s k e d me t o t a k e them 
b a c k . . . b u t I w o u l d n ' t see?...he'd conned me, 
I d i d n ' t l i k e t h a t . . . I s a i d t o h i m : 'You 
were g o i n g t o s e l l them, so c a r r y o n ' . . . 
and I t o l d h i m : ' I f y o u ' d come and a s k e d 
me, I ' d have g i v e n them t o y o u f o r a c o u p l e 
o f q u i d . . . b u t y o u went b e h i n d me b a c k . . . " 

D o u b l e - d e a l e r s may be s u b j e c t e d t o s t r i n g e n t s a n c t i o n s , 
a l t h o u g h t h e b l a c k m a i l - p o t e n t i a l o f t h e i r k n o w l e d g e i s t o o 
g r e a t t o a l l o w them t o become e m b i t t e r e d . E n t r a p p e d m i n o r 
d o u b l e - d e a l e r s a r e n o r m a l l y s e v e r e l y r e s t r i c t e d f o r s h o r t 
p e r i o d s , and t h e n c o e r c e d i n t o t h e b i g d e a l - n e t w o r k s . O c c a s i o n 
a l l y , t h i s i s done w i t h n i c e cat-and-mouse humour: 

"i.«I g o t 'P' ( s a l e s m a n ) once t h o u g h , he 
came up t o me and a s k e d i f I c o u l d g i v e 'Y' 
( d e s p a t c h man) t h r e e pounds t h a t he owed hirn 
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'Y' was d e a l i n g on t h e s i d e , nee?...he and 
'P' t h o u g h t I d i d n ' t know a b o u t i t . . . so I 
s a i d : 'O.K. 1.„.and j u s t k e p t i t , I t h o u g h t 
I ' d t e a c h h i m a l e s s o n . . . w e l l , 'Y' must 
have a s k e d 'P1 f o r t h e money, and 'P' t o l d 
h i m t h a t he'd g i v e n i t t o me...'Y' came up 
t o me and a s k e d f o r i t : ' D i d *Y' g i v e you 
some money f o r me? ' . . . ' IT o' , I s a i d , 'What 
money?'...he went a l l r e d and I c o u l d see 
t h a t he was g e t t i n g a n g r y . . . ' N o 1 , I s a i d : 
' I d o n ' t know a n y t h i n g a b o u t any money'... 
I t h o u g h t I ' d j u s t l e a v e i t a t t h a t , and 
hope t h a t 'Y' would, see what was g o i n g on 
b u t he was t o o g r e e d y . . . e v e n t u a l l y , t o keep 
hi m q u i e t , I s a i d : 'What was t h i s money f o r 
anyway? 1 ... t h a t s h u t h i m u p , and I d i d n ' t 
have any more t r o u b l e f r o m h i m a f t e r t h a t . . . " 

I have h i n t e d a t some o f t h e p o s s i b l e ways o f r e s o l v i n g 
a f e w o f t h e p r a c t i c a l p r o b l e m s o f o c c u p a t i o n a l t h e f t , and i t s 
c o n c e a l m e n t w i t h i n l e g i t i m a t e o c c u p a t i o n a l a c t i o n . I n C h a p t e r 
F i v e I w i l l e x p l o r e i n d e t a i l some o f t h e p s y c h o l o g i c a l i r r m l i c — 
a t i o n s o f r o u t i n e o c c u p a t i o n a l s a t i s f a c t i o n o f t h e s e s t r u c t u r a l 
p r o b l e m s . But f i r s t , what i s t h e c o n t e x t i n w h i c h o c c u p a t i o n a l 
b l u e - c o l l a r t h e f t f i n d s i n t e l l i g i b i l i t y as an i n s t i t u t i o n a l i s e d 
p r a c t i c e ? 



295. 

INVISIBLE-WAGE SYSTEMS 

E v e r y b o d y g e t s p a r t o f t h e i r wages i n " k i n d " . A l t h o u g h 
t h i s i s o b v i o u s l y and i n s t i t u t i o n a l l y so f o r some j o b s ( c l e r g y m e n 
a r e n o t commonly h e l d t o be m o t i v a t e d b y f i n a n c i a l r e w a r d ) , 
and d i f f i c u l t t o p e r c e i v e f o r o t h e r s ( f e w dustmen f e e l t h e 
' c a l l ' t o d i s p o s e o f o t h e r p e o p l e ' s r u b b i s h ) , i t i s t h e o r e t i c a l l y 
i m p o s s i b l e t o denude even t h e most i n h o s p i t a b l e o f work 
e n v i r o n m e n t s o f some d e g r e e o f s a t i s f a c t i o n . L i s l K l i e n (1964, 

p i ) m e n t i o n s a r e s e a r c h w o r k e r who once i n t e r v i e w e d a f e m a l e 
w o r k e r who s p e n t a l l h e r w o r k i n g l i f e i n a f a c t o r y p i c k i n g up 
t i n y c i r c u l a r p i e c e s o f c o r k and i n s e r t i n g them i n t o o t h p a s t e 
t u b e caps. The r e s e a r c h w o r k e r a s k e d h e r w h e t h e r t h e work f e l t 
b o r i n g , and t h e g i r l r e p l i e d : "Oh, no1. They come up d i f f e r e n t 
e v e r y t i m e ! " Roy (1959-6O, p 160) adds: 

"...De Mar. c i t e s t h e case o f one w o r k e r 
who w r a p p e d 135000 i n c a n d e s c e n t b u l b s a 
day; she f o u n d h e r o u t l e t f o r c r e a t i v e 
i m p u l s e , h e r s e l f - d e t e r m i n a t i o n , h e r 
mean i n g i n work b y v a r y i n g h e r w r a p p i n g 
movements a l i t t l e f r o m t i m e t o t i m e . . . " 

F o r most o f u s , s a t i s f a c t i o n i s e q u a l l y i n d i r e c t and n o n -
m a t e r i a l , a l t h o u g h p r o b a b l y n o t as b i z a r r e as i n t h e s e two c a s e s . 
I m p o r t a n t l y , f o r most o f u s , e x t r a s a t i s f a c t i o n i s w h o l l y i n f o r m a l , 
u n o f f i c i a l , and p e r s o n a l . F o r l a r g e g r o u p s o f w o r k e r s , however, 
"on t h e s i d e " s a t i s f a c t i o n i s v i g o r o u s l y and e x t e n s i v e l y c o d i f i e d 
i n t o o f f i c i a l l y i n s t i t u t i o n a l i s e d wage-perk payment. 

( a ) W e b s t e r (193^, v o l i i , p 1026) d e f i n e s " p e r k " a s : "...a g a i n o r 
p r o f i t i n c i d e n t a l l y made f r o m employment i n a d d i t i o n t o r e g u l a r 
s a l a r y o r w a g e s . . . e s p e c i a l l y one made by custom e x p e c t e d o r 
c l a i m e d . . . " . M a r g a r e t P o w e l l (1968, p 74) o f f e r s two n i c e example 
w h i c h show t h a i ; w h i l s t i n c i d e n t a l , p o r k s a r e n o t e a s i l y d i s p e n s e d 
w i t h : " . . . I u s e d t o t r y and g e t i t o f f ( a n i m a l s k i n ) i n one go 
because a n y t h i n g l i k e t h a t , r a b b i t s ' s k i n s o r h a r e s ' s k i n s were 
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Wage-Perk Payment 

Under a wage-perk s y s t e m , an employee i s o p e n l y and 
l e g a l l y p a i d p a r t o f h i s v:ages i n k i n d . T h e r e a r e no c i r c u m 
s t a n c e s u n d e r w h i c h an employee c a n be p r o s e c u t e d f o r t a k i n g 
a d v a n t a g e o f t h i s s y s t e m , w h i c h i s o f t e n i n s t i t u t i o n a l i s e d as 
suc h i n t o p u b l i c j o b a d v e r t i s e m e n t s . Q u i t e o f t e n , wage-perk 
s t r u c t u r e s a r e t h e m a t u r e outcome o f a l o n g h i s t o r y o f l e g i t -
i r n i s i n g a w a g e - p i l f e r a g e s y s t e m , e s p e i c a l l y when p i l f e r a g e 

( a s w i t h t h e b u s - c o n d u c t o r ' s l e i s u r e t i m e b u s - p a s s , t h e m i n e r ' s 
( a ) 

c o a l ) i s p a r t i c u l a r l y d i f f i c u l t t o o t h e r w i s e c o n t r o l . When 
menbers o f management p r o f i t ( a s t h o s e who have company c a r s d o ) , 
t h e p e r k i s g e n e r a l l y t h o u g h t o f as an added i n c e n t i v e . When 
t h e - w o r k f o r c e a r e e n t i t l e d t o p e r k s ( s u c h as t h o s e l i v i n g i n 
" t i e d " c o t t a g e s ) t h e p e r k s t h e m s e l v e s s u b t l e l y u n d e r g o a 
t r a n s f o r m a t i o n f r o m b e i n g ' e x t r a ' pay, t o b e c o m i n g j u s t ad.d.ed 
commitment t o t h e e m p l o y e r . U l t i m a t e l y , wage-perk payment a c t s 
t o t h e d i s a d v a n t a g e o f t h e w o r k - f o r c e . As soon as i t i s i n s t i t u t 
i o n a l i s e d , i t i m m e d i a t e l y b e g i n s t o u n f u r l ao a w a g e - d e p r e s s a n t . 
On t o p o f t h i s , i t s y s t e m a t c i a l l y r e d u c e s t h e w o r k e r ' s own c h o i c e 
i n t h e way t h a t h i s wages a r e s p e n t . T h i s a f f e c t s t h o s e wiio 
l i v e i n on t h e j o b ( t h e i r wages a r e s u b s e q u e n t l y r e d u c e d t o pay 
f o r t h i s f a c i l i t y ) , and, most s e r i o u s l y , f r e q u e n t l y h a r s h l y 
d e p r e s s i n g t h e wages o f t h o s e who a r e a l l e g e d t o be m o t i v a t e d 
by h i g h e r t h i n g s t h a n j u s t money ( f o r e x a m p l e , n u r s e s - a n d .au p a i r s ) 
t o a b s u r d and c r u e l l e v e l s . ^ ) 

( c o n t d ) my p e r k s . The rag-and-bone man used t o g i v e me n i n e p e n c e f o r 
a h a r e s k i n . . . ( o f two g l a s s e s o f p o r t u s e d f o r c o o k i n g r a b b i t ) . . 
One g l a s s u s e d t o go i n t o t h e j u g g e d h a r e , t h e o t h e r g l a s s went 
down ( t h e c o o k ' s ) g u l l e t . I f she know I ' d seen her, 1 she'd s ay: 
'Oh, w e l l , i t ' s t h e cook's p e r k s . E v e r y b o d y does i t . . . " . 

( a ) P e r k s do n o t o p e r a t e d u r i n g s t r i k e s . See CASE 31 (23.2.74)• A 
m i n e r who t o o k 1 h i s ' c o a l d u r i n g a. s t r i k e was f i n e d £'jj f o r 
u i ea_L m g . 

I ^ \ ri .p n ,i o n -i \ { T O r -' -i -\ \ ,\ m ^ i _ . - „ . .L _ i i .. • „ „ „ 
\OJ u i „ w i o i j j l u \XtL»'Jm I jj i~ r r t i i i C i i c i u y-.i J. 1' i v d i a u u u u x u x u i.ui.L Ij u l u v i i a i 

f o r s t e a l i n g 3 d r e s s e s f r o m h e r e m p l o y e r s who p a i d h e r i'/.^O p e r 
wee!: - and t o o k £p o f t h a t b a c k f o r r e n t . I n CASS 20. ̂  2o.ci.7i) > 

http://2o.ci.7i
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U n s c r u p u l o u s e m p l o y e r s use t h i s o p p o r t u n i t y t o make 
p r o f i t n o t o n l y o u t o f t h e c u s t o m e r s ( a n d , i n c i d e n t a l l y , o u t 
o f t h e goods t h a t t h e i r employees a r e a l l o v j e d as p e r k s ) , b u t 
a l s o b y o v e r c h a r g i n g e m p l o y e e s , K e n d l e s o n and Hapgood (l974> 
p 97) n o t e 'how n u r s i n g home owners have been known t o c h a r g e 
t h e g o v e r n m e n t $14 p e r day t o f e e d t h e i r i n m a t e s , whom t h e y 
s u b s e q u e n t l y manage t o j u s t k eep a l i v e on $0.7B p e r day.^ c"^ 
M u t t e r (1970, p 209) s i m i l a r l y n o t e s : 

" . . . F r e e meals and l o d g i n g s a r e , o f 
c o u r s e , i n c l u d e d i n c a l c u l a t i n g an 
employee's s a l a r y . The 5chlockha.ua 
( s m a l l J e w i s h h o t e l ) owner p r e f e r s t o 
d e d u c t t h e c o s t o f t h e e m p l o y e e 1 s meals 
and l o d g i n g s , .-the c o s t a c c o r d i n g t o 
h i s own c a l c u l a t i o n s - r a t h e r t h a n pay 
t h e employee's a c t u a l v a l u e . I f t h e 
employee r e q u e s t s c a s h i n s t e a d o f 
mea l s o r t h e l o d g i n g s , h i s r e q u e s t i s 
d e n i e d . . . " 

W a g e - P i l f e r a g e Systems 

When t h e s e " k i n d " payments a r e u n o f f i c i a l , t h e n we may 
t a l k o f a w a g e - p i l f e r a g e s y s t e m . A c r u c i a l d i f f e r e n c e b e t w e e n 
p i l f e r a g e and p e r k s , i s t h a t a n y body c a u g h t p i l f e r i n g i s s t o p p e d , 
b u t n o t p r o s e c u t e d . P i l f e r a g e i s i t s e l f a p a r a d o x i c a l s t a t e . 
I t i s a t r a n s i t i o n s t a g e b e t w e e n wage-perk ( w h i c h i s o f f i c i a l l y 

( c o n t d ) c l e a n i n g l a d y was Put on p r o b a t i o n f o r s t e a l i n g £16 f r o m 
o f f i c e s w h i c h she c l e a n e d p r o f e s s i o n a l l y . She was g i v e n a 
s a m l l room, f r e e e l e c t r i c i t y , and £1.50 as a week's wages. 

( a ) The aged, when g r o u p e d , seem t o be a good t a r g e t . See CASE 33 
(30.5.74), a r e p o r t o f s t a f f t h e f t s o f g e r i a t r i c p o c k e t money, 
and CASE 69 (31.1-75) f o r a case r e p o r t o f a n u r s i n g home p r o p 
r i e t o r who had r a t h e r more t h a n c o n v e n t i o n a l c o n c e r n i n t h e l e g a l 
w i l l s o f h i s c h a r g e s . 

http://5chlockha.ua
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i n s t i t u t i o n a l i s e d ) and w a g e - t h e f t ( w h i c h i s o f f i c i a l l y condemned). 
C o n s e q u e n t l y , p i l f e r a g e i s "employee t h e f t w h i c h i s p r e - d e f i n e d 
a m b i g u o u s l y " . The p o t e n t i a l p i l f e r e r must h i m s e l f q u a l i f y t h e 
p o s s i b l e a d v a n t a g e s o f h i s o c c u p a t i o n a l t h e f t w i t h t h e a p r i o r i 
k n o w l e d g e t h a t what w i l l happen t o h i m s h o u l d he be c a u g h t i s , 
a p r o p o s o f t h e r e a c t i o n t o t h e t h e f t , w h o l l y u n c e r t a i n . He may 
s u c c e s s f u l l y d e f i n e t h e t h e f t as p i l f e r a g e t o h i m s e l f , b u t an 
e q u i v a l e n t l y a m b i g u o u s l y l e g a l r e a c t i o n i s i m p o s s i b l e . T h e r e i s 
no s uch c h a r g e as " p i l f e r a g e " : o c c u p a t i o n a l t h e f t i s e i t h e r 
p r o c e e d e d a g a i n s t as " s t e a l i n g " , o r i s i s n o t p r o c e e d e d a g a i n s t 
because i t i s d e f i n e d as a " p e r k " . T h i s i s t h e p a r a d o x o f wage-
p i l f e r a g e s y s t e m s : i r r e s p e c t i v e o f w h e t h e r o r n o t t h o s e i n 
c o n t r o l i n i t i a l l y p r a c t i c e d t h e s o r t o f " d i s e n g a g e d i n v o l v e m e n t " 
I d i s c u s s e d i n C h a p t e r Two, w h e t h e r o r n o t t h e t h e f t i n q u e s t i o n 
i s d e f i n e d as " s t e a l i n g " o r as " j u s t a p e r k " w i l l depend upon 
q u i t e a r b i t r a r y , e x t r a n e o u s , and s e p a r a t e d i c t a t e s o f t h o s e i n 
c o n t r o l . 

On t o p o f t h i s , w h e t h e r o r n o t an employee t h e f t i s 
d e f i n e d as " p i l f e r e g e " o r as " s t e a l i n g " v a r i e s f o r d i f f e r e n t 
i n d u s t r i e s . M a r t i n (1962, p 117) a l s o f o u n d , r a t h e r o m i n o u s l y , 
t h a t t h e i n d i v i d u a l w o r k e r can a l s o be i n t r o d u c e d as a v a r i a b l e 
i n t h i s c a l c u l a t i o n . One e m p l o y e r t o l d M a r t i n ( i b i d , p 118) t h a t 
t h i s d e f i n i t i o n : "...depends on t h e p e r s o n , i f you know a chap 
i s a b i t o f a r o g u e i t i s d i f f e r e n t f r o m an h o n e s t man...". The 
l i n e b e t w e e n p i l f e r a g e and s t e a l i n g a l s o seerns t o waver q u i t e 
i m p o n d e r a b l y . I once a s k e d one o f t h e V J e l l b r e a d s managers what 
s o r t o f o v e r a l l d a i l y s h o r t a g e f i g u r e w o u l d be a c c e p t a b l e . He 
r e p l i e d : 

" . . . A n y t h i n g up t o £100, b u t i t ' s v e r y h a r d 
t o s a y , because on some o c c a s i o n s , we've been 
£30 o r £/]0 s h o r t and t h e y ' v e n o t s a i d a w o r d , 
and s o m e t i m e s , we're £35 o r £45 s h o r t , and t h e y ' l l 
s a y : 'You're s h o r t " . . . you see, you c a n ' t r e a l l y 
p i n t h i s down t o a s p e c i f i c amount..." 

W h i l s t f o r some p r a c t i c a l i n t e n t s and p u r p o s e s , t h e b r o a d 
e m p i r i c a l o u t l i n e s o f t h e c r i t e r i a o f e v e r y d a y d i s t i n c t i o n a r e 
c l e a r , t h e s i t u a t i o n i s s p e c i f i c a l l y and i n d e f i n i t e l y ambiguous. 
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M a r t i n (1962), i n an e x t e n s i v e s t u d y o f t h e c r i t e r i a u s e d t o 
d i s t i n g u i s h b e t w e e n p i l f e r a g e and s t e a l i n g b y v a r i o u s f i r m s , 
emerges w i t h t h e f o l l o w i n g summary ( i b i d , p 125~6): 

" . . . ' P i l f e r i n g ' (when ' l e g i t i m a t e ' ) i n v o l v e s 
one o r more o f t h e f o l l o w i n g f e a t u r e s - t h e 
i t e m s t a k e n a r e o f ' srnal-,11 v a l u e , t h e y a r e 
t a k e n f o r t h e w o r k e r ' s own u s e , t h e q u a n t i t i e s 
i n v o l v e d a r e s m a l l , and t h e a c t i s unpremeditated.-. 
' S t e a l i n g ' i s any t a k i n g o f c a s h ( t h e o n l y 
d e f i n i t i o n w i t h w h i c h no one d i s a g r e e d ) , o r 
one o f more o f t h e f o l l o w i n g - t a k i n g o f 
stamp s , i t e m s f r o m ' s t o c k ' goods i n l a r g e 
q u a n t i t i e s ( b y t h e box, sa c k o r c r a t e ) , i t e m s 
o v e r a g i v e n v a l u e , i t e m s o v e r a g i v e n v a l u e , 
s m a l l i t e m s t a k e n r e p e a t e d l y , t a k i n g f o r r e 
s a l e , t a k i n g w i t h p r o - m e d i t a t i o n and u n a u t h o r 
i s e d t a k i n g when i t i s known t h a t t h e i t e m s 
w o u l d be g i v e n away on r e q u e s t . . . " 

T h i s i s a smumary o f a l l p o s s i b l e c r i t e r i a u s e d by a l l o f 
t h e f i r m s . s t u d i e d , and does n o t r e p r e s e n t a s e t o f c r i t e r i a u s e d 
by any one i n d i v i d u a l f i r m . I t i s a l s o an e x c e l l e n t summary o f 
t h e p o s s i b l e r e a s o n s w h i c h c o u l d be g i v e n f o r l a b e l i n g a t h e f t 
as e i t h e r ' p i l f e r a g e ' o r ' s t e a l i n g ' , n e v e r t h e l e s s , i t i s an 
o s t e n s i v e b u t weak d e f i n i t i o n ; i t does n o t s e t t l e upon any 
p a r t i c u l a r , u n i v e r s a l c r i t e r i a ( e x c e p t t h e t h e f t o f c a s h , I w i l l 
come t o t h a t i n a moment), and w h i l s t d r e s s e d t o l o o k s p e c i f i c , 
a c t u a l l y c o n t a i n s s e v e r a l e l a s t i c " w e a s e l " words l i k e ' s m a l l ' . 
By d e f i n i t i o n , we w o u l d have t o say t h a t t h e t h e f t o f a " h a n d f u l 
o f s c r e w s " , a " s p i r i t u a l b o u q u e t " , a " l i g h t b u l b " , " h a l f a can 
o f shoe p o l i s h " , and a " p h o t o g r a p h " , t h e t h e f t o f w h i c h s e v e r a l 
m e a t - i n s u e c t o r s f r o m B o s t o n were i n d i c t e d i n 1971 ( S c h u c k , 1972, 

( a ) 
p 87) were n o t s m a l l t h i n g s ' . 

Employee t h e f t s r e m a i n ambiguous a t t h e t i m e o f t h e f t . 
We c a n n o t s p e c i f y a. p r i o r i w h e t h e r o r n o t t h e y w i l l be d e f i n e d 
as ' p i l f e r a g e ' o r as ' s t e a l i n g ' . N e v e r t h e l e s s , t h i s a m b i g u i t y 

C o n t r a r i l y , CASE 37 (7«7«J4) r e p o r t s t h e a b s o l u t e d i s c h a r g e 
g i v e n t o a man who had t a k e n a w o r t h l e s s oox f r o m h i s e m p l o y e r 
The j u d ~ c a c c e p t e d t h a t t h e d e f e n d a n t d i d n ' t know t h a t - t h e r e 
was a s e x t a n t i n s i d e t h e box. 
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has a s y s t e m a t i c r a t h e r t h e n a random e f f e c t . I t d i s a d v a n t a g e s 
t h e w o r k f o r c e , and a d v a n t a g e s t h e management. S i n c e b o t h w o r k e r 
and management c a n p i l f e r , we have two d i s t i n c t t y p e s o f wage-
p i l f e r a g e ! C o l l e c t i v e / s t a b l e " c u s t o m a r y (wage e r a s e " , and 
I n d i v i d u a l i s t i c / u n s t a b l e " s u p p l e m a n t a r y ( s a l a r y ) r e w a r d s " . 

"Customary p i l f e r a g e " t r a p s t h e w o r k e r i n a d o u b l e - b i n d . 
H i s wages a r e g e a r e d down t o an i n v i s i b l e p i l f e r a g e v a l u e o f 
h i s j o b , b u t h i s a t t e m p t t o s e c u r e t h i s i n v i s i b l e v a l u e c o u l d 
w e l l l o s e him h i s j o b and l a n d h i m i n c o u r t . T h i s d o u b l e - b i n d 
i s h e t e r o d o x i c a l ( s i n c e t h e r e i s an o b v i o u s power d i f f e r e n c e 
b e t w e e n management and w o r k e r ) , and w h i l s t i t i s i n t h e o r y 
s t r o n g , i t i s weakened by t h e s i m u l t a n e o u s p r e s e n c e o f c u s t o m . 
Custom a c t s as a weak p a r a d o x i c a l b i n d on management: f o r many 
i n t e n t s and p u r p o s e s , t h e y a r e "bound" t o a l l o w some p i l f e r a g e . 
I n t h e b u i l d i n g i n d u s t r y , f o r example, custom weakens t h e 
h e t e r o d o x i c a l d o u b l e - b i n d upon t h e w o r k e r t o s u c h an e x t e n t 
t h a t ( M a r t i n , 1962, p 117): 

"...The b u i l d i n g i n d u s t r y a l w a y s a c c e p t s 
t h a t no man e v e r pays f o r n a i l s , s c r e w s , 
o r f i r e w o o d , b u t i f he t o o k s o m e t h i n g 
b i g g e r , i t w o u l d be t h e f t . . . " 

I t i s s i m i l a r l y t r a d i t i o n a l t h a t m e a t - i n s p e c t o r s (who 
have t o r e c o n c i l e t h e t e c h n i c a l l y i r r e c o n c i l a b l e g o v e r n m e n t a l 
t o p - h e a v y r e g u l a t i o n s w i t h t h e s h o r t - c u t s n e c e s s a r y f o r t h e 
economic s u r v i v a l o f t h e s l a u g h t e r - h o u s e s by u s i n g "common sense) 
a r e e n t i t l e d t o e x t r a r e w a r d , c a l l e d "cumshaw" (meat f o r t h e i r 
d o m e s t i c u s e ) ^ a ^ f o r o i l i n g t h e w h e e l s o f commerce ( S c h u c k , 1972). 

I t seems t h a t p i l f e r a g e may become " c u s t o m a r y " ( a l t h o u g h 
n o t y e t o f f i c i a l l y a " p e r k " ) when one o r more o f t h e f o l l o w i n g 
a r e a p p r o p r i a t e . The p i l f e r e d goods may n o t be a ' r e a l ' l o s s t o 
t h e f i r m : M a r t i n (1962, p 115) r a t h e r n i c e l y a s k s , what i s t h e 

( a ) Z u r c h e r (1964-65, P 399) n o t e s t h a t "cumshaw" i s a l s o u s e d 
s i m i l a r l y i n t h e U.S.'Navy. Z u r c h c r ( i b i d ) c l a i m s t h a t i t i s 
QT»|L < ~ r \ ' "Ly £1 C]"!i 11 s s G v<Tovd inG<XWi.]vv x , i n ( 
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c a r p e n t e r t o do w i t h t h e unneeded c u t - o f f s ? t h e w a i t e r w i t h t h e 
h a l f - e m p t y b o t t l e s o f wine? As Mars (1.973, P 202) and H u t t e r 
(1970, p 206) n o t e s t h e management i s u s u a l l y e s p e c i a l l y 
l e n i e n t i f w o r t h l e s s j t e r n s a r e " s c o f f e d " on t h e p r e m i s e s . The 
management may be s i m i l a r l y g e n i a l even i f goods w i t h some 
r e a l v a l u e a r e p i l f e r e d as l o n g as t h e l o s s may be e u p h e m i s t i c a l l y 
and a l t e r n a t i v e l y c a t e g o r i s e d a t i n v e n t o r y - t i m e ( i . e . , t h e 
p i l f e r a g e must be o f ' k i n d ' as i n v e n t o r i e s do n o t c o n t a i n a 
c a t e g o r y o f " b r o k e n " o f " s p o i l t " money); as l o n g as t h e l o s s 
may be o r g a n i s e d s y s t e m a t i c a l l y i n t o p r o d u c t i o n ( a t W e i l b r e a d s , 
an e x t r a 40 l o a v e s a r e u n o f f i c i a l l y baked e v e r y d a y t o p r o v i d e 
t h e 'men's b r e a d ' ) ; and as l o n g as t h e l o s s i s o f r e p e a t a b l e o r 
d i s p o s a b l e goods. 

Management may be k e e n t o i n s t i t u t e c u s t o m a r y p i l f e r a g e 
i f t h e y f e e l t h a t t h e a c t o f t h e f t i t s e l f c r e a t e s a h e d o n i s t i c 
s u r p l u s , a p s y c h i c p e r c e n t a g e e x t r a i n v i s i b l e wage on t o p o f 
t h e v a l u e o f t h e goods p i l f e r e d , w h i l s t s i m u l t a n e o u s l y r e t a i n i n g 
t h e s p i r i t o f t h e Damoclean sword o f d e f i n i n g i t as s t e a l i n g . 
Z e i t l i n (.19715 P 26) c o n s i d e r s t h a t a " s y s t e m o f c o n t r o l l e d 
l a r c e n y " may w e l l be c h e a p e r t h a n p a y i n g h i g h e r wages, and 
A u f h a u s e r (1973j P 819) n o t e s how s l a v e - o w n e r s s h r e w d l y a l l o w e d 
t h e r e b e l l i o u s n e s s o f t h e i r s l a v e s e x p r e s s i o n t h r o u g h m i n o r 
t h e f t . A s i d e f r o m i m a g i n e r y i n v i s i b l e e x t r a wages a c c r u i n g f r o m 
p i l f e r a g e o f i t e m s r a t h e r t h a n p u r c h a s e o f them on t h e m a r k e t , 
t h e r e i s a r e a l sense i n w h i c h ( b e c a u s e p i l f e r e d wages a r e 
u n t a x e d wages) i t i s c h e a p e r f o r b o t h management and w o r k e r . 
A l t e r n a t i v e l y , when t h e f i r m ' s c u s t o m e r s a r e t h e o b j e c t o f 
p i l f e r a g e , t h e f i r m w i l l more r e a d i l y a l l o w m a t u r a t i o n o f t h e 

( a ) 
p r a c t i c e t o become c u s t o m a r y . 

When p i l f e r a g e i s i n s t i t u t i o n a l i s e d and common amongst 

( a ) C o n v e r s e l y , when c u s t o m e r s s t e a l f r o m t h e f i r m , t h e y sometimes 
do so because o f t h e o p e r a t i o n o f what t h e y f e e l i s o v e r 
p r i c i n g . W a l l e r s t e i n and Wyle (1947 > ? 5) comment on t h e 
p r a c t i c e : " . . . L a r c e n y o f o b j e c t s u n d e r $1JO i n v a l u e c o v e r e d 
s u ch i t e m s as t o w e l s , a. b a t h r n a t , a spoon and stamps. One man 
a s s e r t e d t h a t h i s h i g h b i l l a t l e a s t gave him a m o r a l r i g h t 
t o s t e a l f r o m t h e h o t e l where lie was s t a y i n g . .. ". 
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members o f management i t i s a g r o s s m i s t a k e t o s i m i l a r l y l a b e l 

i t ' i n s t i t u t i o n a l i s e d t h e f t ' , as D a l t o n (1964, P 212, 215) so 
a c c u r a t e l y and e l o q u e n t l y a r g u e s . M a n a g e r i a l " o r g a n i s e d p i l f e r i n g 
r i g h t s " a r e e x p l i c i t l y ( a l b e i t u n s p o k e n l y ) " u n o f f i c i a l r e w a r d s " 
f o r t h e m i n u t i a e o f i n d i v i d u a l m a n a g e r i a l a c h i e v e m e n t , ( i b i d , 

p 198-199)« As D a l t o n shows, f o r m a l r a n k l i n g i s t o o r i g i d 
and t o o s l o w t o a c c u r a t e l y recompense m a n a g e r i a l e f f o r t , and 
i n f o r m a l r e w a r d s s u p p l e m e n t wages and s i m u l t a n e o u s l y s u p p o r t 
t h e e x i s t i n g s t a t u s quo a n t e . The u n o f f i c i a l r e w a r d s y s t e m 
f u n c t i o n s as what D a l t o n ( i b i d , p 206) c a l l s an " e l a s t i c 
i n c e n t i v e " : e f f o r t can be r e c o g n i s e d w i t h o u t d i s r u p t i n g t h e 
more cumbersome and s y m b o l i c p r o c e d u r e s o f p r o m o t i o n , and i n 
a d d i t i o n t o t h i s , " d i r t y w o r k " , f o r w h i c h i t w o u l d be u n w i s e t o 

( a ) 
r e w a r d d i r e c t l y , can be o b t a i n e d . 

U n o f f i c i a l r e w a r d , o r , m a n a g e r i a l " s u p p l e m e n t a r y r e w a r d 
s y s t e m s " a r e d o \ i b l c ~ b i n d s , b u t a r e o r t h o d o x ( i . e . , e x i s t b e t w e e n 
managers) and a r e c o n s e q u e n t l y weak. W h i l s t t h e r e i s l i t t l e 
c hance o f managers b e i n g p r o c e s s e d o r p r o s e c u t e d f o r a c c e p t i n g 
i n f o r m a l r e w a r d s ( a t l e a s t u n d e r n o r m a l c i r c u m s t a n c e s ) t h e 
s y s t e m i s i n e v i t a b l y s u b t e r r a n e a n . I f f o r m a l i s e d , i t w o u l d 
c o n f l i c t w i t h t h e o f f i c i a l r e w a r d s y s t e m , and so i t must 
a l w a y s be s u r r o u n d e d by what D a l t o n ( i b i d , p 195) r e f e r s t o as 
" d o u b l e - t a l k " . Each manager who t a k e s a d v a n t a g e o f t h e s y s t e m 
c a n n o t s i m u l t a n e o u s l y b e n e f i t f r o m i t and r e f u s e t o a c c e p t 
r e s p o n s i b i l i t y f o r p e r s o n a l l y m a naging t h e a m b i g u i t y i n v o l v e d . 
D a l t o n c i t e s two ca s e s .of f e m a l e managers u n a b l e t o t h u s b e n e f i t 
( D a l t o n , 1962, p 208, 211): 

"...Some f e m a l e heads r e g u l a r l y , b u t d i s c r e e t l y , 
gave c e r t a i n i t e m s a 'damaged' a p p e a r a n c e . 
D i v i s i o n heads u n o f f i c i a l l y knew o f t h i s , and 
s e t no l i m i t t o t h e markdown t h a t c o u l d be made, 
o t h e r t h i n g s b e i n g e q u a l . However, t h o s e d e p a r t 
ment heads who s h r a n k f r o m t h e a m b i g u i t i e s o f 

( a ) The r e w a r d s were n o t d i r e c t l y i n c a s h ( a s w i t h t h e . w o r k e r s ) , 
b u t were i n k i n d . D a l t o n ( i b i d , p 199-2Jj) c i t e s l e n g t h y 
e x a m p l e s o f " f o r e i g n e r s " ( u s i n g - t h e f i r m ' s t i m e and money t o 
"produce i t e m s f o r d o m e s t i c usa.^o), and o t h e r ' e x t r a s ' l i k e 
f r e e p e t r o l ( i b i d , p 202). J a s p a n and B l a c k (196J, p I87) 
e s t i m a t e t h a t s u c h " k i c k b a c k s " c o s t t h e A m e r i c a n economy 
f/j b i l l i o n s p e r y e a r . 
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e x e r c i s i n g t h e i r a u t h o r i t y and asked, a 
d i v i s i o n manager t h e ' l i m i t f o r a mark-
d.ovm were u s u a l l y t o l d "30 p e r c e n t " . . . 
( a n o t h e r f e m a l e d e p a r t m e n t head) " w o r r i e d 
t h e l i f e o u t o f " h e r d i v i s i o n heads 
because o n l y r n . r e l y c o u l d she "make 
d e c i s i o n s on h e r own". She, t o o , d e s i r e d 
" s hopworn" i t e m s , i n c l u d i n g j e w e l r y 
w i t h chipped, s t o n e s , b u t she c a l l e d upon 
t h e m e r c h a n d i s i n g c h i e f f o r j u d g e m e n t s 
on t h e mark-down she s h o u l d make and. 
was r e p e a t e d l y g i v e n t h e o f f i c i a l "30 
p e r c e n t " . K n o w i n g t h a t o t h e r s were t h a n 
d o u b l e d t h i s f i g u r e , she caused t r o u b l e 
by h e r g o s s i p and i n s i n u a t i o n s . . . " 

Thus, i n D a l t o n ' s c a s e s , t h e r e w a r d f o r p e r s o n a l l y a c c e p t i n g 
t h e management o f u n o f f i c i a l r e w a r d a m b i g u i t y was an e x t r a 30 
p e r c e n t on t o p o f t h e s t a n d a r d markdown. As M a r t i n (1962, p 23, 
126) so n i c e l y p o i n t s o u t , t h e n e a r e s t e q u i v a l e n t t o t h e s e 
u n o f f i c i a l r e w a r d s t h a t t h e w o r k f o r c e g e t s i s t h e c u t - p r i c e 
c o n c e s s i o n s f o r p u r c h a s i n g company-produced goods, and n o t 
i t e m s c u s t o m a r i l y p i l f e r e d by t h e men. 

G e n e r a l l y s p e a k i n g t h e n , w a g e - p i l f e r a g e systems i n a s m u c h 
as t h e y f u n c t i o n as what Z e i t l i n (l971» P 64) r e f e r s t o as a 
" s y s t e m o f c o n t r o l l e d l a r c n e y " , can a c t u a l l y b e n e f i t t h o s e who 
1ose t h e goods i n q u e s t i o n more t h a n t h e y b e n e f i t t h o s e who 
s t a n d t o g a i n them. The a d v a n t a g e o f t h e s e s y s t e m s i s t h e power 
t h a t a c c r u e s t o t h o s e who c o n t r o l them. I t does n o t l i e i n t h e 
p o s s e s s i o n o f t h e m a t e r i a l goods and s e r v i c e s i n q u e s t i o n . T h i s 
i s e s p e c i a l l y so f o r w o r k e r s r a t h e r t h a n f o r management, as 
t h e f o r m e r o f t e n have t o d e d u c t t h e c o s t o f " s w e e t e n e r s " f r o m 
t h e i r i n v i s i b l e e a r n i n g s i n o r d e r t o s e c u r e s e r v i c e s f r o m 
f e l l o w w o r k e r s who have no a c c e s s t o p i l f e r a g e ( s e e : H u t t e r , 
1970, p 213; D a v i s , 1959? P 270). A d d i t i o n a l l y , t h o s e w o r k e r s 
whose wage has been c u s t o m a r i l y g e a r e d down because o f t h e 
e x p e c t a n c y o f t i p s f r o m c u s t o m e r s may r e g u l a r l y g e t " s t i f f e d " 
( H u t t e r , 1970, p 212, meaning not. t i p p e d . ) by c u s t o m e r s who c o n s i d e r 
t i p s t o be an e x t r a , and n o t an e s s e n t i a l p a r t o f t h e wage. 
I n e v i t a b l y , t h e i n v i s i b i l i t y o f i n v i s i b l e 'wages means t h a t f o r 
p r e s t i g e — p u r p o s e s , w o r k e r s may o n l y c l a i m t h a i t h e y a r e p a i d 
t h e i n v i s i b l e amount ( L i e b o w , 1967> P 40). 
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C r u c i a l ^ , i n a l l u n o f f i c i a l w a g e - p i I f c r a g e a g r e e m e n t s , 
t h e r e i s t h e " o f c o u r s e " c l a s s e . T h i s r i d e r s p e c i f i e s t h a t 
" o f c o u r s e , i f X ( n a t u r a l l y , u n s p e c i f i e d ) happens, we w i l l have 
t o t r e a t t h i s as t h e f t " . I n any e v e n t , t h e p r i m a r y i n j u n c t i o n 
( t o be h o n e s t , and n o t p i l f e r ) can be e m p h a s i s e d , and t h e 
s e c o n d a r y n e g a t i v e m e t a - i n j u n c t i o n ( p i l f e r ) c a n be d e n i e d . 
I t i s t h i s ( i . e . , t h a t t h i s c an happen) w h i c h i s t h e message 
o f w a g e - p i l f e r a g e . The w i l l o f t h e p i l f e r e r i s m o r t g a g e d t o 
t h e manager t o whom he i s " t e c h n i c a l l y " , as t h e y say, a t h i e f . 

U n f o r t u n a t e ( u n i n t e n t i o n a l ) d i s o b e d i e n c e o f c o n c e a l e d , 
a m b i g u o u s , n o n - s p e c i f i c and ad hoc m e t a - r u l e s ( s u c h as " t o o 
much" t h e f t , o f " l a r g e " i t e m s , o f t h e "wrong" s o r t , " o p e n l y " , 
and so on) can t r a n s f o r m p i l f e r a g e i n t o s t e a l i n g . When t h i s 
h a p p e ns, t h e w a g e - p i l f e r a g e s y s t e m becomes a w a g e - t h e f t s t r u c t t i r e . 

W age-Theft S t r u c t u r e 

I n a v / a g e - t h e f t s t r u c t u r e , h a r s h c o n s e q u e n t i a l i t y r e p l a c e s 
u n c e r t a i n t y . The s t r u c t u r e i s w h o l l y u n a m b i g u o u s , b u t on t h e 
o t h e r h a n d , t h e r e i s no chance o f t h i s a m b i g u i t y b e i n g r e s o l v e d 

( a ) 
p o s i t i v e l y f o r t h e t h i e f as i t i s f o r t h e p i l f e r e r . On a l l 
o c c a s i o n s , o c c u p a t i o n a l t h e f t w i l l be d e f i n e d as s t e a l i n g . T h i s 
i s t h e c a t e g o r y o f " p u r e t h e f t " w h i c h D a l t o n (1964, p 201) t r i e s 
t o d i s t i n g u i s h f r o m " s u p p l e m e n t a r y r e w a r d s " . A g a i n , w a g e - t h e f t 
i s a d o u b l e - b i n d : i t i s h e t e r o d o x i c a l ( b e t w e e n managers and 
w o r k e r s ) b u t i t i s weak ( t h e r e i s no a m b i g u i t y o v e r t h e outcome 
o f e x p o s u r e ) . I t i s n e v e r t h e l e s s a d o u b l e b i n d '.where l o w wages 
a r e i n h a r n e s s w i t h e i t h e r d i r e c t ( o c c u p a t i o n a l ) o r i n d i r e c t 

( a ) F o r e x a m p l e , CASE 29 (23.1.74). A s t o r e employee who s t o l e 
D l U i ^ ^ L ' U U ^ ) wo.;:; 1 J . 1 ! L U . » j i b O J . CJ. — ; i ! 'J U O l l C l * b J I G ^ U U I L IJ : 1 £ i w O i J - o 

because he was u n d e r p a i d . 
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( s o c i e t a l ) i m p e r a t i v e s t o m a i n t a i n a c e r t a i n s t a n d a r d o f l i v i n g , 
w h i c h t h e v i s i b l e component o f t h e wage c a n n o t s u p p o r t . 

M a r t i n (19 62, p 117) p r o v i d e s a n i c e example o f t h e 
c l e a r - c u t , b u t h a r s h w a g e - t h e f t s t r u c t u r e : 

" . . . t h e r e w o u l d be t r o u b l e h e r e i s an 
employee t o o k a n y t h i n g . He w o u l d be 
d i s m i s s e d . I d o n ' t t h i n k t h e r e i s any 
d i s t i n c t i o n . I f he had o n l y p i n c h e d 
s o m e t h i n g w o r t h a s h i l l i n g , we w o u l d 
d i s m i s s h i m . . . " 

So, compared w i t h w a g e - p i l f e r a g e , where t h e e m p l o y e r i s 
i n w age-supplement c o l l u s i o n w i t h t h e e m p l o yee; i n a w a g e - t h e f t 
s t r u c t u r e , t h e w o r k e r has t o s t e a l h i s own wages. L e i b o w (1967, 
P 30-9) p r o v i d e s an e x c e l l e n t example o f t h i s w i t h ' T o n k 1 , one 
o f h i s s u b j e c t s , who was p a i d $35 P e r week, was e x p e c t e d t o 
s t e a l an a d d i t i o n a l $35 t o make up h i s wages. L e i b o w c o n t i n u e s : 

" . . . t h e e m p l o y e r i s n o t i n w a g e - t h e f t 
c o l l u s i o n w i t h t h e employee... Were he 
t o have c a u g h t Tonic i n t h e a c t o f s t e a l 
i n g , he w o u l d , o f c o u r s e , have f i r e d 
h i m f r o m t h e j o b and p e r h a p s c a l l e d t h e 
p o l i c e as w e l l . . . . T h e e m p l o y e r k n o w i n g l y 
p r o v i d e s t h e c o n d i t i o n s w h i c h e n t i c e 
( f o r c e ) t h e employee t o s t e a l t h e u n p a i d 
v a l u e o f h i s l a b o u r , b u t a t t h e same 
t i m e , he p u n i s h e s him f o r t h e f t i f he 
c a t c h e s h i m d o i n g i t . . . " 

B u t what o f t h e W e l l b r e a d salesmen? T h e i r p o s i t i o n ( b e a r i n g 
t h i s t y p o l o g y i n m i n d ) i s ambiguous. N e e d l e s s t o say, t h i s makes 
t h e i r o c c u p a t i o n a l l i f e even more p r e c a r i o u s and p o w e r l e s s . 
W h i l s t t h e r e a r e s i m p l y no r e c o g n i s e d u n i l a t e r a l l y a p p l i c a b l e 
" p e r k s " , and w h i l s t t h e s i t u a t i o n i s c l e a r l y and p u b l i c a l l y 
d e f i n e d as an ambiguous w a g e - t h e f t structure,^°^ two p r o c e s s e s 

( a ) Salesmen and bank c l e r k s a r e p a r t i c u l a r l y p r o n e t o b e i n g p a i d 
as b l u e - c o l l a r e m p l o y e e s , b u t a s k e d t o a p p e a r a t work as w h i t e -
c o l l a r ones. Abrar.ison (1949, P 4B) n o t e s t h a t t h i s i s r e f e r r e d t o 
b e i n g a s k e d t o " p u t on t h e d o g " . I n e v i t a b l y , t h e r e a r e t h o s e who 
w i l l r e a d t h e s e c o n d a r y i n j u n c t i o n ( t o a o p e a r w e l l ) as more imp
o r t a n t t h a n t h e y s t a n d a r d p r i m a r y i n j u n c t i o n n o t t o s t e a l . 

( b ) Banks n o r m a l l y p r o v i d e good examples o f w a g e - t h e f t s t r u c t u r e s . 
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o p e r a t e t o o b s c u r e t h i s h a r s h / f a i r s i t u a t i o n , p r o d u c i n g i n 
e f f e c t , an u n f a i r and h a r s h r e g i m e . 

W h i l s t t h e o f f i c i a l m a n a g e r i a l W o l l b r e a d s ' l i n e i s t o 
t r e a t a l l t h e f t f r o m t h e f i r m by s a l e s m e n as s t e a l i n g , t h i s i s 
w a t e r e d by t h e i r u n o f f i c i a l d e f i n i t i o n o f s t e a l i n g f r o m c u s 
t o m e r s as " f i d d l i n g " . " F i d d l i n g " c u s t o m e r s i s t h e same s o r t o f 
b i n d as ' p i l f e r a g e 1 : i t i s g e n e r a l l y t o l e r a t e d by t h e b a k e r y 
management as l o n g as i r a t e c u s t o m e r s do n o t demand r e t r i b u t i v e 
a c t i o ) ! . W h i l s t t h e y may p r a c t i c e t h i s t y p e o f p i l f e r a g e , s a l e s 
men have no c u s t o m a r y i n s t i t u t i o n a l i s e d p i l f e r a g e r i g h t s b a c k 
a t t h e b a k e r y . W h i l s t a l l p r o d u c t i o n w o r k e r s do have p i l f e r i n g 

r i g h t s t o a l o a f o f b r e a d each day ( e x t r a b r e a d i s b a k e d t o 
( a ) 

c o v e r t h i s l o s s ) 1 s a l e s m e n a r e e x c l u d e d f r o m t h i s p r i v i l e g e . 

( C o n t d ) I n b a n k s , i t i s n o t so much t h a t t h e r e i s no t h e f t ( a s i s 
commonly s u p p o s e d ) , i t i s r a t h e r t h a t a l l t h e f t i s u n a m b i g u o u s l y 
d e f i n e d as s t e a l i n g . A bank c o n t a c t e d by M a r t i n ( 1 9 6 2 , p 117) 
commented: " . . . I n a bank t h e r e i s no l i n o . . . ( b e t w e e n p i l f e r a g e 
and s t e a l i n g ) . y o u j u s t d o n ' t do i t . One t h i n g l e a d s t o a n o t h e r 
and we do ask f o r a h i g h s t a n d a r d and m a i n t a i n i t . . . " . S i n c e 
b a nks o n l y h a n d l e money, and. s i n c e t h e r e w o u l d be no way t o , 
f o r e x a m p l e, d e f i n e what " d o m e s t i c c o n s u m p t i o n " , o r a " s m a l l " 
amount o f money m i g h t be, a l l o w i n g c l e r k s t o d i p i n t o t h e t i l l 
would, i n e v i t a b l y l e a d t o a s i t u a t i o n w here, as was s u g g e s t e d , 
"one t h i n g l e a d s t o a n o t h e r " . On t o p o f t h i s , t h e r e i s no 
i n v e n t o r y euphemism ( s u c h as "damaged") where l o s t money m i g h t 
be a l t e r n a t i v e l y l o c a t e d . T h i s d i f f e r e n c e b e t w e e n banks and. 
r e t a i l o u t l e t s i s i n d i c a t e d by a s i g n i f i c a n t d i f f e r e n c e i n t h e i r 
r e l a t i v e p r o s e c u t i o n r a t e s as t a b l e d ..b.y R o b i n (1967, P 5^9)• 
Banks p r o s e c u t e Bjfo o f t h e i r e m b e z z l i n g e m p l o y e e s , whereas 
d e p a r t m e n t s t o r e s o n l y b o t h e r t o p r o s e c u t e lT/o. To c o n t r a d i c t 
t h e common a s s u m p t i o n t h a t b a n ks a r e r e l a t i v e l y f r e e f r o m 
employee t h e f t , S h i e l d s ( l 9 6 l , p 18) r e p o r t s t h a t one bank i n 
t e n r e g u l a r l y r e p o r t s a m a j o r i n t e r n a l t h e f t , and Cor" t (1959, 
p 34l) n o t e s t h a t p o l y g r a p h t e s t i n g showed t h a t 20/3 o f t e l l e r s 
had p i l f e r e d a s s e t s . MclCvoy (19 41» P 71) r e c a l l s one C h i c a g o 
bank t h a t l o s t ^16,000 i n 1931 t h r o u g h t h e e m b e z z l i n g a c t i v i t i e s 
o f 9 o u t o f 54 e m p l o y e e s ; Hoover (1933* P 659) n o t e d how t h e 
p e c u l a t i o n s o f 12 o f f i c i a l s i n one bank w i p e d o u t n e a r l y a l l i t s 
a s s e t s , and how, i n a n o t h e r bank, a l l 6 t e l l e r s were e m b e z z l i n g 
s i m u l t a n e o u s l y . B a r r e t t (I065, p 203) f o u n d 13 t e l l e r s w i t h 
t h e i r hands i n t h e t i l l i n one bank, and even t h e bank e x a m i n e r 
was u s i n g f r o z e n c a s h f r o m t h e v a u l t f o r p e r s o n a l u s e . Ho 
" p i l f e r a g e " by d e f i n i t i o n , s i n c e a l l t h e f t i s d e f i n e d as " s t o a l i 
No d.oubt t h a t i f i t wacn 1 t f o r t h e e x c e s s i v e l y z e a l o u s d a i l y 
c h e c k s ( s e c J . P i . D a v i s . 19571 P 226-7) t h e a c t u a l l o s s w o u l d 
be much h i g h e r t h a n i t i s . 

( a ) The l o a f .̂ day i s n o t a p e r k . The l o a f c a n n o t be t a k e n o p e n l y , 
b u t must i n s t e a d be s e c r e t l y p i l f e r e d by. t h e men w h i l e t h e 
d e s p a t c h manager i s a t l u n c h . 
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I t i s assumed t h a t p r o d u c t i o n s t a f f have no o u t l e t o t h e r t h a n 
d o m e s t i c c o n s u m p t i o n f o r p i l f e r e d l o a v e s , and t h a t t h i s e m p i r i c a l 
f e a t u r e o f t h e p r a c t i c e w i l l de f a c t o l i m i t t h e amount o f b r e a d 
t h a t t h e y v / i l l t a k e . Salesmen, on t h e o t h e r hand, a r e assumed 
t o have g u a r a n t e e d o c c u p a t i o n a l a c c e s s t o f a c i l i t i e s ( a r o u n d 
o f c u s t o m e r s ) t i n •ough w h i c h t h e y c o u l d s y s t e m a t i c a l l y v i o l a t e 
t h e w a g e - p i l f e r a g e m e t a - i n j u n c t i o n w h i c h i s a p p l i e d : d o m e s t i c 
c o n s u m p t i o n . The vagu e n e s s o f t h e m e t a - i n j u n c t i o n , i n t h i s c a s e , 
means t h a t t h e p i l f e r a g e b i n d c a n n o t be t h r o w n r o u n d s a l e s m e n a t 
t h e b a k e r y i t s e l f , t h e i n v i s i b l e component o f t h e wage b e i n g 
s a t i s f a c t o r i l y g a r n e r e d i n d i r e c t l y f r o m c u s t o m e r s . 

W e l l b r e a d s salesmen a r e t h u s u n e q u i v o c a b l y i n c a r c e r a t e d 
i n an o c c u p a t i o n a l b i n d w h i c h s p e c i f i e s t h a t t h e y be p a i d l o w 
wages, w h i c h t h e y may make up by e i t h e r w a g e - t h e f t f r o m t h e f i r m 
( w h i c h w i l l be t r e a t e d as a c t i o n a b l e ) , o r be w a g e - p i l f e r a g e 
f r o m c u s t o m e r s - w h i c h o n l y m i g h t . l e a d t o t r o u b l e . 



C h a p t e r F i v e 

P u b l i c N e g o t i a t i o n and M a n a g e r i a l R e a c t i o n 
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PROTOTYPICAL "CHARACTERS" AND ARCHETYPAL PORTFOLIOS 

S t a g e s i n t h e P r o c e s s o f P a r t - T i m e T h i e v i n g 

I r o n i c a l l y , t h e t y p i c a l s a l e s m a n 1 s r e s o l u t i o n o f t h e 
t e n s i o n b e h i n d t h e s o c i a l i s a t i o n d o u b l e - b i n d ( f a i l u r e t o 
u n i v e r s a l l y s p e c i f y t h e g r o u n d s o f a p p l i c a b i l i t y o f t h e 
f i d d l e i n j u n c t i o n l e a d s , e v e n t u a l l y , t o management b e i n g 
" f i d d l e d " as w e l l as c u s t o m e r s ) p l a c e s h im i n y e t a n o t h e r 
d o u b l e - b i n d . He i s 'asked' t o a c c e p t t h e i n v i s i b l e - w a g e " b r i b e " 
i n o r d e r t o b r i n g h i m s e l f up t o a demanded m a t e r i a l l y a d v a n t a g e d 
p o s i t i o n , and t o s i m u l t a n e o u s l y m o r t g a g e any l e g i t i m a t e p o l 
i t i c a l e x e r c i s e o f h i s w i l l . The t y p i c a l a c t i o n t a k e n by t h e 
men u n d e r t h e s e c o n s t r a i n e d c i r c u m s t a n c e s i s t o r e l i n q u i s h 
t h e p r i n c i p l e s and t a k e t h e money. 

Thus, f o r most o f t h e s a l e s m e n , a n e c e s s a r y ( a l t h o u g h 
i n s u f f i c i e n t ) c o n d i t i o n o f s u c c e s s f u l l y m a n a g i n g t h e o c c u p a t i o n a l l y 
p a r a d o x i c a l l i f e as a sa l e s m e n a t W e l l b r e a d s i s t o be a b l e t o 
become t e c h n i c a l l y c o m p e t e n t i n t h e " p a r t - t i m e c r i m e s " o f 
f i d d l i n g , d e a l i n g and s t e a l i n g . W h i l s t p r a c t i c e o f t h e s e s t r a t 
e g i e s r e s o l v e s some o f t h e di l e m m a s t h r o v m up by t h e o c c u p a t i o n a l 
f a c t t h a t salesman-wages have a l a r g e i n v i s i b l e component ( i . e . , 
j u s t t o s e t t l e f o r t h e i n v i s i b l e crumbs s a n c t i o n e d b y t h e 
management - f i d d l i n g c u s t o m e r s - w o u l d n o t s a t i s f a c t o r i l y 
meet t h e vague s o c i e t a l i n j u n c t i o . n t o m a i n t a i n , a c e r t a i n s t a n d -
a r e o f l i v i n g ) , i t s i m u l t a n e o u s l y and c o n v e r s e l y t h r o w s i n t o 
b o l d r e l i e f t h e g e n e r a t i o n o f a m b i g u i t y and t h e e r o s i o n o f 
o c c u p a t i o n a l r e s p o n s i b i l i t y and p e r s o n a l c o n t r o l t h a t a c c e p t a n c e 
o f a l a r g e i n v i s i b l e wage o v e r a s m a l l v i s i b l e one i m p l i e s , What 
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t h e s a l e s m a n g a i n s on t h e f i n a n c i a l s w i n g e : lie l o s e s on t h e 
' p o l i t i c a l ' r o u n d a b o u t s . 

The sales m a n <and t h i s a l s o p r o d u c e s h i s c o n s e r v a t i s m ) , 
i s s u b s e q u e n t l y p a r t i c u l a r l y d e p e n d a n t upon t h e c o n t i n u i n g 
g o o d - w i l l o f t h e management ( a n d n o t h i s own e f f o r t s ) f o r h i s 
s t a n d a r d o f l i v i n g . A l t h o u g h he i s a l s o h e l d o r g a n i s a t i o n a l l y 
r e s p o n s i b l e f o r a l l t h e goods c r e d i t e d t o h i s r o u n d , he i s 
s y s t e m a t i c a l l y d e n i e d a c c e s s t o f u l l t e c h n i c a l means f o r 
c r o s s - c h e c k i n g t h e m a n a g e r i a l c o m p u t a t i o n s f o r t h e s a l e s -
s y s t e m he ' c o n t r o l s ' . B ut w h i l s t he i s f o r c e d t o r e l y u pon 
t h e h o n e s t y o f management, he i s w e l l aware o f t h e n a t u r e o f 
t h e o c c u p a t i o n a l c o n t r a d i c t i o n . I t i s common kn o w l e d g e amongst 
s a l e s m e n t h a t t h e m a n a g e r i a l hand t h a t g e n e r a l l y f e e d s d e v i a n c e 
sometimes has been known t o a r b i t r a r i l y t u r n and c r u s h i t 
i n s t e a d . 

Thus, w h i l e t h e o r g a n i s a t i o n e n c o u r a g e s d e v i a n c e i n i t s 
e m p l o y e e s , i t r a n d o m l y f a i l s t o p r o v i d e s u f f i c i e n t " c o v e r " f o r 
t h e p r a c t i t i o n e r s i n t i m e s o f c r i s i s . The s a l e s m e n a r e f a c e d 
w i t h t h e s t r u c t u r a l l y weak h e t e r o d o x i c a l d o u b l e - b i n d o f h a v i n g 
no " r e a l i s t i c " a l t e r n a t i v e b u t t o 'make' money "on t h e s i d e " ; 
w h i l s t d o i n g so i s ( a l b e i t v a r i o u s l y ) p u n i s h a b l e by t h e v e r v 
p e o p l e who demand t h e p r a c t i c e i n t h e f i r s t p l a c e . 

The o r i e n t a t i o n o f much s a l e s a c t i v i t y i s t o w a r d s v a r i o u s 
b a l a n c i n g s t r a t e g i e s . As we saw i n t h e p e n u l t i m a t e s e c t i o n o f t h e 
C h a p t e r F o u r , t h e salesman has t o w a l k a n a r r o w t i g h t - r o p e 
b e t w e e n c u s t o r n e r - t r u s t and t h e c o n t i n u i t y o f s a l e s , t h e v i s i b 
i l i t y o f f i d d l e s and t h e c o n t i n u i t y o f s a l e s , t h e p r o f i t a b i l i t y 
w i t h t h e t r a n s f e r a b i l i t y o f f i d d l e s , and b e t w e e n t h e r i s k s o f 
v a r i o u s f i d d l e s and t h e i r e n t r a p m e n t c o n s e q u e n c e s . T h i s t e s t i f i e s 
t o t h e p r e s e n c e o f a t t e m p t s t o o r g a n i s e " p a r t - t i m e c r i m e " 
i n v i s i b l y . One t y p e o f p r a c t i c a l f o r m a t f o r t h e o r g a n i s a t i o n o f 
i l l e g a l i t y u n d e r such c o n d i t i o n s ( p r o g r e s s i v e l y s p i r a l l i n g 
t e c h n i q u e s ) i s sometimes a d o p t e d , and o c c a s i o n a l l y s a n c t i o n e d . 
U n f o r t u n a t e l y , a l t h o u g h 1 s p i r a l l i n g ' s a t i s f a c t o r i l y d e a l s w i t h 



310. 

t h e n e c e s s i t y t o make money, i t i n t r i n s i c a l l y f a i l s t o a u t o 
m a t i c a l l y g e n e r a t e a c t i v i t y , and i d e n t i t y , " c o v e r " . A c t i v i t y 
c o v e r i s a x i o m a t i c a l l y p r o v i d e d "by competence i n p r a c t i c i n g 
f i d d l i n g , s t e a l i n g a,nd d e a l i n g , and b y j u d i c i o u s s e l e c t i o n o f 
a c o r p s o f t e c h n i q u e s w h i c h a r e u n r e l a t e d . I r r e s p e c t i v e o f t h i s , 
a d d i t i o n a l c a r e must be t a k e n t o e n s u r e t h a t t h e i m p l i c a t i o n s 
t h a t i l l e g a l a c t i v i t y has f o r t h e s e l f r e m a i n m i n i m a l , and t h a t 
d e v i a n c e m e r e l y r e m a i n s as one s m a l l c h a r a c t e r t r a i t amongst 
many, and i s n o t e l e c t e d "by u n w a r r a n t e d p r e e m i n e n c e "by f o r c e o f 
s o c i e t a l r e a c t i o n a l o n e . 

I f s a l e smen's i l l e g a l a c t i v i t i e s a r e t o r e t a i n t h e i r 
" p a r t - t i m e " p r a c t i c a l s t a t u s , t h i s needs t o be s u p p o r t e d by a 
p s y c h o l o g i c a l s t r a t u m w h e r e i n t h e d e v i a n t c h a r a c t e r t r a i t has 
an e q u i v a l e n t " p a r t i a l " s t a t u s . A c c o r d i n g l y , s a l e s m e n r e q u i r e 
an o p e r a t i o n a l b a s i s f o r t h e i r i l l e g a l "but e s s e n t i a l i:>ract i c e s 
t h a t w i l l s i m u l t a n e o u s l y p r o v i d e t h e r e q u i s i t e i n v i s i b l e 
m a t e r i a l b e n e f i t s , and p r a c t i c a l and p s y c h o l o g i c a l p r o t e c t i o n . 

P r i n c i p a l l y , management " p r o t o t y p e " t h e sales m e n i n t o 
good o r bad c a t e g o r i e s . P a r a d o x i c a l l y , s e m i - o f f i c i a l p r o c e s s i n g 
w i t h i n t h e f i r m , c o u p l e d w i t h t h e men's r e a c t i o n s and r e m o u l d i n g 
o f t h i s l a b e l i n g and p r o c e s s i n g , endows each man w i t h one o f a 
v a r i e t y o f a v a i l a b l e " a r c h e t y p a l " m e l o d r a m a t i c " c h a r a c t e r s " . 
The o p e r a t i o n o f t h e s e " c h a r a c t e r s " p r o d u c e s a " p o r t f o l i o " o f 
r e l e v a n t and l i n k e d t e c h n i q u e s o f t h e f t : a p r a c t i c a l s e l e c t i o n 
whose l i n k i n g s t r u c t u r e a u t o m a t i c a l l y and p r a c t i c a l l y p r o t e c t s t h e 
a c t o r . A b a t c h o f t e c h n i q u e s i s s e l e c t e d by each man i n o r d e r t h a t 
e x p o s u r e i n t h e p r a c t i c e o f one w i l l n o t i n e v i t a b l y e s c a l a t e t o 
g e n e r a l e x p o s u r e as a t h i e f , as t h e r e s t o f t h e p o r t f o l i o may 
c o n t i n u e t o be p r a c t i c e d u n s e e n and u n h i n d e r e d . 

S t u d y o f s a l e s - p o r t f o l i o s , and t h e " c h a r a c t e r s " e m e r g i n g 
as p r o c e s s i n t h e s u b s e q u e n t d a i l y i n t e r a c t i o n s , p r o v i d e s a 
s o c i o l o g i c a l b a s i s f o r e x p l o r i n g t h e d i f f e r e n c e s b e t w e e n s a l e s 
men i n a way not. d e p e n d a n t upon any u n s e e m l y p o s t u l a t i o n s a b o u t 
p e r s o n a l i t y v a r i a t i o n s , n o r upon u n c r i t i c a l a d o p t i o n o f t h e 
c o n c e p t ' r o l e ' . I w i l l t u r n f i r s t t o a d i s c u s s i o n o f t h e l a t t e r . 
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P r o b l e m s w i t h R o l e as P r o c e s s : 'Types' 

C r i t i c s o f ' r o l e ' have emphasised t h e d e f i n i t i o n a l c o n 
f u s i o n c h a r a c t e r i s i n g t h e d e b a t e , t o t h e d e t r i m e n t o f c l a r i f y i n g 
t h e e s s e n t i a l d u a l i t y o f t h e c o n c e p t . I n i t i a l l y , r o l e has t h e 
f i v e f o l d m e t a p h o r i c a l y v o c a b u l a r y e n u m e r a t e d by D a h r e n d o r f 
(1973, P 8 - 9 ) : 

" . . . I d e n t i c a l o r a t l e a s t r e l a t e d c o n c e p t s . 
The words we e n c o u n t e r t i m e and t i m e a g a i n 
i n t h i s c o n t e n t a r e mas;-:, p e r s o n a , c h a r a c t e r , 
and r o l e o r p a r t . . . R o l e , p a r t , p e r s o n a , 
c h a r a c t e r and mask a r e words whose b a s i c 
c o n t e x t , a l l o w i n g f o r d i f f e r e n t s t a g e s o f 
t h e d e v e l o p m e n t o f l a n g u a g e , i n t h e same, 
namely t h e t h e a t e r . . . T h e s e words have a 
number o f c h a r a c t e r i s t i c s i n common. ( 1 ) 
A l l o f them i n d i c a t e s o m e t h i n g t h a t i s g i v e n 
t o t h e a c t o r f o r t h e o c c a s i o n , s o m e t h i n g t h a t 
i s o u t s i d e h i m s e l f . ( 2 ) T h i s ' s o m e t h i n g ' 
may be d e s c r i b e d as a c o m p l e x o f modes o f 
b e h a v i o u r , w h i c h ( 3 ) i n t u r n c o n n e c t s w i t h 
o t h e r c o m p l e x e s t o f o r m a w h o l e , and i s i n 
t h a t sense a ' p a r t ' ( a s t h e L a t i n jTars_ and 
t h e E n g l i s h ' p a r t ' f o r t h e a c t o r ' s r o l e s t i l l 
i n d i c a t e ) . ( 4 ) S i n c e t h e s e modes o f b e h a v i o u r 
a r e g i v e n t o t h e a c t o r , he must l e a r n them 
i n o r d e r t o be a b l e t o p l a y h i s p a r t . ( > ) 
Prom t h e p o i n t o f v i e w o f t h e a c t o r , no r o l e , 
no d r a m a t i s p e r s o n a e , i s e x h a u s t i v e ; he can 
l e a r n and p l a y a m u l t i t u d e o f r o l e s . . . " 

I t i s a l l e g e d by most o b s e r v e r s t h a t i?ole i s a m e d i a t i n g 
c o n c e p t , a i d i n g a n a l y t i c a l u n d e r s t a n d i n g o f t h e n a t u r e o f o r d e r , 
and t h e r e l a t i o n s h i p b e t w e e n a c t o r and s t r u c t u r e . The v e r y b r o a d 
ness o f t h e c o n c e p t , however, p e r p e t u a t e s r a t h e r t h a n b r i d g e s 
t h e a c t i o n / s o c i e t y h i a t u s . I t g e n e r a t e s two a n a l y t i c a l l e v e l s 
as opposed t o one i n t e r v e n i n g t o o l . The f i r s t sense o f r o l e i s 
i t s a b i l i t y t o r e f l e c t s o c i e t y t h r o u g h i t s m e a n i n g as s t r u c t u r a l 
p a r t . The common f e a t u r e h e r e i s r e f e r e n c e t o " b e h a v i o u r a l e x p e c t 
a t i o n s " , o r , " n o r m a t i v e r e g u l a r i t i e s " , w h i c h ( i t i s s u g g e s t e d ) 
d e p i c t t h e m o r a l d i v i s i o n o f l a b o u r n e c e s s a r y f o r t h e o r d e r l y 
p r o d u c t i o n o f me a n i n g , and t h e e s s e n t i a l ' p a r t s ' s u f f i c i e n t 
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f o r t h e s u c c e s s f u l c o n c l u s i o n o f a s e t a c t i o n . Men, inas m u c h 
as t h e y can be seen as t h e p r o d u c t s o f s o c i a l i s a t i o n , w a r r a n t 
t h i s m e a n i n g . I n d e e d , as Mackay ( i n T u r n e r , 1974» o l 8 l ) t e l l s 
u s : " f o r t h e s o c i o l o g i s t , t o be human i s t o be s o c i a l i s e d . To be 
s o c i a l i s e d i s t o a c q u i r e r o l e s . " G offman ( l 9 o l a , p 41) r e m i n d s 
us t h a t r c l e n o t o n l y i m p l i e s s o c i a l i s a t i o n , b u t a l s o c o n n o t a t e s 
an a f f e c t i v e s t a n c e t o w a r d t h i s p e r s p e c i t v e : " . . . r o l e i m p l i e s 
a s o c i a l d e t e r m i n i s m and a d o c t r i n e a b o u t s o c i a l i s a t i o n . . . R o l e , 
t h e n i s t h e b a s i c u n i t o f s o c i a l i s a t i o n . . " . 

F o r t h e p u r p o s e s o f a n a l y s i n g t h e i l l i c i t a r t s o f s a l e s m e n , 
t h i s s t r u c t u r a l sense o f r o l e has a l r e a d y p e r f o r m e d i n C h a p t e r 
F o u r i n t h e p o r t r a y a l o f a d i s t i n c t i o n b e t w e e n ( f o r e x a m p l e ) 
f i d d l e r and f i d d l e e . I n t h i s c h a p t e r I am i n t e r e s t e d n o t so much 
i n t h e t u r n s t a k e n i n t h e a c t i o n , b u t i n t h e s e c o n d a r y , more 
e t h e r e a l m e a ning o f r o l e : d r a m a t u r g i c a l a c t o r s o r 'masks'. 
A n a l o g y p e r h a p s b e s t d e s c r i b e s and d i f f e r e n t i a t e s t h i s . C o n s i d e r 
an o x p l i t i t l y s t a g e d p e r f o r m a n c e ( a common-sense s t a g e d p l a y i n 
a t h e a t r e ) . The o r g a n i s a t i o n o f t h e p r o d u c t i o n ( a s I have a l r e a d y 
d i s c u s s e d i n C h a p t e r T h r e e ) g e n e r a t e s d r a m a t u r g i c d i s t i n c t i o n s 
a t two l e v e l s . L i t e r a l l y , we have t h e p e r f o r m e r s , and t h e a u d i e n c e . 
M e t a p h o r i c a l l y , we a l s o r e a d t h e a u d i e n c e anc? t h e p e r f o r m e r s _as 
p e r f o r m e r s o f a more a b s t r a c t s o r t . G i v e n t h i o , l o o k i n g a t t h e 
p e r f o r m a n c e i n t e r m s o f r o l e , we o n l y have d i s t i n c t i o n s a t a 
r e l a t i v e l y mundane s t r u c t u r a l l e v e l b e t w e e n a c t o r s , a u d i e n c e s , 
and v a r i o u s a n c i l l a r y r o l e - f i l l e r s l i k e s t a g e - m a n a g e r s , c l a p p e r s , , 
p r o d u c e r s , p r o m p t s , t i c k e t - s e l l e r s and i c e - c r e a m g i r l s , a l l o f 
whom a r e more o r l e s s n e c e s s a r y f o r t h e s u c c e s s f u l c o m p l e t i o n o f 
t h e p e r f o r m a n c e , and a l l h a v i n g a l l o t e d s t r u c t u r a l l y s c r i p t e d 
t u r n s f o r t a k i n g p a r t , i n t h e way t h a t even t h e . a u d i e n c e " t a k e s 
p a r t " i n t h e p e r f o r m a n c e . 

What i n t e r e s t s us p a r t i c u l a r l y h e r e i s t h e l e s s s t r u c t u r a l l y 
r e l e v a n t meaning o f r o l e : h e r e , f o r e x a m p l e , t h e v a r i e t i e s i n t h e 
way t h a t a c t o r s on t h e s t a g e ' p l a y ' t h e a c t o r r o l e . T h i s i s what 
Mead means when he r e f e r s t o ( i n S t r a u s s , 195°, P t h e " v a r i e d 

f o r m s " o f t h e "common r e s p o n s e " , and S a p i r ( i n G o f f m a n 5 1961a 5 p 102) 
when he t a l k s o f "a s e r i e s o f p e t t y t r u a n c i e s f r o m t h e o f f i c i a l 



313. 

s o c i a l i s e d s e l f " . 

I n any p e r f o r m a n c e , a p a r t i c u l a r f o r m a l p a r t m i g h t be 

p l a y e d by a s t a r , a w a l k - o n , a b i t - p l a y e r , a c h a r a c t e r - a c t o r , 

and so on. I n t h e s t r u c t u r a l .sense> t h e ' c a s t ' w o u l d be f u r t h e r 

d i v i s i b l e i n t o ' l e a d s ' , ' s u p p o r t i n g a c t o r s ' , and ' c r o w d s ' . But 

u n l e s s s t r i c t r o l e a n a l y s i s i s t o become i n f i n i t e l y r e g r e s s i v e , 

t h e n , a q u i t e s e p a r a t e c o n c e p t must be e l u c i d a t e d t o draw 

a t t e n t i o n t o t h i s e p h e m e r a l r e f l e c t i o n o f s t r u c t u r e t h a t i n t e r e s t s 

us h e r e . R o l e c a n n o t o p e n l y cope w i t h t h e r e f l e x i v e e l e m e n t 

n o t i c e d b y S t r a u s s ( l 9 5 9 > P 5 5 ) s 

"...The t e r m s " e n a c t " o r " a c t o u t a r o l e " 
s u g g e s t b u t do n o t come t o g r i p s w i t h t h e 
c o m p l e x i t y and p h a s e - l i k e c h a r a c t e r o f 
i n t e r - p l a y , n o r do t h e y emphasise t h e 
f r e q u e n t l y u n e x p e c t e d r e s u l t s o f i n t e r 
a c t i o n a l drama..." 

O r r i n K l a p p , i n an a m a z i n g l y l e n g t h y and d e t e r m i n e d a n a l y s i s , 

a p p r o a c h e s t h i s t o p i c i n h i s t r e a t m e n t o f " t y p e s " . I t i s no easy 
( a ) 

t a s k t o p i n K l a p p down t o a c o n s i s t e n t d e f i n i t i o n o f t y p e s , b u t 

( a ) K l a p p ' s doggedness s a c r i f i c e s a c c u r a c y . "Types" a r e v a r i o u s l y 
" r o l e m o d e l s " (1962, p i x ) ; o r , " r o l e s " (1954, p 6 l ) , a l t h o u g h 
s o m etimes, t h i s i s o n l y t r u e o f c e r t a i n t y p e s " ( 1 9 5 8 J P o ? 6 ) . 
C o n f u s i o n i s a l s o rampant between t h e d i f f e r e n t l e v e l s o f t y p e s : 
The m a i n t h r e e ( h e r o , v i l l a i n , and f o o l ) a r e a l t e r n a t i v e l y "main 
d r a m a t i c t y p e s " (1964, p 1 6 9 ) , " n o r m a t i v e i d e a l i s e d c o n c e p t s " 
(1962, p 1 1 ) , " k i n d s o f p e r s o n s o r r o l e s " (1962, p 9)5 " t h e m a t i c 
c a t e g o r i e s and l a b e l s " (1962, p 1 2 ) , " r o l e a l t e r n a t i v e s " (l954» 
p 58) and so on. T h i s r e l a t i o n s h i p b e t w e e n t y p e , s u b - t y p e , and s u b -
s u b - t y p e ( s e e , 1962) i s u n c l e a r : sometimes t h e y a r e " n o r m a t i v e " 
(1954, p 57) and o c c a s i o n a l l y " s t a t u s " (1949, p l b l ) . The most 
a c c e p t a b l e v e r s i o n o f ' t y p e ' t h a t he p r o v i d e s i s : "..a s o c i a l 
t y p e i s p l a i n l y an a b s t r a c t i o n . Even p r o p e r names l i k e Simon 
L e g r e e r e f e r t o a k-i'ld o f p e r s o n . The name i s a symbol o f a c l a s s 
p r e s e n t i n o u r minds as a c o n c e p t . S o c i a l t y p e s a r e n o t , h owever, 
l o g i c a l c a t e g o r i e s . U n l i k e s c i e n t i f i c and l o g i c a l c a t e g o r i e s , 
t h e y a r e based on p r a a c i c a l e x p e r i e n c e , common sense j u d g e m e n t s 
o f s i t u a t i o n s as l i v e d r a t h e r t h a n observed.. They r e s u l t f r o m 
i n s i g h t r a t h e r t h a n r e a s o n i n g . They have t h e t r u t h o f t h e p r o v e r b 
r a t h e r t h a n t h e p r o p o s i t i o n o f t h e h y p o t h e s i s . Though s i m p l i f i e d , 
t h e y a r e be no means n e c e s s a r i l y d i s t o r t e d p i c t u r e s . . . " (.1962, p 9) 
The most r e l e v a n t d e f i n i t i o n t o t h i s p a r t i c u l a r a n a l y s i s i s : 
"...A " s o c i a l t y p e " i s 3, k i n d , o f p e r s o n o r r o l e f o u n d i n a c e r t a i n 
m i l i e u . e . I t i s n o t however a mere o c c u p a t i o n a l c a t e g o r y , b u t 11 e m a i l 
r e f e r s t o a t y p e o f c h a r a c t e r . . . N o r i s i t a p e r s o n a l i t y t y p e , i n 
t h e sense o f b e i n g a p s y c h o l o g i c a l l y a d e q u a t e d e s c r i p t i o n o f an 
i n d i v i d u a l . . . " . 
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one s h o r t f o o t n o t e ( K a l p p , 1962, f f 20, p 19) summarises t h e 
m a i n d i s t i n c t i o n s r e l e v a n t h e r e : 

"...A d i s t i n c t i o n betv/een s o c i a l t y p e and s o c i a l 
r o l e i s a l s o i n o r d e r . F i r s t , r o l e s v e r y g r e a t l y 
i n d e g r e e o f c o n s e n s u s . . . S o c i a l t y p e s a r e r o l e s 
w h i c h , a l t h o u g h i n f o r m a l , have become r a t h e r 
w e l l c o n c e p t u a l i s e d and on w h i c h t h e r e as a 
c o m p a r a t i v e l y h i g h d e g r e e o f c o n s e n s u s . Second 
w h i h l many r o l e s a r e w i d e l y a l l o c a t e d and do 
n o t " b e l o n g " t o any p a r t i c u l a r k i n d o f p e r s o n , 
some g e t c o n c e p t u a l l y l i n k e d w i t h a p a r t i c u l a r 
k i n d o f p e r s o n . At t h i s p o i n t we may speak o f 
t h e r o l e - c o n s e n s u s as h a v i n g d e v e l o p e d n n t o a 
s o c i a l t y p e . . . . T h i s s t r e s s on t h e k i n d - o f - p e r s o n 
w h o - a c t s - t h a t - w a y h e l p s a l s o t o c l a r i f y t h e 
d i s t i n c t i o n o f s o c i a l t y p e s f r o m f o r m a l r o l e s , 
w h i c h t e n d t o be more a b s t r a c t and i m p e r s o n a l . . . " 

C r u c i a l l y , t y p e s a r e i n f o r m a l , i n v i s i b l e , a b s t r a c t , submerged, 
v a g u e , p r e l i m i n a r y a s p e c t s o f t h e s o c i a l s t r u c t u r e , e s s e n t i a l l y 
w i t h o u t n o r m a t i v e i m p e t u s . K l a p p (1958', p 674) t e l l s u s : 

" . . . S o c i a l t y p e s , as I s h a l l t r y t o s u g g e s t , 
a r e c o n s e n s u a l c o n c e p t s o f r o l e s t h a t have 
n o t been f u l l y c o d i f i e d and r a t i o n a l i s e d , 
w h i c h h e l p u s f i n d o u r way a b o u t i n t h e s o c i a l 
s y s t e m . T h e y a r e a c h a r t t o r o l e - s t r u c t u r e s 
o t h e r w i s e l a r g e l y i n v i s i b l e and submerged..." 

The g r e a t e r f l e x i b i l i t y o f " t y p e s " a l l o w s f i n e r d i s c r i m i n a t i o n 
t h a n i s p o s s i b l e w i t h f o r m a l s t r u c t u r e s , and h e l p s c u s h i o n t h e 
emergence o f new f o r m a l r o l e s , and t h e p h a s i n g o u t o f o l d ones. 
Of p a r t i c u l a r i n t e r e s t t o t h i s c h a p t e r , i s t h e way t h a t t y p e s 
can be seen t o a i d i n f o r m a l s t a t u s a l l o c a t i o n and prompt s o c i a l 
c o n t r o l , and a l l o w s e l f / o t h e r l o c a t i o n i n t h e p r o c e s s e s o f 
i d e n t i f i c a t i o n . Hovrever, t h e o v e r e m p h a s i s on t h e i d e a o f t y p e s as 
some s o r t o f 'shadow' r o l e i n K l a p p ' s w r i t i n g s warns o f a s t r u c t u r a l 
o v e r t o n e r e d o l e n t of r o l e - a s - b e h a v i o u r a l - e x p e c t a t i o n . C o n s i d e r a t i o n 
o f t h e p r o c e s s e s o f ' t y p i n g ' i n t h e b a k e r y show t h a t a s p i n - o f f 
f r o m K l a p p ' s a n a l y s i s - t h e n o t i o n o f a " c h a r a c t e r " - i s p a r t i c 
u l a r l y a p p r o p r i a t e . 
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" C h a r a c t e r " A s c r i p t i o n ! C a s t i n g as P r o t o t y p i n g 

"...The s o c i a l ' s c r i p t ' may be as c o n s t r a i n i n g 
as t h a t o f a p l a y , b u t i t f r e q u e n t l y a l l o w s 
more o p t i o n s ; t h e ' d i r e c t o r ' i s o f t e n p r e s e n t 
i n r e a l l i f e as a s u p e r v i s o r , p a r e n t , t e a c h e r , 
o r c o a c h ; t h e ' a u d i e n c e ' i n r e a l l i f e c o n s i s t s 
os a l l t h o s e who o b s e r v e t h e p o s i t i o n member's 
b e h a v i o u r ; t h e p o s i t i o n member's p e r f o r m a n c e 
i n l i f e , as i n t h e p l a y ; i s a t t r i b u t a b l e t o 
h i s f a m i l i a r i t y w i t h t h e ' p a r t ' , h i s p e r s o n 
a l i t y and p e r s o n a l h i s t o r y i n g e n e r a l . . . . " 

( B i d d l e and Thomas, 1966, p 4) 

The " c a s t i n g " p r o c e d u r e s o f t h e S a l e s management a t 
W e l l b r e a d s a l l o c a t e s a l e s m e n t o p a r t i c u l a r r o u n d s o f c u s t o m e r s . 
The p a r t i c u l a r s t r a i n s o f t h e r o u n d ( s e t a g a i n s t t h e s t r a i n s o f 
t h e j o b i n g e n e r a l ) can be seen .as a c o n f l i c t b etween t h e 
' s i t u a t e d a c t i v i t v r o l e ' , and t h e ' r o l e t i t l e ' ( G o f f m a n , 1961a, 

( a ) 
p 86) i n t h e name o f w h i c h t h e j o b i s c a r r i e d on. S p e c i f i c 
p r a c t i c e s become embedded i n t h e e x p e c t a t i o n s o f c u s t o m e r s , 
p r o v i d i n g a work s p e c i f i c s e l f f o r t h e roundsman. T h i s work 
s e l f o f t h e roundsman w i l l emerge and e x i s t i n h i s r e l a t i o n s 
w i t h h i s c u s t o m e r s . As Goffman ( l 9 6 l a , p 41) s e t s t h e s e c n e : 

"...A s e l f , t h e n , i n i t i a l l y a w a i t s t h e i n d i v 
i d u a l e n t e r i n g a p o s i t i o n ; he need o n l y c o n f o r m 
t o t h e p r e s s u r e s on him and he w i l l f i n d a me 
ready-made f o r h i m ; I n t h e words o f K e n n e t h 
B u r k e , d o i n g i s b e i n g . . . A s i t u a t e d s e l f , t h e n , 
a w a i t s t h e i n t i d i d u a l . . . " 

A s c r i b i n g a r o u n d o f c u s t o m e r s t o a s a l e s m e n a s c r i b e s t o 
h i m a l s o a s i t u a t e d s e l f : one e n f o r c e d by t h e u n e q u a l d i s t r i b u t i o n 
o f scope and o p p o r t u n i t y c o n t e x t s ( s e e C h a p t e r F o u r ) a l l o t t e d a t 
t h e b a k e r y . Goffinan (1959? P 37) n o t e s t h a t "..when an a c t o r t a k e s 

( a ) Thus t h e W e l l b r e a d s a l e s m e n a r c r e l i e v e d o f t h e n e c e s s i t y t o 
e s t a b l i s h and g e n e r a t e a c l i e n t e l e . A c c o r d i n g l y , t h e r e i s no 
d i r e c t c o m p e t i t i o n between s a l e s m e n f o r c u s t o m e r s , and none o f 
t h e c u s t o m e r " g r a b b i n g " d i f f i c u l t i e s w h i c h Lombard (1955 > P 9l> 
124, 204) n o t i c e d amongst g r o u p s o f s a l e s g i r l s c o m p e t i n g f o r 
c u s t o m e r s i n a d e p a r t m e n t s t o r e . 
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on an e s t a b l i s h e d s o c i a l r o l e , u s u a l l y he f i n d s t h a t a p a r t i c u l a r 
f r o n t has a l r e a d y been e s t a b l i s h e d f o r i t . . " . As a p e r f o r m e r , 
( a " h a r r i e d p r e f a b r i c a t o r o f i m p r e s s i o n s " , i b i d , p 2 4 4 ) , t h e 
c u s t o m e r - a u d i e n c e v i e w s t h e salesm a n as a ' c h a r a c t e r ' . Goffman 
(1959, p 235) c o n t i n u e s : 

"...A c o r r e c t l y s t a g e d and p e r f o r m e d scene 
l e a d s t h e a u d i e n c e t o i m p u t e a s e l f t o a 
p e r f o r m e d c h a r a c t e r , b u t t h i s i m p u t a t i o n 
- t h i s s e l f — i s a p r o d u c t o f a scene t h a t 
comes o f f , and i s n o t a cause o f i t . The 
s e l f , t h e n , i a a p e r f o r m e d c h a r a c t e r , i s n o t 
an o r g a n i c t h i n g t h a t has a s p e c i f i c l o c a t i o n 
. . . i t i s a d r a m a t i c e f f e c t a r i s i n g d i f f u s e l y 
f r o m a scene t h a t i t p r e s e n t s ..." 

As Goffman (1974, P 129) more r e c e n t l y n o t i c e s ( a n d h e r e 
r e c a l l t h e l i t e r a l sense o f t h e s t a g e f o r s e r v i c e w o r k e r s as 
d i s c u s s e d i n C h a p t e r Three, 1, t h a t he w i l l now "...use t h e t e r m 
' r o l e ' as an e q u i v a l e n t t o s p e c i a l i s e d c a p a c i t y o r f u n c t i o n , 
u n d e r s t a n d i n g t h i s t o o c c u r b o t h i n o f f s t a g e , r e a l l i f e , and i n 
i t s s t a g e d v e r s i o n ; t h e t e r m ' p e r s o n ' w i l l r e f e r t o t h e s u b j e c t 
o f a b i o g r a p h y , t h e t e r m ' p a r t ' o r ' c h a r a c t e r ' t o a s t a g e d 
v e r s i o n t h e r e o f . . " . 

B u t t h i s s i t u a t e d s e l f t h a t t h e roundsman has does n o t 
n e c e s s a r i l y c o n c u r w i t h t h e c o n c e p t u a l i s a t i o n o f 'me' t h a t t h e 
i d n i v i d u a l h o l d s . I n f a c t , f o r most w o r k e r s , w o r k ' r o l e s ' have 

an e s s e n t i a l l y a p p a r e n t c o n s t r u c t e d n e s s , t h a t B u r n s (1953» P 654) 
( a ) 

c a l l s t h e i r " f i c t i v e c h a r a c g e r " . A l t h o u g h on r a r e o c c a s i o n s , 
s a l e s m e n a d o p t t h e w o r k — i d e n t i t y on a f u l l - t i m e b a s i s , f o r most 
o f t h e men, what t i i e y do and how t h e y f e e l a t work has no r e l e v a n c e 
t o t h e ' r e a l n ie ' t h a t i s c o n s t r u c t e d o u t o f work h o u r s . Mead 
( i n S t r a u s s , 1956? P 16?, 207) r e m i n d s us t h a t t h i s i s common: 

" . . . i d e n t i t i e s w h i c h a r e r e l e v a n t t o e v e r y d a y 
s o c i a l b e h a v i o u r ; and i n t h a t sense, o r as 
h a v i n g t h a t m e a n i n g , t h e y a r e e x i s t a n t o n l y 
r e l a t i v e t o t h a t b e h a v i o u r . . .'vie c a r r y on a 

( a ) One " r o g u e " , f o r example, i s n o t o r i o u s f o r e x t e n d i n g h i s s p e c i f i c 
w o r k a b i l i t i e s t o h i s p r i v a t e l i f e . The d i r e c t r e s u l t o f such 
" r o l c - e m b r a c e m e n t " ( G o f f m a n , 1 9 o l a , p 60) i s t h a t h i s c a r i s s a i d 
t o be an amalgam o f o f t h e o t h e r c a r s p a r k e d i n h i s s t r e e t a t n i g h t 
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w h o l e s e r i e s o f d i f f e r e n t r e l a t i o n s h i p s 
t o d i f f e r e n t p e o p l e . We a r e one t h i n g t o 
one man and a n o t h e r t h i n g t o a n o t h e r . . . 
We d i v i d e o u r s e l v e s up i n a l l s o r t s o f 
d i f f e r e n t s e l v e s w i t h r e f e r e n c e t o o u r 
a c q u a i n t a n c e s . . . t h e r e a r e a l l s o r t s o f 
d i f f e r e n t s e l v e s a n s w e r i n g t o a l l s o r t s 
o f d i f f e r e n t s o c i a l r e a c t i o n s . . . . " 

We m i g h t p r o f i t a b l e v i e w t h e salesman's r o u n d a s . a s i t u a t e d 
a c t i v i t y s y s t e m ( G o f f m a n , 1 9 6 l a , p 49) > p r o v i d i n g on msot 
o c c a s i o n s t h e i n d i v i d u a l w i t h a p a r t - t i m e s e l f d i s t i n g u i s h a b l e 
and d i s t i n g u i s h e d f r o m t h a t s e l f u pon w h i c h "the i n d i v i d u a l 
r e l i e s f o r t h e d e v e l o p m e n t o f h i s ' r e a l ' , o r ' c o m p l e t e ' i d e n t i t y , 
and q u i t e s e p a r a t e f r o m what Goffman ( l 9 7 4 > P 293) c a l l s t h e 
" p e d u r i n g " s e l f . A l l i d e n t i t i e s a r e u l t i m a t e l y s i t u a t e d as F o o t e 
( l 9 5 1 > P 18) r e m i n d s u s . F o o t e s a y s : " I t i s t h e u n i q u e c o n c a t e n a t i o n 
o f r e l e v a n t s t a t u s e s a t t h i s one t i m e and p l a c e - i n t h i s 
s i t u a t i o n - w h i c h c o n s t i t u t e s i d e n t i t y . " B u t t h i s does n o t r e a l l y 
c a t c h on t o t h e sense o f s i t u a t i o n a l l y s p e c i f i c i d e n t i t y -
an i s o l a t e d , s e p a r a t e d and d i s t i n c t s e l f - w h i c h can s p o n s o r an 
i d e n t i t y w h i c h r e m a i n s f o r e v e r l o c k e d i n t o p a r t i c u l a r e m p i r i c a l 
s i t u a t i o n s . A l l i d e n t i t y i s s i t u a t e d : b u t some s i t u a t e d i d e n t i t i e s 
do n o t a i d t h e c o n s t r u c t i o n o f t h a t l a s t i n g s e l f t h a t t h e a c t o r 
t a k e s t o be " r e a l " . 

T h i s p a r t - t i m e s e l f i s t h e p s y c h o l o g i c a l c o n t e s t o f i n t e l l 
i g i b i l i t y f o r t h e p r a c t i c e o f t h e p a r t - t i m e c r i m e s d e s c r i b e d i n 
C h a p t e r F o u r . B u t n o t o n l y . d o e s t h e sa l e s m a n ' s r o u n d g e n e r a t e 
a s i t u a t e d , p a r t - t i m e s e l f ( i . e . , one t h a t i s r e l e v a n t o n l y t o 
t h e p a r t i c u l a r a c t i v i t y s y s t e m o f s e l l i n g ) , t h e e x c l u s i v e n e s s o f 
t h e "work-me" i n t u r n c u r t a i l s and s t u n t s i t s i m p i n g e m e n t upon' ;the 
c o m p l e t e me_ o f t h e i n d i v i d u a l . I n a d d i t i o n , t h e n , t h e work-me 
has s i g n i f i c a n c e o n l y as an e l e m e n t a r y , o r p a r t i a l s e l f . P u b l i c a l l y , 
i t i s u n c o n f i r m e d : p s y c h o l o g i c a l l y i s has a u x i l i a r y r a t h e r t h a n 
m a s t e r s t a t u s i n t h e p r i v a t e d e v e l o p m e n t o f a c o m p l e t e s e l f . As 
W e i n b e r g ( l 9 7 0 , p 390) " t e l l s u s , i t i s p r e c i s e l y " . . . p a r t i c i p a t i o n 
i n , and commitment t o , m u l t i p l e -worlds o f m o r a l meaning ( t h a t ) 
make t h e r e l e v a n c e o f v a r i o u s e m o t i o n s s p e c i f i c t o where t h e 
e v e n t o c c u r s . . . " . 
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N o r m a l l y , t h e c o m p l e t e s e l f i s c o n s t r u c t e d t h r o u g h t h e 
o p e r a t i o n o f what Head c a l l s t h e " s o c i a l p r o c e s s " . The two 
g e n e r a l s t a g e s o f t h i s p r o c e s s a r e , f i r s t l y , t h e r e s p o n s e o f 
t h e s e l f t o t h e a t t i t u d e s o f o t h e r s t o w a r d s t h e s e l f , and 
s e c o n d l y , t h a t w h i c h Mead ( i n S t r a u s s , 1956, p 209) c a l l s : 
" t h e i r a t t i t u d e s t o w a r d s t h e v a r i o u s phases o r a s p e c t s o f t h e 
common s o c i a l a c t i v i t y o r s e t o f s o c i a l u n d e r t a k i n g s i n w h i c h , 
as members o f an o r g a n i s e d s o c i e t y o r s o c i a l g r o u p t h e y a r e a l l 
engaged". 

The p r o b l e m i n o r g a n i s i n g t h e p o s s i b l e r e s p o n s e t o 
s p e c i f i c a l l y d e v i a n t a c t i v i t y i s t h a t a c o n t r a d i c t i o n a r i s e s 
b e t w e e n what l a w - a b i d i n g s o c i e t y t h i n k s , and t h e a t t i t u d e s o f 
t h e d e v i a n t s o c i a l g r o u p . I t i s t h i s c o n t r a d i c t i o n ( t o g e t h e r 
w i t h t h e p r a c t i c e d p r o t e c t i o n a g a i n s t s o c i e t a l r e a c t i o n ) w h i c h 
p r e v e n t s t h e u s u a l a g g l o m e r a t i o n o f " e l e m e n t a r y s e l v e s " i n t h e 

( a ) 
u s u a l way, and m a i n t a i n s t h e e x c l u s i v i t y o f t h e p a r t - t i m e s S l f . 
As Head ( i b i d , p 208) p u t s i t , t h e s e s i t u a t i o n a l l y - s p e c i f i c 
e l e m e n t a r y s e l v e s u s u a l l y c o n g e a l t o p r o v i d e t h e b a l a n c e d , 
s o c i e t a l l y r e s p e c t a b l e s e l f : 

" . . . t h e v a r i o u s e l e m e n t a r y s e l v e s w h i c h 
c o n s t i t u t e , o r a r e o r g a n i s e d i n t o , a 
c o m p l e t e s e l f a r e t h e v a r i o u s a s p e c t s 
o f t h e s t r u c t u r e o f t h a t c o m p l e t e s e l f 
a n s w e r i n g t o t h e v a r i o u s a s p e c t s o f t h e 
s o c i a l p r o c e s s as a w h o l e ; t h e s t r u c t u r e 
o f t h e c o m p l e t e s e l f i s t h u s a r e f l e c t i o n 
o f t h e c o m p l e t e s o c i a l p r o c e s s . . . " 

F o r p r a c t i t i o n e r s , t h u s , f i d d l i n g , s t e a l i n g and d e a l i n g 
have o n l y o c c a s i o n a l p s y c h o l o g i c a l s t a t u s i n t h e g e n e r a l 
e v e r y d a y p r o d u c t i o n o f s o c i a l i d e n t i t y . The f a c t t h a t a s a l e s m a n 
f i d d l e s , s t e a l s o r d e a l s f e a t u r e s f o r h i m , i n b i o g r a p h i c a l 
t e r m s , as what Goffman (1963, P 89) r e f e r s t o as a "dead" d i a r y 
f a c t : one t o t a l l y i g n o r e d i n h i s r e f l e x i v e c o n s t r u c t i o n o f h i s 

( a ) A common i r o n y o p e r a t e s h e r e . I t i s so, as Goffman (1974 j P 573) 
s u g g e s t s t h a t "..whenever we a r e i s s u e d a u n i f o r m we a r e l i k e l y 
t o be i s s u e d a s k i n . . " . The s i t u a t e d s e l f f r a m e c a r r i e s t h e seeds 
o f i t s own d e s t r u c t i o n t o t h e d e g r e e t h a t i t i t s e 1.f e s t a b l i s h e s 
t h e l i n e f o r i t s own r e f r a m i n g . 
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s e l f . B e c k e r (1968b, p 335-336) more s p e c i f i c a l l y comments:^ a^ 

" . . . T h e i r " c r i m i n a l " a c t i v i t i e s a r e n o t , f o r 
t h e m, t h e one o v e r r i d i n g f a c t a b o u t t h e m s e l v e s 
w h i c h t h e y must n e v e r f o r g e t , w h i c h t h e y must 
a l w a y s c o n s i d e r , no m a t t e r what t h e y p l a n t o 
do. C r i m e , i s , i n s t e a d , j u s t a n o t h e r one o f 
t h e i r many a c t i v i t i e s , e x c i t i n g and d a r i n g 
f o r some, r o u t i n e a,nd commonplace f o r o t h e r s 
. . . ( h e ) . . . e x p e c t s a t t h e c l o s e o f t h e day's 
a c t i v i t i e s , t o go a b o u t h i s n o r m a l b u s i n e s s 
l i k e any o t h e r c i t i z e n . . . b e c a u s e t h e a c t o r 
does n o t c o n c e i v e o f h i m s e l f as a c r i m i n a l 
and d o e s n o t t h i n g o f h i s a c t i v i t y as c r i m i n a l , 
i t i s p o s s i b l e f o r c o n v e n t i o n a l c r i m e ( s i c ) 
t o be i n t e g r a t e d i n t o o r i n t e r d e p e n d a n t w i t h 
t h e more " n o r m a l " a s p e c t s o f t h e p e r s o n ' s l i f e . . . " 

A t h e a r t , t h e r e i s i r o n y . Because t h e r e i s an e m p i r i c a l 
c o n t r a d i c t i o n b e t w e e n what s o c i e t y - a s - a - w h o l e and t h e i m m e d i a t e -
s o c i a l - g r o u p t h i n k s , t h e a t t i t u d e s o f t h e r i g h t e o u s , as 
a s c e r t a i n e d by t h e n o n - s o - r i g h t e o u s , p r e v e n t t h e d e v e l o p m e n t 
o f a f u l l c r i m i n a l i d e n t i t y by t h e l a w - b r a a k e r s , i n a s m u c h as 
t h a t i s d e p e n d a n t upon s e l f - a p p r e h e n s i o n o f t h e l a b e l . Thus 
w i t h o u t a c r i m i n a l i d e n t i t y p e r s e , t h e r e w o u l d , f o r e x a m p l e , 
be no chance o f s u c c e s s f u l p u n i s h m e n t o r r e h a b i l i t a t i o n . H e r e , 
we may s u g g e s t t h a t i t i s t h e n , p r e c i s e l y t h e a t t i t u d e s o f t h e 
r i g h t e o u s t h a t , i r o n i c a l l y , b ecause t h e y happen t o c o n t r a d i c t 
t h o s e h e l d b y t h e a c t o r ' s r e f e r e n c e g r o u p , t h e n s e l v e s c o n s t i t u t e 
t h e p s y c h o l o g i c a l c o n d i t i o n s o f s u c c e s s f u l i n f r a c t i o n . 

T hus, b o t h t h e f o r m and t h e c o n t e n t o f i d e n t i t y - p r o d u c t i o n 
i s a s c r i b e d t o i n d i v i d u a l s a l e s m e n by t h e W e l l b r e a d o r g a n i s a t i o n . 
W i t h i n s u c h an a n a l y t i c f r a m e w o r k , t h e m o r a l b u s i n e s s o f m a n a g e r i a l 
p r o t o t y p i n g o f t h e w o r k f o r c e f i n d s sense as a c a t e g o r i c a l d i s 
t i n c t i o n b e t w e e n good and e v i l g e n e r a t e d f r o m t h e i r d u a l , s i m p l i s t i c 
and o p p o s i t i o n a l i n t e r p r e t a t i o n o f r e a l i t y . ^ D ^ The S a l e s manager 

( a ) B e c k e r u s e s t h e w o r d " c o n v e n t i o n a l " h e r e i n a q u i t e i d i o s y n c r a t i c 
f a s h i o n t o r e f e r t o " q u i e t " r a t h e r t h a n t o " c l a s s i c a l " c r i m e s . 
(See, f f ( a ) , p 241, C h a p t e r F o u r ) . B e c k e r ' s usage has a p s y c h 
o l o g i c a l r e f e r e n t ( o r d i n a r y r a t h e r t h a n e x t r a o r d i n a r y s t a t u s i n 
i d e n t i t y c o n s t r u c t i o n ) upon w h i c h t h i s q u o t a t i o n i s p r e d i c a t e d . 

( b ) 'This i s a f e a t u r e o f C o m m e r c i a l S o c i a l C o n t r o l ( a p a t t e r n t h a t I 
w i l l e x p l o r e i n Chapter' S e v e n ) . C o m m e r c i a l S o c i a l C o n t r o l a l l o w s 
no l i b e r a l m i d d l e - o f - t h e - r o a d f r i v o l i t y l i k e t h e " d i s t u r b e d " 
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p u t t h i s w e l l s " . . . I know a l l t h e b l o k e s p e r s o n a l l y i n h e r e , 
and, w e l l , t h e r e a r e v i l l a i n s and h o n e s t b l o k e s , a r e n ' t t h e r e ? 
. . . v i l l a i n s and o t h e r s . . . " . The s a l e s management f a c e a c o n t i n u a l 
c r i s i s i n d e a l i n g w i t h t h e a t t e m p t s b y t h e i r w o r k f o r c e t o 
u n d e r m i n e t h e i r a u t h o r i t y and c h a l l e n g e t h e i r m o r a l p o s i t i o n . 
T h e i r r e a c t i o n i s t y p i c a l , as K l a p p (1954, P 60) s u g g e s t s : 

" . . . I n t i m e s o f m o r a l c r i s i s , v i l i f i c a t i o n 
movements t e n d t o a r i s e s p o n t a n e o u s l y as 
an u r g e t o f i n d and p u n i s h c u l p r i t s . A 
v i l l i f y i n g movement seems t o a r i s e t y p i c a l l y 
f r o m a w i d e s p r e a d f e e l i n g o f m o r a l a l a r m , 
r e s u l t i n g p e r h a p s . . . f r o m t h e f a i l u r e o f 
an i n s t i t u t i o n . . . " 

M o r a l a l a r m s i m i l a r l y p r o v o k e s s, d u a l i s t i o s i m p l i f i c a t i o n 
o f r e s p o n s e b y t h e r e s p e c t a b l e c o u p l e d -with a c o n s i d e r a b l e 
d r a m a t i s a t i o n o f t h e s o c i a l f o r c e s a l l e g e d l y a t p l a y . D i v i s i o n s 
and m o r a l b o u n d a r i e s become m e l o d r a m a t i c a l l y e t c h e d , f i n e r 
d i s t i n c t i o n s a r e w i t h d r a w n , and i n t h e p r i m i t i v e p r o c e s s o f 
p r o t o t y p e - a s c r i p t i o n , c h a r a c t e r s a r e l o c a t e d i n t e r m s o f m o r a l 
images drawn a v e r y b a s i c s o c i e t a l v o c a b u l a r y o f common g e n e r i c 
t y p e s . K l a p p (1956, p 340) comments on t h e e f f e c t s o f c a l l i n g 
someone a v i l l a i n : 

"...we can j u d g e t h a t n a m i ng a v i l l a i n has 
s t a t u s - p l a c i n g and d e f i n i n g f u n c t i o n s , t h a t 
i s , t o s e t h i m a p a r t f r o m n o r m a l p e o p l e , 
i d e a l i s e o r e x a g g e r a t e h i s c h a r a c t e r n e g a t 
i v e l y , c r e a t e a s t a t e o f a l a r m and c a l l f o r 
s t r e n u o u s r o l e - p l a y i n g t o a d e q u a t e l y d e a l 
w i t h s u c h a d a n g e r o u s d e v i a n t . . . . " 

U l t i m a t e l y , t h e r e a r e o n l y tvio p o s s i b l e p r o t o t y p e s w h i c h 
i n d i v i d u a l salesmen may be seen b y management as examples o f . 
I n f o r m e d b y t h e P l a t o n i c n e c e s s i t y o f i m p l i c a t i o n o f o p p o s i t e s , 
i f t h e r e e x i s t t h e "good", t h e n a l a s , t h e r e must a l s o be, o f 
n e c e s s i t y , t h e " e v i l " . F i r s t t h e P a l e s manager, and t h e n two 
s a l e s m e n : 

( C o n t d ) c l a s s i f i c a t i o n i n i t s v o c a b u l a r y o f m o r a l r e a c t i o n . H e r e , 
see Emerson, 1969, p 90. 
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" . . . " t h e r e a r e good and b a d , y e s , . . . t h e r e 
a r e a l w a y s some bad s a l e s m e n i n t h e b u n c h , 
...vre employ 64 h e r e , and I w o u l d be v e r y 
p l e a s e d i f 63 were good, b u t we p o s s i b l y 
have 6 o r 7 "ho a r e no g o o d . . . " 

"...On t h e w h o l e s a l e s i d e ? . . . t h e r e i s n ' t 
any d i f f e r e n t t y p e s o f r o u n d s m a n . . . t h e y ' r e 
a l l v i l l a i n s , e v e r y one, and I know them 
a l l , p r e t t y w e l l . . . y e a h . . . t h e y a l l do i t , 
t h e w h ole l o t o f t h e m . . . I ' d p u t my s h i r t 
on i t . . . w e l l , I know t h e y a l l do i t , t h e r e ' s 
nobody s t r a i g h t on w h o l e s a l e . . . e x c e p t t h a t 
b l o k e w i t h t h e g l a s s e s who goes down t o t h e 
c o s t . . . a n d n e v e r speaks t o a n y o n e . . . " 

" . . . t h e y ( " s h a r k s " ) do cause a l o t o f 
bad f e e l i n g h e r e , t h e y u s e d t o t a k e a 
w h o l e l o t o f s t u f f , b i s c u i t s , and p l a n t 
t h e c h a r g e s on y o u . . . t h e r e ' s a l o t o f 
good b l o k e s l e f t h e r e because o f ' s h o r t s ' , 
...as soon as y o u ' r e s h o r t , t h e y c l a s s y o u 
as a v i l l a i n . . . . " 

M o r a l l a b e l i n g o f t h i s n a t u r e by t h e management i s 
o n l y r e f u t a b l e u n d e r c e r t a i n c o n d i t i o n s w h i c h do n o t o r d i n a r i l y 
p e r t a i n . D e f i n i n g a member o f t h e w o r k f o r c e as a " V i l l a i n " i s 

( a ) 
r o u t i n e l y s u c c e s s f u l i d e n t i t y a s s a s s i n a t i o n , n o t u s u a l l y 
d i s a v o w a b l e by v i c t i m s . The r e s u l t i n g s t a t u s - d e s t r u c t i o n i s 
o n l y a l t e r a b l e i n t h e r e v o l u t i o n a r y sense o f c a t e g o r i c change 
t h a t I w i l l d e t a i l l a t e r . Of s i g n i f i c a n c e h e r e i s t h a t s u c h 
p e r s o n a l c h a r a c t e r i s t i c s a r e h e l d t o be u n a l t e r a b l y pa.rt o f 
t h e p e r s 0 n a l i " t y o f t h e i n d i v i d u a l s o - l a b e l e d . I t i s an i n a u t h e n -
t i c q u e s t i o n t o ask i f somebody i n t h e S a l e s d e p a r t m e n t i s " s t i l l 
on t h e f i d d l e " . Salesmen, l i k e l e o p a r d s , s o n ' t change t h e i r s p o t s . 
A s e n i o r S a l e s s u p e r v i s o r commented: 

" . . . Y o u ' l l a l w a y s have t h e chaps who a r e o u t 
t o make a bomb o u t o f i t ( f i d d l i n g ) . . . t h e y 
k i l l t h e goose t h a t l a i d t h e g o l d e n egg... 
t h e m a j o r i t y o f them w o u l d do i t whatever-
phase o f l i f e t h e y ' r e i n . . . f o r t h e s o r t o f 
p e r s o n who's g o i n g t o do t h i s , he's g o i n g 
t o do i t f r o m t h e w o r d : 'Go'...the c o r r u p t i o n 
i s t h e r e i n t h e m i n d e v e r y t i m e , we d o n ' t 
c o r r u p t p e o p l e , we t r y t o p u t them o f f , o r 
w a r n them n o t t o o v e r d o i t . . . " 

[0.) B a s i c a l l y t h i s i s p o s s i b l e as n e i t h e r t h e n e g a t i v e d e s c r i p t i v e 
l a b e l " v i l l a i n " , n o r t h e p o s i t i v e d e s c r i p t i v e l a b e l " o t h e r " i s 
i n c o m p a t i b l e w i t h t h e ambiguous c a t e g o r i c " l a b e l " s a l e s m a n " , 
See R o t e r f o e r g , 1974, P 340-1. 
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B u t t h e l i m i t e d p r o t o t y p i c a l p o s s i b i l i t i e s a r e i n s u f f i c i e n t 
t o o r d e r l i f e and. i n t e r a c t i o n t o t h e s a t i s f a c t i o n o f t h e s a l e s m e n . 
The m a n a g e r i a l d e f i n i t i o n s a r e n o t i g n o r e d by t h e men, i n s t e a d 
t h e y a r e r e d e f i n e d and d i v i d e d t o p r o v i d e a v j o r k i n g c o n s t e l l a t i o n 
o f s u b - t y p e s , w h i c h h e r e I w i l l r e f e r t o as " c h a r a c t e r s " . These 
" c h a r a c t e r s " a r e v a r i a t i o n s on e i t h e r t h e V i l l a i n o r O t h e r 
m o r a l p r o t o t y p e , o r s u b t l e b l e n d s o f f a c e t s o f each. They a r e 
e r e c t e d and m a i n t a i n e d i n i n t e r - s a l e s m a n i n t e r a c t i o n s ( a n d 
s p e c i f i c a l l y n o t s u s t a i n e d i n d e a l i n g s w i t h c u s t o m e r s ) as 
commonly exchanged 'models' o f t y p e s o f i l l i c i t p r a c t i t i o n e r 
c r e a t e d by o t h e r ' s j u d g e m e n t s o f esteem i n e i t h e r V i l l a i n o r 
O t h e r r o l e - p l a y . 

D i s t i n g u i s h i n g t h e c u r r e n t usage o f " c h a r a c t e r " f r o m 
common meanings h e l p s t o d e f i n e i t . I t does n o t s h a r e m eaning 
w i t h t h e i d e a o f a ' n a t i o n a l c h a r a c t e r ' ( a summation o f mean . 
p e r s o n a l i t y a t t r i b u t e s ) , n o t docs i t s h a r e t h e d i s t o r t i o n w h i c h 
a p p e a r s as a s t e r e o t y p e ( l am i n t e r e s t e d h e r e i n c h a r a c t e r i s 
a t i o n s r a t h e r t h e n c a r i c a t u r e s ) . N e i t h e r do " c h a r a c t e r s " p r o v i d e 

( a ) 
c h o i c e r o l e - m o d e l s f o r a c t o r s . The s o c i o l o g i c a l c o n c e p t o f 
" c h a r a c t e r " need o n l y o c c a s i o n a l l y mean t h e common-sense, 
c a p r i c i o u s , q u i x o t i c ' c h a r a c t e r ' '• t h e odd, c o l o u r f u l , o r i n t e r 
e s t i n g s p e c i m e n . More i m p o r t a n t l y , i t b e a r s no r e l a t i o n t o t h e 
p s y c h o l o g i c a l s t a t e m e n t o f c h a r a c t e r . " C h a r a c t e r s " , l i k e K l a p p ' s 
' t y p e s ' , a r e n o t d e r i v e d f r o m p e r s o n a l i t i e s . ^ ^ 

( a ) Laud Humphreys (1970, p 129-130) f a c e d a s i m i l a r a n a l y t i c p r o b l e m 
and emerged w i t h t h e f o l l o w i n g s u g g e s t i o n : " . . . I have t r i e d 
t o make i t i m p o s s i b l e f o r any c l o s e a s s o c i a t e t o r e c o g n i s e t h e 
r e a l p e o p l e b e h i n d t h e d i s g u i s e d c o m p o s i t e s p o r t r a y e d i n t h i s 
c h a p t e r . . .my oiie c e r t a i n l y i s t h a t t h e r e i s no s i n g l e c o m p o s i t e 
w i t h whom a l l may i d e n t i f y . . . I n d e l i n e a t i n g s t y l e s o f a d a p t a t i o n , 
I do n o t i n t e n d t o i m p l y t h a t t h e s e men a r e f a c e d w i t h an a r r a y 
o f s t y l e s f r o m w h i c h t h e y may p i c k one, o r even a c o m b i n a t i o n . . . " 

( b ) K l a p p (1948-9, p 138) comments: " . . . I n g e n e r a l , p e r s o n a l t r a i t s 
a r e r e l a t i v e l y u n i m p o r t a n t . . . p e r s o n a l t r a i t s a r e s u b o r d i n a t e t o 
r o l e s . . . ( a u d i e n c e s ) . . . c a n n o t p e r c e i v e t h e i r a c t u a l t r a i t s . . . " ; 
and, (l9>'i» P 5") " . . . I t i s o b v i o u s t h a t a p e r s o n need n o t 
a _ c t u a l l y p o s s e s s t h e t r a i t s o r p e r f o r m t h e r o l e s . . . " ; and (1964, 
P 3 1 ) . . . I t i s n o t so easy i n most c a s e s t o i d e n t i f y such an 
u n u s u a l and o u t s t a n d i n g p e r s o n a l i t y t r a i t . . . ( s u c h as C h a r i s m a ) 
...More g e n e r a l l y , we a r e u n a b l e t o f i n d a n y t h i n g v e r y ' d i f f e r e n t 
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A " c h a r a c t e r " i s not a form of behaviour e x p l i c i t l y d e r i v e d 
from p a r t i c u l a r p e r s o n a l i t i e s . I t i s a t a g c o n f e r r e d upon a c t o r s 
by w i t n e s s i n g audiences. As a concept, i t shares something w i t h 
Nadel's id e a of a 'person', as mentioned by Dahrendorf (1973 , p 4 5 ) : 

"...Nadel i n t r o d u c e s t h e . . . concept o f "person", 
a term t h a t we have encountered i n a s i m i l a r 
meaning i n the "persona" o f the drama..."(then 
q u o t i n g Hadel)"...We might speak o f d i f f e r e n t 
'aspects' of a person, or of d i f f e r e n t ' r o l e s ' 
assumed by i t , or simply o f d i f f e r e n t "persons"..." 

More s p e c i f i c a l l y , perhaps, " c h a r a c t e r s " embody two core 
processes i n the i d e n t i t y g e n e r a t i n g business. F i r s t l y , l o c a t i o n 
and s o c i a l c o n t r o l w i t h i n a c t i o n , and secondly, i d e n t i f i c a t i o n 

( a ) 
and o r i e n t a t i o n . To c h a r a c t e r i s e , i n t h i s sense, i s t o arc h e t y p e . 

( a ) I'iessinger et a l . ' s (1962) " c h a r a c t e r " might seem r e l e v a n t . 
A l t h o u g h both salesmen and inmates share the concept of c h a r a c t e r 
as a s p e c i a l l y c r e a t e d and d i s t a n c e d s i t u a t e d s e l f , c o n s t r u c t e d 
f o r a p a r t i c u l a r audience, inmates appear t o e x h i b i t an e x p l o i t 
a t i v e awareness of the d r a m a t u r g i c a l s i m i l i e . Kessinger et a l . 
comment: " . . . i n s t e a d of a ' n a t u r a l ' phenomena, f l o w i n g from 
and r e f l e c t i n g the s e l f , the mental p a t i e n t ' s c h a r a c t e r comes 
t o appear t o him as a, ' c o n s t r u c t e d o b j e c t ' ...the c o n n e c t i o n 
between s e l f and c h a r a c t e r becomes a q u e s t i o n a b l e , dependable 
m a t t e r . . . " . I n .a somewhat d i f f e r e n t way, Cavan (1966 , p 79 -37) ' 
proposes t h a t f o r e q u i t a b l e d r i n k i n g i n b a r s , persons t y p i c a l l y 
present a "bar b i o g r a p h y " and a "bar c h a r a c t e r " . Cavan's concept
u a l i s a t i o n r a t h e r e f f e c t i v e l y grasps at the way I mean " c h a r a c t e r " 
t o be t a k e n . She says ( i b i d , p 80 , 8 2 - 3 , 8 6 ) : "...the p a t r o n i s al s o 
at l i b e r t y t o p r e f a b r i c a t e an e n t i r e l i f e f o r h i m s e l f w i t h l i t t l e 
l i k e l i h o o d t h a t i t w i l l l a t e r be exposed as a sham. Thus the 
pat r o n s of the p u b l i c d r i n k i n g place can be people whose b i o g 
r a p h i e s are more s o c i a l l y s a t i s f a c t o r y , mere e x c i t i n g , o r more 
e x o t i c than they would be i n s e t t i n g s where more e x t e n s i v e and 
v e r i f i a b l e b i o g r a p h r i e s are a requirement f o r entrance... the new 
b i o g r a p h i e s t h a t can be spun f o r one's d u r a t i o n w i t h i n the bar 
are t y p i c a l l y l i m i t e d o n l y by t h e e x t e n t t o which one can p r o v i d e 
a coherent, i n t e r n a l l y c o n s i s t e n t p r e s e n t a t i o n of self...Those 
whose bar bi o g r a p h y i s l o c a l i s e d t o the bar i t s e l f form the 
general c a t e g o r y o f "bar characters"..„their " c h a r a c t e r " s t a t u s 
may be ve s t e d i n them e i t h e r by o t h e r p a t r o n s or by the employess 
of the e s t a b l i s h m e n t , or both...the c h a r a c t e r i s t i c f e a t u r e of t h e 
b a r - c r e a t e d r e p u t a t i o n s i s t h a t t hey have no consequences o u t s i d e 
the p u b l i c d r i n k i n g p l a c e . Thus the events t h a t t a k e place w i t h i n 
the p u b l i c d r i n k i n g place may become an item i n the p a t r o n 1 s d i a r y 
a l t h o u g h not n e c e s s a r i l y an i t e m i n h i s biography...". However, 
these bar c h a r a c t e r s do not await the p a t r o n i n the e x p e c t a t i o n s 
of those around him. I n s t e a d , t h e y are achieved by him, and are not 
n e c e s s a r i l y s i t u a t e d t o any p a r t i c u l a r l o c a l e . A d d i t i o n a l l y , 
a l t h o u g h one's bar c h a r a c t e r i s a p a r t - t i m e s e l f , i t i s , a t l e a s t 
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To archetype i s t o p u r p o s i v e l y p r o v i d e t h e m a t i c v a r i a t i o n s w i t h i n 
the V i l l a i n or Other p r o t o t y p e . 

P o r t f o l i o P r o d u c t i o n : " A r c h e t y p i n g " as Accomplishment 
o f P s y c h o l o g i c a l and P r a c t i c a l M o r a l i t y 

"...what an audience i s l i k e l y t o see i n 
a drama i a l i m i t e d by the c u l t u r a l type 
r e p e r t o i r e . . . Thus. the choice of dramatic 
d e f i n i t i o n s made "by any audience occurs 
w i t h i n the l i m i t s of the s t o c k of a v a i l 
a b l e t y p e s , which a l s o p r o v i d e the a l t e r n 
a t i v e s f o r the l i k e l y e v e n t s . . . " 

( K l a pp, 1964, P 173) 

Managerial p r o t o t y p i n g of t h e Sales f o r c e produces an 
ambivalent r e a c t i o n by those so-typed. This r e a c t i o n i s t y p i f i e d 
by some acceptance l a c e d w i t h s u i t a b l e and v a r i a b l e m o d i f i c a t i o n . 
These t h u s c r e a t e d "archetypes" are shown i n Diagrams 12 , and 13 

(on page 3 2 5 ) , which d i f f e r e n t i a t e the v a r i o u s responses i n terms 
of two core m a t t e r s f o r the men (how good the i l l i c i t "make" i s , k 

and how s u c c e s s f u l l y i t i s p r o t e c t e d from the gaze o f those who 
might seek t o expose i t ) and two separate concerns f o r super
v i s o r s (whether or not they w i l l f i d d l e customers t o cover 
standard l o s s e s , and whether or not they w i l l , i n a d d i t i o n , make 

(Contd) w h i l s t i t i s adopted, a w h o l l y consuinating s e l f . I t may be 
c o n t r a d i c t e d elsewhere, but i t i s a t o t a l ( r a t h e r t h a n a s i d e ) 
i n t e r e s t : a dominant ( r a t h e r t h a n a d j u n c t ) r o l e . 

( a ) D r a m a t u r g i c a l l y , " c h a r a c t e r " i m p l i e s personae r a t h e r than a c t o r : 
someone locke d i r r e t r e v i a b l y w i t h i n the p l a y ( w i t h , managemen t 5 
" c h a r a c t e r s " are useless o u t s i d e the c o n t e s t of i n t e r a c t i o n ) 
r a t h e r than a v a i l a b l e t o come f o r w a r d t o p l a y v a r i o u s p a r t s . I n 
the sense t h a t s e r v i c e agents "perform" o n l y f o r t h e i r customers; 
and. r e l a x from those performances out of e y e s i g h t and e a r s h o t , 
then performance of these bakery " c h a r a c t e r s " c o n s t i t u t e s a back
stage performance (See Goffman, 19595 P 134-135? quoted i n Chapter 
S i x s u p r a ) . Here,- backstage r e l a x a t i o n _is handled as a performance, 
but out o f the n e c e s s i t y or r e s o l v i n g v a r i o u s rude pragmatic 
concerns ( p r a c t i c a l anci psycnologica.u v r o t e c o i o n y , anu noc 
merely because the bakers' roundsmen have become sated w i t h 
customer i n t e r a c t i o n . 
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Diagram 12 . The V i l l a i n Response 

Good 
Make 

Successful 
P r o t e c t i o n 

P r o f e s s i o n a l + + 

Rogue + 

Kobin Hood - + 

Shark - -

Diagram 13. 'Others': The S t r a i g h t Response 

kake f o r 
Coivroanv 

Make f o r 
S e l f Contamination 

B e n t - S t r a i g h t + + 
Personal 
Contamination 
Only 

W i s e - S t r a i g h t + -
I n t e r p e r s o n a l 
Contamination 
Only 

R i g h t e o u s - S t r a i g h t - -
No Personal or 
I n t e r p e r s o n a l 
Contamination 
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a "bit f o r t h e m s e l v e s ) . Diagram 1/| (on page 327) breaks the a v a i l -
i a b l e " c h a r a c t e r s " down i n t o t h e i r melodramatic components. Each 
bakery " c h a r a c t e r " c o n t a i n s d i f f e r e n t p r o p o r t i o n s of the hero, 
v i l l a i n and f o o l t y p e s . As Klapp ( l 954> p 59) suggests: " i t i s 
u s u a l f o r a p r o b l e m a t i c person at the o u t s e t t o be d e f i n e d i n 
s e v e r a l c o n t r a d i c t o r y ways at once," Diagram 14 i s d e r i v e d from 
K l a p p 1 s a n a l y s i s . I t i s an attempt t o capture not o n l y the 
dramaturgic d i f f e r e n c e s between archetypes, but a l s o t c d i s p l a y 
the s o c i o l o g i c a l s i m i l a r i t i e s between them. 

B a s i c a l l y these " c h a r a c t e r s " ( " p r o f e s s i o n a l " , "rogue", 
"Robin Hood", "shark", " w i s e - s t r a i g h t " , " b e n t - s t r a i g h t " , and 
" r i g h t e o u s - s t r a i g h t " ) p r o v i d e the salesmen w i t h the core of 
an i n t e r p r e t a t i v e s t r a t e g y which f u n c t i o n s as a set o f a b s t r a c t 
models embedded i n language, r e v e a l i n g a common response t o the 
shared problem of managerial p r o t o t y p i n g . A l t h o u g h not r e g u l a r l y 
and r e p e a t e d l y bandied around i n salesmen's c o n v e r s a t i o n s , they 
do c o n s t i t u t e a s p e c i f i c argot i n the l i m i t e d sense t h a t those 
who face customers alone (see Diagram 1 on page 110) possess such 
an a r g o t . Sykes (195&, P 85-86) comments:^ a^ 

"...The more c r i t i c a l f u n c t i o n o f a r g o t . . . 
would appear t o be i t s u t i l i t y i n o r d e r i n g 
and c l a s s i f y i n g experience i n terms which 
de a l s p e c i f i c a l l y w i t h the major problems 
of l i f e . . . A s S t r o n g has p o i n t e d o u t , s o c i a l 
groups are apt t o c h a r a c t e r i s e i n d i v i d u a l s 
i n terms o f c r u c i a l "axes of l i f e " , or l i n e s 
i n i n t e r e s t s , problems, and concerns which 
the group f a c e s , and then a t t a c h d i s t i n c t i v e 
names t o the r e s u l t i n g types of t y p i c a l 
s o c i a l r o l e s . By doing so, the group p r o v i d e s 
i t s e l f w i t h a s o r t o f shorthand which com-

(a) As Strauss (1959 j P 15? 19? 20) notes: "...Any name i s a con
t a i n e r ; poured i n t o i t are the conscious or u n w i t t i n g e v a l 
u a t i o n s o f the narner. . . t o name, th e n , i s not o n l y t o i n d i c a t e : 
i t i s t o i d e n t i f y . . . t h e naming sets i t w i t h i n a c o n t e x t of 
q u i t e d i f f e r e n t l y r e l a t e d c l a s s e s . The n a t u r e or essence of 
an o b j e c t does not r e s i d e m y s t e r i o u s l y w i t h i n the o b j e c t i t s e l f 
but i s dependant upon how i t i s d e f i n e d by the narner...". W h i l s t 
nomen est omen i s a l i t t l e o v c r - e n t h u s i a t i c , Rotenberg n i c e l y 
i l l u s t r a t e s the power of the name i n h i s d e s c r i p t i o n of the 
Process of " t r a n s m u t i v c l a b e l i n g " . P u t t i n g i t a l t e r n a t i v e l y , 
( F o o t e , I 9 5 I 5 P l ? ) naming is_ the process of a c h i e v i n g i d e n t i f 
i c a t i o n . 
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Diagram Melodramatic Gopponent's o f Characters 

HERO VILLAIN FOOL 

Winner Usurper & Abuser Discounted as 

PROFESSIONAL 
( G e t t i n g what 
you want) 

(smar t o p e r a t o r ) 
( t o p dog) 
Splend i d Performer 
(prima-donna) 

( s e l f i s h g r a b b e r ) 

T r a i t o r & Sneak 
(sneak a t t a c k e r ) 
( c h i s e l l e r s & p a r a s i t e s ) 

( s h o w - o f f ) 
( s m a l l - m i n d e d ) 

Winner Threat t o o r d e r & s t a t u s L u d i c r o u s Role f a i l u r e 

ROGUE 
(L i c e n s e d 

( s m a r t o p e r a t o r ) 

Clever hero 

( r o g u e ) 
( f l o u t e r ) 
T r a i t o r & Sneak 

( r a s h ) 

Discounted as 
p e r f o r m e r ) ( d e c e i v e r ) ( n u i s a n c e ) 

Nonconforming 
( c h a r a c t e r ) 
(comic rogue) 

Threat t o or d e r £• s t a t u s 
( t r o u b l e m a k e r & f l o u t e r ) 
Usurper & Abuser 
( s e l f i s h - g r a b b e r ) 

Discounted as 
(smal l - m i n d e d ) 
( n u i s a n c e ) 
( u p s t a r t ) 

SHARK 
(Outl a w ) 

V i l l a i n o u s S t r a n g e r 
( s u s p i c i o u s i s o l a t e ) 

. T r a i t o r & Sneak 
( h i d d e n t r a i t o r ) 
( s n e a k - a t t a c k e r ) 
(renegade) 
( c h i s e l l e r & p a r a s i t e ) 
S o c i a l U n d e s i r a b l e 
( p a r i a h ) 

Independent S p i r i t Threat t o o r d e r & s t a t u s Nonconforming 

ROBIN HOOD 
( S o l i d a r i t y ) 

Group Servant 
(.do-gooder ) 
( b e n e f a c t o r ) 
Hero of S o c i a l 
A c c e p t a b i l i t y 
(good f e l l o w ) 
Clever Hero 

( r o g u e ) 
( f l o u t e r ) 

( c h a r a c t e r ) 

Hero o f S o c i a l Usurper & Abuser L u d i c r o u s Role f a i l u r e 

RIGHTEOUS-
STRAIGHT 
(Super-
c o n f o r m i t y ) 

A c c e p t a b i l i t y 
( c o n f o r m i n g h e r o / 
m o r a l i s t ) 

( s t i c k l e r 
Group Servant 
( c r u s a d e r s ) 

(moral p e r s e c u t o r ) 
V i l l a i n o u s S t r a n g e r 
( s u s p i c i o u s i s o l a t e ) 
T r a i t o r & Sneak 
(renegade) 
S o c i a l U n d e s i r a b l e 
( p a r i a h ) 

(weak f o o l ) 
Discounted as 
( s t u f f e d s h i r t ) 
(comic phoney) 
Nonconforming 
( s t r a n g e f o o l ) 
(mock h e r o ) 
Overconf o r - i l n g 
( h igh-minded) 

BENT-STRAIGHT 
( H y p o c r i t e ) V i l l a i n o u s S t r a n g e r 

( s u s p i c i o u s i s o l a c e ) 
T r a i t o r & Sneak 
( h i d d e n t r a i L c r ) ( d e c e i v e r ) 
Corrun t o r 

O v e r c o n f c r n i n g 
(yes-man) 

WISE-STRAIGHT 
(Over-
coal.ormi t y ) 

Hero of S o c i a l 
Accop e m u L l i i y 
( conroi'!:.Lii"s nero/ 
mora l i s t ) 
( d i e h a r d ) 
Group S-.-rvant 
( d e f e n d e r ) 

Vi 11 ainous Stro.p.'_er 
( s u s p i c i c u s i s o l a t e ) 
T r a i t o r & Sneak 
( s h i r k e r ) 

L u d i c r o u s Role f a i l u r e 
*( clumsy f o o i ) ( s imo 1 e to:i 
Discounter; ;,s 
(second-ra t e r ) 
(nobody) 
O'vcrconfon n tii£ 

" ( r i g i d loo]") 
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-presses the v a r i e g a t e d range of i t s 
experience i n t o a manageable framework. 
By d i s t i n g u i s h i n g and naming we prepare 
o u r s e l v e s f o r act ion....The a c t i v i t i e s 
of group members are no lo n g e r an u n d i f f 
e r e n t i a t e d stream of events; r a t h e r , t h e y 
have been analysed, c l a s s i f i e d , g i v e n 
l a b e l s ; and these l a b e l s supply an e v a l 
u a t i o n and i n t e r p r e t a t i o n o f experience 
as w e l l as a set of convenient names...." 

Si m u l t a n e o u s l y , the language o f c h a r a c t e r i s i t a o n i l l u m i n a t e 
the s e l f - c o n t r a d i c t i o n s u n d e r l y i n g the g e n e r a t i o n of a p a r t - t i m e 
s e l f , and emerges as t h e s o r t of b i t t e r , s e l f - l a t e r a t i n g vocab
u l a r y t y p i c a l o f those groups who are unsure o f t h e i r i d e n t i t y , 
p o s i t i o n and s t a t u s . A l t h o u g h q u a l i f i e d salesmen are aware 
of the s e l e c t i o n o f imputable " c h a r a c t e r s " , these names are o n l y 
used i n c o n v e r s a t i o n s t h a t occur d u r i n g bouts of i n t e r - s a l e s m a n 
c o n f l i c t and ag g r e s s i o n . N e v e r t h e l e s s , the r e s u l t i n g v o c a b u l a r y 
of moral d i f f e r e n t i a t i o n " (expressed via, t h e language of v i l i f 
i c a t i o n and v i t u p e r a t i o n ) a i d s s e l f - i d e n t i f i c a t i o n t hrough 
s e l f / o t h e r - l o c a t i o n . As Klapp (1962 , p 4 -5 ) puts i t : 

"...The e f f o r t t o type o n e s e l f , o f course, 
a l s o i n c l u d e s the e f f o r t t o type o t h e r s . 
We are c o n t i n u a l l y c r e a t i n g , as i t were, 
the o t h e r f e l l o w . S o c i a l r e l a t i o n s h i p s 
hinge upon f i t t i n g t he o t h e r i n t o a c a t e g 
ory t h a t makes i t p o s s i b l e t o deal w i t h 
him s u c c e s s f u l l y . . . I t does what a personnel 
f i l e might do: p r o v i d e s us w i t h a convenient 
p r e c i s of the one w i t h whom we wish t o deal 
. . . I t i s i m p o s s i b l e t o separate t h i s t y p i n g 
of o t h e r s from the t y p i n g of o n e s e l f . . . the 
o t h e r as we type him i s a key t o our 
c o n s t r u c t of o n e s e l f . We f i n d o u r s e l v e s by 
the responses of others...we cannot, t h e n , 
w i t h o u t knowing him, know who we a r e . . . " 

The o t h e r s i d e of the s e l f / o t h e r l o c a t i o n c o i n i s s o c i a l 
c o n t r o l . To c o n t i n u a l l y q u a l i f y f o r ' l i c e n c e ' t o perform a 
p a r t i c u l a r c h a r a c t e r r e q u i r e s obedience t o t h e c o n d i t i o n s under 
which l i c e n c e s are is s u e d . The c r u c i a l moral boundaries f o r 
salesmen are, f i r s t l y , t he s t e a l i n g of goods f o r which o t h e r 
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salesmen are accou n t a b l e ; and secondly, e i t h e r the acceptance 
of promotion t o s u p e r v i s o r , o r , the r e f u s a l t o f i d d l e f o r o n e s e l f . 
I n d i v i d u a l salesmen's r e g u l a r p r a c t i c e s are judged i n terms of 
these two A c h i l l e s ' Heels, and they are a l l o c a t e d an a r c h e t y p a l 
c h a r a c t e r a c c o r d i n g l y . Diagram 15 (below) shows how the seven 
Wellbreads " c h a r a c t e r s " are r e l a t e d i n these terms. 

Diagram 15. Performance 'Licences': Sources o f Moral 
Immunity from A11ac k 

"CHARACTER" 
TAKING SALESMAN 
ACCOUNTABLE 
GOODS 

, 

'WORKING CLASS 
CONSCIOUSNESS' 

k A c c e p t i n g F i d d l e 
o r , r e j e c t i n g 

promotion) 

CORE 
MEMBERS 

"Rogue" 

"Robin Hood" 
Never Always 

CORK 
MEMBER " P r o f e s s i o n a l " Rare Always 

PARTIAL 
OUTCAST "Shark" O f t e n Always 

OUTCASTS 

"Bent S t r a i g h t " 
"Wise S t r a i g h t " 
"Righteous 

S t r a i g h t " 

Never Never 
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The r e a c t i o n s of members of the s a l e s f o r c e t o managerial 
p r o t o t y p i n g are e s s e n t i a l l y a t t e m p t s t o c h a l l e n g e and r e d e f i n e 
moral c o n t r o l . C o n s t r u c t i o n of c h a r a c t e r s i n i n t e r a c t i o n i s an 
attempt t o p a r t i a l l y r e s t o r e i d e n t i t i e s damaged i n p s y c h o l o g i c a l 
a s s a s s i n a t i o n a t t e m p t s . The b i f u r c a t e d managerial a c t i o n , provoked 
thr o u g h the moral alarm t h a t they f e e l over the a c t i v i t i e s of 
t h e i r salesmen, becomes o v o r l a y e d and submerged under the 
v a r i e t i e s o f salesmen's responses. 

A l t h o u g h t h e salesmen _do serve as s e m i - r e s p o n s i b l e agents 
of t h e i r own s o c i a l c o n t r o l , the c o n t i n u e d i n t e r a c t i o n by them 
as a group w i t h the bakery management c o n s i d e r a b l y c o m p l i c a t e s 
t h e s i t u a t i o n . A metaphor from m e t a l l u r g y perhaps best e l u c 
i d a t e s and i l l u s t r a t e s the processes at work here. I n a d d i t i o n 
t o a n a t u r a l a n a l y t i c concern w i t h the power and d e t e r m i n a t i o n 
of t h e ( m a n a g e r i a l ) l a b e l e r s i n t h e i r a t t e m p t s t o defame 
(salesmen's) c h a r a c t e r s , I also want t o i n t r o d u c e a r a t h e r o l d -
f a s h i o n e d v a r i a b l e : the nature and degree o f resistance, t o such 
d e f i n i t i o n s by t h e l a b e l e d - what I s h a l l now r e f e r t o as t h e 
" t e n s i l i t y 1 ' of t h e salesmen's s e l v e s . 

Looking at t h e s i t u a t i o n from t h e p o i n t of view of t h e 
l a b c l e r s , the e f f e c t t h a t the processes of c h a r a c t e r - d e f a m a t i o n 
or t y p e - i m p u t a t i o n have may e i t h e r be " p l a s t i c " ( i r r e m e d i a l 
t y p i n g ) o r " e l a s t i c " ( r e m e d i a l t y p i n g ) . However, the r e s i s t a n c e 
of the l a b e l e d t o defamation, t h e i r t e n s i l i t y , a l s o v a r i e s . 
T y p e - p e n e t r a t i o n might be " m a l l e a b l e " i n i t s e f f e c t on the 
salesman's s e l f ( t h e imputed type might take on m a s t e r - s t a t u s ) , 
o r , at the o t h e r a n a l y t i c extreme, t y p e - p e n e t r a t i o n might be 
e a s i l y r e b u f f e d by the p l i a n t , supple, " p l i a b l e " s e l f , f o r whom 
temporary t r a n s f o r m a t i o n ( r a t h e r t h a n permanent c o n v e r s i o n ) t o 
a u x i l i a r y - s t a t u s i s e a s i l y disavowable. 

I have t r i e d , i n Diagram 16 on page 331, t o a n a l y t i c a l l y 
o r d e r and l o c a t e s a l e s - c h a r a c t e r s i n the terms d e s c r i b e d above. 
The p o s s i b i l i t i e s of change between c h a r a c t e r s , however, remains 
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agrc£_l6. ' The Processes of Character Defamation 

PENETRATION 

Apprehension of D e f i n i t i o n s : T e n s i l i t y of Selves 

MALLEABLE , 
SELF 

PLIABLE' 
SELF 

"VILLAINS" | "OTHERS" 

PLASTIC 
DEFAMATION 
i r r e i n e c i i a l 
T y ping: 
"Conversion" 
To Mat>t e r -
St at us 

P l a s t i c 
"Shark" (Crooked) 

Hot Disavowable, 
R i g i d l y Cast P u b l i c 
Character 

E l a s t o - P l a s t i c 
"Righteous S t r a i g h t " 
' ( S t r a i g h t , U p r i g h t ) 

Logic of S u s p i c i o n 
Counteracts Attempts 
t o P e r s o n a l l y r e 
d e f i n e S t a t u s . 

IMPUTATION 
Povier and 

(eg, P h y s i c a l 
S tigmata) 

(eg , Sex 
Of f e n d e r ) 

Deterniinat i o n 
o f L a b e l e r s 

P l a s t o - E l a s t i c E l a s t i c 

ELASTIC 
DEFAMATION 
Remedial 
Typing: 
(Disavowal 
P o s s i b l e ) 
" T r a n s f o r m a t i o n " 
To A u x i l i a r y 
S t a t u s 

"Robin Hood" 
" P r o f e s s i o n a l " 
"Rogue" 

( A l l Bent) 

Abstinence/Relapse, 
Adopt i on/Di savowal 
Cvoles P r a c t i c e d 

(no-. A 1 r- n h -;.-. ^ 

"Bent S t r a i g h t " 
"Wise S t r a i g h t " 

(Stooped or 'Passing') 

Temporary 
Role-
Play 

(eg, D r i v i n g -
O f f e n d e r ) 
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unconsidered. " E l a s t i c " defamation l i t e r a l l y means the 
spontaneous resumption of u s u a l or c h a r a c t e r i s t i c shape f o l l o w i n g 
a t t e m p t s t o c o n t r a c t , d i l a t e , or d i s t o r t . As Diagram l b t r i e s t o 
show, a l t h o u g h "Robin Hoods", " P r o f e s s i o n a l s " and "Rogues" would 
have d i f f i c u l t y i n becoming a c c r e d i t e d and s u c c e s s f u l performers 
of the "Bent S t r a i g h t ' 1 or "Wise S t r a i g h t " c h a r a c t e r s , a few 
witnessed o u t - o f - c h a r a c t e r a c t i o n s of t h e i r b e h a l f might e a s i l y 
persuade o t h e r s t o r e - c h a r a c t e r i s e them as "Sharks". Here, the 
m e t a l l u r g i c metaphor approaches the c r i m i n o l o g i c one: i t i s much 
e a s i e r t o become a shade more 'bent' than i t i s t o ' s t r a i g h t e n ' 
o u t . The "Bent S t r a i g h t " and "Wise S t r a i g h t " , on the o t h e r hand, 
share f l e x i b i l i t y o f s e l f w i t h r e s i s t a n c e t o d e f i n i t i o n . T his 
c r e a t e s two ve r y temporary c h a r a c t e r s , and prompts easy movement 
f o r incumbents from t h e r e t o r e - c h a r a c t e r i s a t i o n as e i t h e r more 
or l e s s u p r i g h t . So, c h a r a c t e r s i n e l a s t i c c a t e g o r i e s may thus 
v e r y e a s i l y , and c h a r a c t e r s i n p l a s t o - e l a s t i c c a t e g o r i e s may 
r e l a t i v e l y e a s i l y disavow d e f i n i t i o n t h r o u g h the u t i l i s a t i o n o f 
d r a m a t i c - p e r s o n a l escape r o u t e s . 

Those i n t h e " p l a s t i c " c a t e g o r i e s , on the o t h e r hand, are 
( f o r most i n t e n t s and purposes) i r r e m e d i a l l y t y p e d . To change 
c h a r a c t e r , t h e "Shark" or t h e "Righteous S t r a i g h t " would need t o 
b e n e f i t from e i t h e r c o l l a b o r a t i v e - s t r u c t u r a l changes i n t h e 

( a ) I am concerned i n t h i s diagram (Diagram 16 on page 3 3 1) t o i l l u s 
t r a t e a t h e o r e t i c a l r e l a t i o n s h i p between tv/o " v a r i a b l e s " ( s t r e n g t h 
of r e a c t i o n t o l a b e l i n g , power of the l a b e l ) c r u c i a l l y under
n o u r i s h e d i n b o t h the e m p i r i c a l and t h e o r e t i c a l work u n d e r p i n n i n g 
the l a b e l i n g p e r s p e c t i v e of deviance. I t i s not designed t o c r i t -
i s i s e or r e p l a c e Rodgers amd B u f f a l o ' s (1974a , p 106) e x c e l l e n t 
t y p o l o g y o f i n d i v i d u a l modes o f p o s s i b l e a d a p t a t i o n t o the l a b e l . 
Rodgers and B u f f a l o p r o v i d e a set of l o g i c a l p o s s i b i l i t i e s i n 
terms of two core v a r i a b l e s : t h e p e n e t r a t i o n of the d e f i n i t i o n , 
and the t a c t i c a l nanouverings of the s o - l a b e l e d . The nine r e s u l t i n 
t y pes are not designed (as i s Diagram l o ) t o s p e c i f i c a l l y c a t e r 
f o r t h e i n t e r a c t i o n a l sot of responses i n one s i t u a t i o n . I n f a c t , 
" p a r t - t i m e c r i m e " would ( i n Rodgers and B u f f a l o ' s terms) be a 
m a n i p u l a t i v e - r e j e c t i o n ("evasion") of t h e mala i n se t h e f t l a b e l 
combined w i t h an o b l i t e r a t i v e - e x c h a n g e ( " a l t e r a t i o n ) o f the 
ot h e r w i s e i m p l i e d mala i n se p s y c h o l o g i c a l i m p l i c a t i o n s . I n t h i s 
framework, the c o n t r a d i c t i o n o f p a r t - t i m e crime l i e s i n the 
n e c e s s i t y of l o c a t i n g " p a r t - t i m e c r i m e " as two modes of a d a p t a t i o n 
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s o c i a l c o n t r o l p o l i c y o f the sales f o r c e , o r , a l t e r n a t i v e l y , 
p e r s o n a l l y l e a v i n g the a c t u a l work s i t u a t i o n . .As Klapp ( l 9 5 4 » 

p 6 j ) p o i n t s o u t , i t i s easy t o move t o c h a r a c t e r o l o g i c a l 
extremes, b u t , " . . i t seems almost i m p o s s i b l e t o remove the 
stigrna of v i l i f i c a t i o n . . . " which pushed the a c t o r t h e r e i n the 
f i r s t p l a c e . Viewing t h i s i n terms o f f e r e d by Mcllugh ( 1 9 6 5 - 6 6 ) , 

changing from p l a s t i c t y p i n g r e q u i r e s r a d i c a l t r a n s f o r m a t i o n 
' o f , r a t h e r than mere o r d i n a r y t r a n s f o r m a t i o n ' i n ' . I n most 
senses, p l a s t i c t y p i n g c r e a t e s permanent c h a r a c t e r i s a t i o n of 

( a ) 
an i n d i v i d u a l , p r o d u c i n g a s i t u a t i o n where o t h e r s , as Klapp 
(1962 , p 2) suggests: "know him w e l l enough t o have h i s number 
and put him i n t o an inescapable c a t e g o r y . Once so c a t e g o r i e s d , 
he can change hhs s o c i a l i d e n t i t y o n l y by moving on." 

'i'he business of c h a r a c t e r a p p l i c a t i o n proceeds along 
t h r e e b a s i c moral dimensions of s t a t u s - e n h a n c i n g h e r o i s a t i o n , 
s t a t u s - d e g r a d i n g v i l i f i c a t i o n , and s t a t u s - d e f f a t i n g mockery. 
The shared v o c a b u l a r y o f s l a n g thus mediates the c h a r a c t e r o l o g i c a l 
r e - s h u f f l i n g process, d i s p e r s i n g i n f o r m a l s a n c t i o n s t h r o u g h 
e p i t h e t . 

P o r t f o l i o : The P r a c t i c e s o f C h a r a c t e r i s a t i o n 

Thus, s i t u a t e d " c h a r a c t e r s " are p r i m a r i l y l i n g u i s t i c 
terms exchanged i n moral, and heated debate between salesmen. 
As r e s o l u t i o n s of t h e s t r u c t u r a l l y weak, h e t e r o d o x i c a l o c c u p a t i o n a l 
double-binds t h a t the salesmen face ( i l l e g a l i t y demanded w i t h 
one hand, and punished w i t h the o t h e r ) , s i t u a t e d a r g o t c h a r a c t e r s 

( a ) Emerson (1969 , p 9 0 - 9 1) n o t i c e s t h a t , i n the American j u v e n i l e 
c o u r t s , w h i l s t character-assessments are n e a r l y always open t o 
some s o r t of m o d i f i c a t i o n , i t i s much e a s i e r t o r e c a s t a d e f i n e d 
normal c h a r a c t e r as, i n f a c t , a p r o b l e m a t i c one, than i t i s t o 
remove an assessment of poor char-actor. 
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p r o v i d e s i m u l t a n e o u s l y : p r a c t i c a l p r o t e c t i o n from m o r a l - l e g a l 
p r o c e s s i n g , and a p s y c h o l o g i c a l s h i e l d warding o f f c o n t a m i n a t i o n 
and p r e s e r v i n g honesty, i n the maintenance on a s o c i a l l y accept
able s e l f . I n t h i s way, a salesman (who i s ' i n c h a r a c t e r ' ) 
p r a c t i c e s a s t y l e r e a d i l y r e c o g n i s a b l e by o t h e r salesmen, which 
i s r e l e v a n t t o the p a r t i c u l a r c o n s t r a i n t s of h i s round, and 
which l o c a t e s him as a bona f i d e member of the sales" f o r c e . 
A l t h o u g h d i f f e r e n t c h a r a c t e r s may be d i f f e r e n t i a t e d i n terms 
of the c o n t e n t and p r e c i s e n a t u r e o f t h e i r "making", c h a r a c t e r i s t i c 
p r a c t i c e s p e r se share the a b i l i t y t o solve the core problems i n 
s i m i l a r ways. 

I n terms of t h e p r o v i s i o n of p r a c t i c a l p r o t e c t i o n , the 
i n f i n i t e p o s s i b i l i t i e s f o r "making" are u l t i m a t e l y u n c l a s s i f i a b l e . 
Old s t y l e s are c o n s t a n t l y d i s c a r d e d , and new ones adopted. 
Salesmen t h u s s e l e c t ( f r o m the c o n s t e l l a t i o n o f p o s s i b i l i t i e s 
o f which they are p e r s o n a l l y aware) a v a r i e t y of s t y l o s , 
p r o d u c t i v e of an e q u i t a b l e income. C r u c u a l l y , t h i s c o l l e c t i o n 
o f s t y l e s i s , above a l l , m u t u a l l y d i s c r e t e i n c o n t r o l terms. 
The essence i s t h a t d i s c o v e r y i n the p r a c t i c e of one s t y l e 
should not autoi n a t i c a l l y u i s c l o s e t h e p r a c t i c e o f o t n e r s . 'J.nis, 
as we s h a l l see i n more d e t a i l i n Chapter Sj^_, has c o n s i d e r a b l e 
p s y c h o l o g i c a l as w e l l as p r a c t i c a l i m p l i c a t i o n s . So, w h i l s t i t 
i s not p o s s i b l e t o l i s t the s t y l e s of making endemic t o each 
" c h a r a c t e r " , I have endeavoured, i n Diagram 17 on page 335 > 'to 
o u t l i n e some major c r i t e r i a of d i f f e r e n c e between the " p o r t f o l i o s " 
o f p r a c t i c a l t e c h n i q u e s adopted i n the s o c i a l maintenance and 
c r e a t i o n o f v a r i o u s c h a r a c t e r s . 

"Characters"'are thus equipped w i t h a p r a c t i c a l l y p r o t e c t i v e 
p o r t f o l i o o f t e c h n i q u e s . The e x t e n t and nature o f t h i s p o r t f o l i o 
might be s a i d t o r e p r e s e n t the c o n s t r u c t e d t o l e r a n c e o f customers, 
and the personal l i m i t a t which d i s h o n e s t y might begin t o a f f e c t 
t h e 'complete' s e l f . A d m i t t e d l y , salesmen w i l l know of many more 
tec h n i q u e s than they a c t u a l l y p r a c t i c e . I n a sense, t h e i r s e l e c t i o n 
p r e - s o l v e s the problem of g u i l t o f them, and ensures t h a t t h e i r 
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"crimes" w i l l , at least, f o r psycho l o g i c a l purposes, he " p a r t -
t i m e " ones. Techniques which might, f o r a p a r t i c u l a r i n d i v i d u a l 
p r o v i d e too heavy a burden of g u i l t a f t e r commission, are d i s 
carded i n f a v o u r of those f o r which p s y c h o l o g i c a l i m p l i c a t i o n s 
may e a s i l y be a s s i m i l a t e d . As Kelson Foote (1 9 5 15 P 16) so 
a s t u t e l y p uts i t : 

" . . . I n p l a y or i n r o l e - p l a y i n g e x p e r i n e n t s 
a person may d i s c l o s e the g r e a t range o f 
h i s l a t e n t r e p e r t o i r e . The reason he l i m i t s 
h i s r e a l or r e a l i s t i c behaviour t o a s e l e c t e d 
few of a l l the r o l e s he has l e a r n t i s t h a t 
he knows and d e f i n e s o n l y those c e r t a i n ones 
as h i s own. And he can o n l y a s c e r t a i n which 
r o l e i s h i s i n each s i t u a t i o n by knowing 
who he i s . . . " 

The separatencss and unconnectedness of a salesman's 
r e p e r t o i r e , o r p o r t f o l i o , b u i l d s i n an allowance f o r the 
d i s c o v e r y and u n c o v e r i n g of one p r a c t i c e , w i t h o u t e i t h e r a f f e c t i n g 
s u c c e s s f u l e x p l o i t a t i o n of o t h e r schemes, o r , i n t e r r u p t i n g the 
continuous s a t i s f a c t i o n of those c o n d i t i o n s e s s e n t i a l t o smooth 
p r a c t i c e . As the f o l l o w i n g examples show, s o c i a l c o n t r o l p r e m i t s 
p r a c t i c a l r e-growth ( s t y l e - s w i t c h i n g ) r a t h e r than apprehension 
or l o s s : 

W h i l s t one of the " P r o f e s s i o n a l s " was o f f 
s i c k , some of the s u p e r v i s o r s attempted t o 
reduce h i s "make" by p u t t i n g some of h i s 
c a s h - c a l l s on dockets. He s a i d t o me: 
" . . . I t l ooks l i k e I've l o s t two of my cash-
c a l l s f o r g o o d . . . i t ' s annoying r e a l l y . . . 
i f you make £ 1 5, you want t o be able t o 
take £ 1 5 o u t . . . t h e y put those "two on dockets, 
. . . a c t u a l l y I've s t i l l got t h r e e l e f t . . . 
and t h e r e ' s two pubs I do f o r 5̂ /o o f f . . . I 
expect I ' l l be able t o work i t somehow..I'11 
t h i n k of some way round i t I expect... t h a t ' s 
what my w i f e s a i d : 'You've always been able 
t o f i x i t before'..so I expect I s h a l l be 
able t o t h i n k o f something..." 

At a l a t e r d a t e , the bakery's p o l i c y of sending bread t o 
shops and o t h e r wholesale c a l l s on a s a l e--and-re t u r n b a s i s was 
c a n c e l l e d by the government. This h i t some of the roundsmen hard: 
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" P r o f e s s i o n a l " : "...No, i t won't a f f e c t 
me at a l l , I don't touch r e t u r n s most 
of the t i m e . . . " 
"Rogue": "...Yeah, i t ' s g o i n g t o f u c k 
me up good, most of mine was on r e t u r n s , 
S t i l l , I won't l o s e , I ' l l have t o put i t 
on the booking now...I shouldn't t h i n k 
I ' l l drop any, I ' l l put i t a l l on the 
bo o k i n g . . . t h e y 1 1 1 pay f o r i t anyway..." 

At the p s y c h o l o g i c a l l e v e l , the p r a c t i c e o f m u t u a l l y 
sealed s t y l e s generates separated r a t h e r than surnmated impingement 
upon the s e l f . I n Goffman's re c e n t terms, (1974? P 1 2 1 - 1 2 2 ) , t h i s 
p r a c t i c e f o r s h o r t e n s -the p o t e n t i a l backward and f o r w a r d "reach" 
t h a t d i s c r e d i t i n g might have. The sub-elementary selves r e f 
l e c t i n g and o p e r a t i n g p o r t f o l i o component p r a c t i c e do not spread 
psychic c o n t a m i n a t i o n t o the complete, 'honest' s e l f . P o s s i b l e 
p s y c h o l o g i c a l e f f e c t s are n u l l i f i e d by t a c t i c s a c t u a l l y des
igned f o r more p r a c t i c a l purposes. For example, one p a r t i c u l a r 
p r a c t i c e i s d e l a y i n g the booking on wholesale rounds. Salesmen 
are supposed t o g i v e each c a l l a completed d o c k e t - s t u b every 
day. I f t h i s can be waived, then the chances of and f o r over
booking i n c r e a s e . But even f o r those c a l l s who never expect or 
r e c e i v e a docket, the f a l s i f i e d docket i s r e r e l y completed b e f o r e 
the end of the day. Now, p a r t i a l l y , t h i s i s p r a c t i c a l p r o t e c t i o n 
a g a i n s t spot checking. Should the customer suddenly r e a l i s e t h a t 
no docket has been l e f t w i t h the o r d e r , and r i n g the bakery to 
demand one, then i t would not be too l a t e t o f i l l t he docket i n 
c o r r e c t l y . I m p o r t a n t l y , d.elay a l l o w s the salesman some p s y c h o l o g i c a l 
leeway. He may leave a decent d e l a y before f i l l i n g t he docket w i t h 

an i n c o r r e c t amount t o , i n some mysterious p s y c h o l o g i c a l way, a l l o w 
( a ) 

the customer t o a c t u a l l y f o r g e t what was r e c e i v e d . I once 
asked a wh o l e s a l e r why he had f i l l e d i n none o f the .dockets f o r 
h i s c a l l s t h a t day. He t o l d me:"...Well, i f I f i l l e d them i n each 
day, they'd a l l know what they'd had, wouldn't t h e y ? . . . I always 
t h i n k t o myself: ' I f I've f o r g o t t e n what t h e y had, they must have 
tod .. " 

(a ) I w i l l go i n t o the d e t a i l s of how some p r a c t i c a l techniques may 
produce a d e s i r e d p s y c h o l o g i c a l consequence i n Chapter Six. 
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PORTFOLIOS IN THE MORAL ORGANISATION OP THEFT 

P l a s t i c Archetypes: The "Shark" 

"Shark": "..You can'a a f f o r d s c r u p l e s i n 
t h i s j o b . . . " 

Seninir Salss S u p e r v i s o r : " . . . Y o u ' l l always 
have the chaps who are out t o make a bomb 
out of i t . . . . t h e y k i l l t h e goose who l a i d 
the golden egg..." 

The most d i v i s i v e and u n r c s p e c t a b l e a ct t h a t a salesman 
can commit i s t o s t e a l from h i s mates. D i s g u s t would bo l e v e l l e d 
at any salesmen who f i d d l e d b l i n d men or pens i o n e r s , but he 
would not be outlawed l i k e the man who takes from h i s f e l l o w 
workers. To do so i s t o p u b l i c a l l y i n d i c a t e t o t a l l a c k of 
salesman's " s c r u p l e s " (which M i l l s , 1940, p 9^8, d e f i n e d as 
"moral v o c a b u l a r i e s o f m o t i v e " ) . E s s e n t i a l l y , the "shark" 
misunderstands t h e c r u c i a l d i s t i n c t i o n between customers and 
o t h e r salesmen, and e r r o n e o u s l y t r e a t s a l l as ' f a i r game'. He 
may understand t h a t s c r u p l e s are necessary, but h i s i s e s s e n t i a l l y 
a m i s r e a d i n g of t h e c o n d i t i o n s o f a p p l i c a t i o n of those s c r u p l e s . 
One "s.hark" t r i e d t o c l a i m t o me t h a t he was, i n f a c t , q u i t e 
s c r u p u l o u s : 

"...Look, t h e r e ' s people I don't f i d d l e , 
yeah, c e r t a i n people, o l d aged p e n s i o n e r s , 
people l i k e t h a t . . . t h e r e must be some 
people w i t h no s c r u p l e s at a l l . . . I suppose 
t h e r e must be some, but I don't know i f 
t h e r e i s many o f us who'd say: 'Couple o f 
bob. on her b i l l , she's b l i n d ' . . . " 

Another "shark" who ( u n s u c c e s c f u 1 l y ) t r i e d t o f r e e h i m s e l f 
from the a p p e l a t i o n , suggested how he f e l t : 
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" . . . I got £ 6 8 i n t i p s l a s t C h r s i t m a s . . . p l u s , 
f a g s , clriiil-':. .. a f t e r - s h a v e l o t i o n even!..I was 
astounded r e a l l y , t h ey were t i p p i n g ljOp, £ 1 
at a t i m e , I even gave some of them back 
because I had t r e a t e d them so r o t t e n ! . . . " 

I n melodramatic terms (see Diagram 14 on page 3 2 7 ) , the 
key t r a i t s of the "shark" are the 1 s e l f i s h grabber' and the 
' m a l i c i o u s s t r a n g e r ' . Klapp (1962 , p 57—53) suggests: 

"...(The s e l f i s h grabber) abrogates not 
a u t h o r i t y but p r i v i l e g e . . . i g n o r e s the r u l e 
of e q u a l i t y , and takes too much f o r h i m s e l f 
...(he i s a l s o the s u s p i c i o u s i s o l a t e ) . , , 
whose strangeness or detached or m a r g i n a l 
p o s i t i o n mark them not as b e l o n g i n g and 
arouse s u s p i c i o n of what he may be up t o 
...Suspicious i s o l a t e s are m i s t r u s t e d . . . " 

Witnessed s t e a l i n g from another allesman marks a m a n w i t h 
th e "shark" t a i n t f o r the r e s t of h i s o c c u p a t i o n a l c a r e e r . I n 
Strauss' (1959? P 77 ) terms, t h i s amounts t o i r r e v e r s i b l e occup
a t i o n a l s t a t u s - f o r c i n g . Two other- salesmen o f f e r e d examples: 

"Rogue": "...You know, I saw Sid go onto my 
van one day and take f o u r loaves o f f . . . I 
d i d n ' t say a n y t h i n g . . . b u t I'm w a i t i n g f o r 
him t o come up t o me and say t h a t he owes 
me f o u r l o a v e s . . . t h a t ' s one t h i n g I wouldn't 
do...take a n y t h i n g o f f another salesman's 
van...even i f he l e f t the doors wide open..." 

"Rogue": " . . . . I ' l l take i t from t h e f i r m . . . 
I don't mind t h a t . . . b u t I ' l l t e l l you one 
t h i n g , I ' l l never take i t from a f r i e n d . . . . 
t h a t ' s one t h i n g I c o u l d never do,...not 
nothing!...some blokes do, you know..." 

Sometimes the s t e a l s o f "sharks" become v e r y s o p h i s t i c a t e d . 
The exposure of one e x t e n s i v e , c o o p e r a t i v e s t e a l (where the f i n a n c i a l 
accounts of innocent salesmen were d e b i t e d t o the value of the goods 
taken by "sharks") made the whole sales f o r c e s u s p i c i o u s : 

"Shark": " . . . i f I want b i s c u i t s , I can e a s i l y 
n i c k them by o r d e r i n g them on somebody 1s else's 
r o u t e number, and by going i n e a r l y and t a k i n g 
them before anybody's about..." 
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"Rogue" : " . . . I ' v e j u s t c o t t e n e d onto something 
else t h i s week, '' X' and 1Y' and the cakes, 
I d i d n ' t t h i n k 'Y' was l i k e t h a t . . . b u t you 
know a l l our cakes are l e f t o u t s i d e the 
cake s t o r e f o r us...and one rack w i l l have 
the cake f o r s e v e r a l rounds on i t . . . w e l l , 
'X' always has a rack t o h i m s e l f , . . . . a n d 
'Y' always takes h i s rack t o h i m . . . I n o t i c e d 
i t t h i s week...I kept t h i n k i n g of i t . . s o 
one day I went over and had a look...and 
t h e r e was f a r more cakes on t h e r e t h a n 
t h e r e should have "been... I know i t can be 
done, because 'P' and Q'1 used t o work a 
' f l a n k e r ' i n there...and 'Y' used t o cover 
by saying t h a t : ' I t ' s gone m i s s i n g ' . . ( i . e . , 
t h i s i n d i c a t e s t h a t 'Y' i s not prepared t o 
make ac c u s a t i o n s i n case h i s own d e a l i s 
d i s c o v e r e d ) . . . " 

I f m i s t a k e n l y o v e r i s s u e d w i t h bread t h a t t hey cannot get 
r i d o f , roundsmen are expected t o share the s u r p l u s out amongst 
t h e i r f r i e n d s . The "shark" i g n o r e s t h i s cohesive move, and 
p r e f e r s i n s t e a d t o attempt t o s e l l i t , a t reduced p r i c e , t o any 
roundsman who can s a f e l y dispose o f i t . Those u s i n g such 
s t r a t e g i e s i n American p r i s o n s are c a l l e d 'merchants', e x h i b i t i n g 
what Sykes (1953 , p 93) c a l l s : 

"...a m a n i p u l a t i v e mode of adjustment t o 
the r i g o u r s o f imprisonment, ( b u t ) these 
swindles are overshadowed by the a c t of 
s e l l i n g i t s e l f . . . a p r i s o n e r who s e l l s 
when he should g i v e i s l a b e l e d a 'merchant' 
or ' p e d l a r ' . . . " 

I n Mars' terms (Mars, 1974) "the "shark" o f f e n d s a g a i n s t 
the u n w r i t t e n cods which supports the o c c u p a t i o n a l m o r a l i t y of 
c o r r u p t i o n (See Chapter S i x f 0 r examples of formulae and s c r u p l e s 
f o r p s y c h o l o g i c a l p r o t e c t i o n ) . Subsequently, the "shark" i s not 
s u f f i c i e n t l y t r u s t e d by the o t h e r salesmen t o be al l o w e d t o take 
p a r t i n any deals t h a t are going. A " p r o f e s s i o n a l " and a "shark" 
commented: 

" P r o f e s s i o n a l " : "...'H' ( a "shark") i s a 
use l e s s bugger, they want t o get r i d of 
him, lie's carved up t h a t seaside run proper, 
...and h e ' l l drop you i n the s k i t i f he can. 
you know,...he'11 gu i n the o f f i c e and t e l l 
them a n y t h i n g about you...you can't t r u s t 
him an i n c h . . . " 
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"Shark": " . . . I asked him ( i n s i d e man) i f 
he had any e x t r a , but I wasn't b o t h e r e d . . . 
and d'you know what lie did?...he went a.nd 
saw the Manager s t r a i g h t away d i d n ' t he? 
...and t o l d hirn t h a t one of h i s salesmen 
was asking fox- cheap bread... I don't know 
why, maybe, he was set up t o shop me or 
something..." 

Thus, the "shark" becomes locke d i n i r r e t r e v a b l e s t a t u s -
d e f l a t i o n , l i v i n g , i n a sense, on borrowed t i m e . He i s not 
allowed i n on bhe d e a l s , so he has t o s t e a l more t o make up f o r 
i t . Because he s t e a l s , he f u r t h e r reduces h i s chances of p a r t i c 
i p a t i o n i n any f u t u r e d e a l s : 

"Shark": " . . . I ' v e got a shop where I've 
been t a k i n g bread i n and t a k i n g i t out 
ag a i n , and c h a r g i n g him f o r i t twice.-.he 
must c a t c h on...he must do, I've been 
d o i n g i t f o r weeks..." 

"Shark": " . . . I d.unno. . .whenever I come i n 
i n the morning, my rack i s stood by i t s e l f , 
when I go t o check i t , he ( t h e Despatch 
Manager) said? 1 Ho need t o check t h a t , I've 
a l r e a d y checked i t ' . . . b u t I was f o u r s h o r t , 
and when I went up t o him, d'you know what 
he s a i d : 'Fucking m a r v e l l o u s , as soon as 
you come back from h o l i d a y , bread goes 
missing'.- -" 

Of one "shark" i t was s a i d : "He's a b i t of a shark, he'd 
s e l l h i s own mother i f he had a chance", and, "He's r e a l l y carved 
t h i s round u p . . . i t used t o be a good one", and, f i n a l l y , "Keep 
your hand on your cash-bag when he's around". The despised s t a t u s 
of the "shark" a l l o w s the management t o proceed a g a i n s t him i n 
ways t h a t would not oth e r w i s e be t o l e r a t e d . Salesmen o f t e n come 
s h o r t i n t h e i r weekly t a k i n g s . "Sharks" sonctine.s get sacked f o r 
i t , as i n the f o l l o w i n g case, where the o s t e n s i b l e reason appears 
t o be the number o f cars owned by the man: 

Senior Supervisor:"...He swore b l i n d t h a t 
he'd put i t i n . . ( d e p o s i t e d cash w i t h the 
pay g i r l ) . .and wc knew tha,t he hand't... 
h i s b r o t h e r t o l d us a f t e r w a r d s , t h a t we 
were d a f t t o take him on...we knew what 
he was up t o . . . " 
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S u p e r v i s o r : "...His sales were the same, and 
so were h i s d e b t s , taut h i s cash was down, 
t h a t ' s how vie knew. .. anyway, he runs f o u r 
c a r s , and he's sot a woman tucked away some
where ... YJOII , I know what a job I have t o 
run one home, l e t alone two...so he was 
o b v i o u s l y t a k i n g i t out o f the bag..." 

E l a s t o - P l a s t i c Archetypes: The "Righteous S t r a i g h t " 

The "Righteous S t r a i g h t " i s s i m i l a r l y s t a t u s - e n t r e n c h e d . 
However, a p e r i o d o f t o l e r a n c e by him, or a s u f f i c i e n t number 
of witnesse i n f r a c t i o n s might move him t o r e - c l a s s i f i c a t i o n i n 
the "wise s t r a i g h t " o r "bent s t r a i g h t " c a t e g o r i e s . His personal 
and i n t e r p e r s o n a l uncontaminatio.n types him as a moral o u t c a s t , 
embodying what Klapp (1962 , 0 4 1 , 55 - ' 5 ) r e f e r s t o as the 
h e r o i c t r a i t o f conforming m o r a l i s t w i t h the v i l l a i n o u s moral 
p e r s e c u t o r t w i s t : 

" . . . m o r a l i s t s are a l i t t l e t o o a u s t e r e , even 
u n f r i e n d l y t o be good s p o r t s . . . ( o n e t h i n g i s ) 
may not do i s ' g i v e ' on the p r i n c i p l e o f 
which he i s a model...he w i l l s a c r i f i c e 
f r i e n d l i n e s s t o i t and so seem r i g i d . . , ( a l s o 
moral p e r s e c u t o r ) whose r e l c n t l e s s n e s s i s 
p a r t o f t h e i r moral z e a l . . . " 

Where the "shark" of the l a s t s e c t i o n takes the i n j u n c t i o n 
t o s t e a l r a t h e r too s e r i o u s l y , the " r i g h t e o u s s t r a i g h t " makes a 
s i m i l a r l y incompetent s i t u a t i o n r e a d i n g (see Diagram 7 on page 149) 

but t akes the moral r a t h e r than the immoral aspect o f t h e i r 
ambiguous o c c u p a t i o n a l d e f i n i t i o n too s e r i o u s l y . S u p e r v i s o r s who 
do so are i n a s m a l l , but troublesome m i n o r i t y . The T r a i n i n g O f f i c e r 
a t Well breads commented: 

"...Of course, trie c o r r e c t a t t i t u d e i s t o say: 
'You w i l l not overcharge t h e customer, t h i s i s 
the c o r r e c t p r i c e , arid t h a t ' s what you w i l l 
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c h a r g e 1 . . t h a t 1 s something you should 
say, and something you should s t i c k by, 
...but o n l y about Yj'o of the s u p e r v i s o r s 
do do t h a t . . . because t h e s u p e r v i s o r i s 
do i n g the same t h i n g ( i . e . , f i d d l i n g ) . . . " 

"Righteous s t r a i g h t s " are thought of as s u p e r v i s o r s who 
take l i f e much too s e r i o u s l y , and who, f u r t h e r m o r e , a c t u a l l y 
b e l i e v e t h a t the management -wants them t o behave i n the. super-
c o n f o r m i s t way t h a t t hey p u b l i c a l l y espouse. The " r i g h t e o u s 
s t r a i g h t " l i v e s t h e l i f e of t h e 'center man', a type of American 
p r i s o n e r d e s c r i b e d by Sykes (1958 , p 9 3 ) : 

" . . . t h e r a t i s a man who pretends t o be 
on t h e side o f the inmates and y e t b e t r a y s 
them, t h e c e n t e r man i s a man who makes no 
se c r e t of where h i s sympathies l i e . . . " 

"Righteous s t r a i g h t s " share the common f a t e o f i n i t i a t i o n 
i n t o a m o c k - h e r o i s a t i o n s o i r a l , u s u a l l y b e i n g sent,, g r a n d l y 

( s ) 

namea, t o a depot where they can do no f u r t h e r damage. 
D a l t o n (1964 , p 213) g i v e s a n i c e example of the type which 
he r e f e r s t o as ' r u l e - d e v o t e e s ' . Such people are devoted t o the 
r u l e s , but o n l y because t h e y see r u l e - d e v o t i o n as one r e s o l u t i o n 
of the d i f f i c u l t i e s a s s o c i a t e d w i t h l i v i n g i n an ambiguously 
d e f i n e d s i t u a t i o n : 

" . . . A f t e r tv;0 years o f mounting resentments, 
( d e r i v e d from her r e f u s a l t o a l l o w employees 
t o p i l f e r ) she q u i t the f i r m . The s t o r e man
ager regarded her as a f a i l u r e because she 
d i d not understand what he would not t e l l her 
- t h a t her margin of p r o f i t s was too h i g h , and 
t h a t some s o c i a l use of m a t e r i a l s , not t h e f t , 
was expected. I n h i s mind, she was a l i t t l e 
too concerned w i t h the system's harmony, and 
too devoted t o f o r m a l i t i e s . . . " 

( a ) I have a l r e a d y quoted an example of t h i s s o r t of 'promotion' i n 
Chapter Two. P e t e r and H u l l ( 1966 , p 3 4 ) r e f e r t o t h i s as the 
" L a t e r a l Arabesque", or "...pseudo promotion. Without b e i n g 
r a i s e d i n rank - sometimes w i t h o u t even a pay r i s e - the 
incompetent employee i s g i v e n a, new and l o n g e r t i t l e and i s 
moved t o an o f f i c e i n a remote p a r t of t h e D u i l d i n g . . . " . 
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E l a s t i c Archetypes: The "Bent S t r a i g h t " and the 
"Wise S t r a i g h t " 

( i ) The "Wise S t r a i g h t " 

" . . . t h e "wise", namely, persons who:'are • 
normal hut vjhose s p e c i a l s i t u a t i o n has 
made them i n t i m a t e l y p r i v y t o the s e c r e t 
l i f e of t h e s t i g m a t i s e d i n d i v i d u a l and 
sympathetic t o i t , and who f i n d themselves 
accorded a measure of acceptance, a measure 
of c o u r t e s y membership i n the c l a n . Wise 
persons are the ma r g i n a l men before whom 
the i n d i v i d u a l w i t h a f a u l t need f e e l no 
shame, nor e x e r t s e l f - c o n t r o l knowing 
t h a t i n s p i t e o f h i s f a i l i n g s he w i l l be 
seen as an o r d i n a r y actor...One type o f 
wise person i s he whose v-iseness comes -
from w o r k i n g i n an e s t a b l i s h m e n t which 
c a t e r s . . . t o the wants o f those w i t h a 
p a r t i c u l a r stigma.. . " 

(C-offman, 1963, P 41 -2 ) 

TV;o d i s t i n c t groups are seen as "wise" i n the bakery. 
They are s u p e r v i s o r s who are prepared t o f i d d l e f o r the company, 
and not r e p o r t the p r i v a t e i n f r a c t i o n s of o t h e r s ; and secondly, 
o r d i n a r y salesmen who are not prepared t o f i d d l e f o r themselves. 
This second group i s a l s o a temporary r e s t i n g place f o r a l l the 
neophytes and 'good boys' who have y e t t o demonstrate t h a t 
t h ey are l o n g - t e r m employees d e s e r v i n g o f pr o p e r , l o n g - t e r m 
c h a r a c t e r o l o g i c a l c l a s s i f i c a t i o n . Thus "wise s t r a i g h t s " a r e , 
i n Klapp's (1962 , p 46, 75) terms c i t h e r , as i n the f i r s t case, 
' g r o i t T ) s e r v a n t s and defenders o f o r d e r 1 , o r , as i n the second, 
(see Diagram 14 on page 3 2 7 ) ' f o o l s ' d i s c o u n t e d as b e i n g 'nobodys' 

"...Defenders,..save people from t r o u b l e 
...No account demotes s e v e r a l steps lower 
...names l i k e 'nobody 1 i m p l y t h a t he i s 
so i n s i g n i f i c a n t t h a t i t i n unnecessary 
t c c o n s i d e r him a t a l l , ..he i s not l i s t e n e d 
t o , inLicGu. 3 i~n migjit seem as "tnvougn ne 
were not t h e r e . . . " 
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"Old woman", o r , " b i t of a nuisance" i s the u s u a l bakery 
s l a n g f o r t h e 'wise s t r a i g h t " s u p e r v i s o r - p a r t l y because of 
h i s r e t i c e n c t o i n d u l g e i n p r i v a t e f i d d l e s , and p a r t l y because 
one's own business i s harder t o run i n h i s presence. But as 
one s u p e r v i s o r a s t u t e l y n o t i c e d , t h e second type of "wise", 
the 'good boy', might be a con; 

" . ' . . . I t o l d him t o f i d d l e ) but he s a i d : 
'Oh, I don't know, I don't want t o do 
t h a t ' . . . b u t he d i d i t , o r , I t h i n k he 
d i d , becuase he came £2 over t h a t week, 
next week, £2 s h o r t a g a i n , mind you, lie 
might be a f a k e r . . . p u l l i n g our legs 
over t h i s a l l the t i m e . . . " 

( i i ) The "Bent S t r a i g h t " S u p e r v i s o r 

One step down from the " r i g h t e o u s s t r a i g h t " , the "bent 
s t r a i g h t " s u p e r v i s o r wears h i s b l u e s u p e r v i s o r ' s ccat super
f i c i a l l y , and i s a rogue underneath. His acceptance of 
promotion p e r s o n a l l y contaminates him, but h i s t a c i t and ackow-
ledged agreement t o share the men's p r i v a t e f i d d l e s (and t o 
p r a c t i c e them when a c t i n g as r e l i e f ) provokes ambiguous 
r e a c t i o n s from the r e s t of the w o r k f o r c e . M e l o d r a m a t i c a l l y , 
"bent s t r a i g h t " s u p e r v i s o r s assume the p a r a d o x i c a l combination 
o f ' t r a i t o r and sneak' on the one hand, w i t h what Klapp ( 1962 , 

p 60, 84) c a l l s the ' yes man' over-conforming f o P l s t a t u s : 

" . . . ( h i d d e n t r a i t o r - s ) sho s e l l out or bore 
from w i t h i n "while i n a p o s i t i o n o f t r u s t 
...(yes man) I t i s hard t o t e l l where he 
r e a l l y stands, or who stands behind him, 
because of h i s s h i f t i n g p o s i t i o n . . . " 

O c c a s i o n a l l y , a "bent s t r a i g h t " s u p e r v i s o r w i l l use h i s 
c u r r e n t p o s i t i o n t o g a i n p a r t i c u l a r advantages, as i n t h e 
f o l l o w i n g case: 
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"Bent S t r a i g h t " : "...You know, I've done 
r e l i e f i n 'T'rj round ever s i n c e I became 
a s v i p e r v i s o r . . .how? • . . I used t o go i n and 
see t h e Under Manager, and he used t o say: 
'You're on K's round', and I used t o get a 
packet of P l a y e r s out o f one pocket and 
pass i t t o another, and l o o k him i n t h e 
eye, and he used t o say: 'Which round do 
you vjant? ' .. . " 

More u s u a l l y , however, "bent s t r a i g h t s " work hand i n glove 
w i t h the men i n t h e i r s e c t i o n , o c c a s i o n a l l y c r o s s i n g the l i n e 
j u s t t o get the c r e d i t f o r h i g h sales f i g u r e s . As i n the 
f o l l o w i n g example, where the s u p e r v i s o r i n .question d i s p l a y s 
n i c e l y the p a r a d o x i c a l combination of honesty and crookedness 
which d e f i n e s h i s r o l e : 

"...he used t o h e l p me make money, and y e t 
he won't take any o f f me...he won't accept 
a n y t h i n g . . . t h a t ' s why I'm l a u g h i n g . . . t h e 
times I've t r i e d , I've come up t o him, 
and. s a i d : 'Look, I've made so much t h i s 
week, and h a l f belongs t o you'...and he 
says: 'You take i t , you need i t , ' he's 
q u i t e honest when i t comes down t o i t , 
but h e ' l l do a n y t h i n g t o hel p you o u t , 
h e ' l l b r i n g a l l h i s rounds over, lie' 1 1 
break h i s neck b r i n g i n g then o v e r . . . l i k e 
when 'J' was s h o r t , he helped him out by 
g i v i n g him cakes, and bread, t e l l i n g him 
t o pay i t i n and come o v e r . . . j u s t so t h a t 
i t l o o k s good on h i s record...he wants t h e 
manager t o come up t o him and pat him on 
the back and say: 'You're d o i n g a wonder
f u l job'...as l o n g as the job i s done 
a l r i g h t , he's c h u f f e d , s i l l y p r a t ' . . . . . " 

Most "bent s t r a i g h t s " understand the problems f a c i n g t h e i r 
salesmen, e s p e c i a l l y t h e need t o show c o n t i n u i t y of s a l e s f i g u r e s 
d u r i n g h o l i d a y t i m e s . As one " p r o f e s s i o n a l " commented: "..the 
p o i n t i s t h a t i f a s u p e r v i s o r jumps a round, he has t o show a 
s i m i l a r book t o what the r e g u l a r bloke does..". However, t h i s i s 
a d d i t i o n a l l y d i f f i c u l t f o r s u p e r v i s o r s . They have t o attempt t o 
m a i n t a i n p r i c e , s a l e s , and f i d d l e - c o n t i n u i t y w i t h o u t q u i t e the 
same q u a l i t y of t r u s t - r e l a t i o n s h i p w i t h the customer t h a t the 
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" . . . I f i t shows up, you c o u l d lose cus
tomers over i t , c o u l d n ' t you?...you 1ve 
got t o ( f i d d l e ) o . . l e t ' s oc honest, you're 
h e l p i n g y o u r s e l f , a r e n ' t you?...but I don't 
attempt t o go t o the extremes t h a t some 
of the salesmen go t o . . . I t r y t o f i n d 
somewhere i n between, keep the customer 
happy, and keep everybody e l s e happy at 
the same t i m e . . . i f I'm on a journey and 
I know I've made £ 5 , I won't keep £ 5 . . . 
I ' l l leave a pound i n t o cover me...I've 
got a c e i l i n g , even on wholesale, and I 
•won't go above i t . . . I always f e e l t h a t 
when you go on wholesale w i t h a bloke t o 
l e a r n h i s j o u r n e y , he d o e s u 1 t t e l l you 
e v e r y t h i n g , t h e r e ' s always something he 
keeps t o h i m s e l f . . . t h a t ' s why I put a 
c e i l i n g on, so t h a t I don't f a l l i n t o a 
ruddy t r a p ' . . . . " 

But however hard they t r y , "bent s t r a i g h t s " arc never f u l l y 
accepted. As one salesman a c i d l y , but f i n a l l y , comment-jd: "when 
th e y ' r e l o a d i n g up beside you, out w i t h you, t h e y ' r e c e r t a i n l y 
one of you, but when you're a t the works, t h e y ' r e d e f i n i t e l y one 
of them." 

P l a s t o - E l a s t i c Archetypes: "Rogue", " P r o f e s s i o n a l " 
and "Robin Hood" 

P l a s t o - e l a s t i c archetypes are e s s e n t i a l l y l i c e n c e d performer 
a l t h o u g h t h e a c t u a l n a ture of t h e i r r e s p e c t i v e l i c e n c e s v a r i e s . As 
Klapp ( 1964 , p 132-3) d e f i n e s i t : 

"...While some...are e x c e s s i v e l y c r i t i s i s c d f o r 
s m a l l f a u l t s , we f i n d the paradox t h a t o t h e r s 
get away w i t h murder, r e m a i n i n g p o p u l a r as they 
do t h i n g s t h a t r u i n the r e p u t a t i o n of an o r d 
i n a r y maji. We can t r a c e t h i s immunity t o at 
l e a s t two g e n e r a l s o u r c e s . . . F i r s t , each r o l e 
has i t s p r i v i l e g e s . . . a second source o f immunity 
f o r misbehaving p u b l i c f i g u r e s i s i n t h e e l e 
ments i n t h e i r image t h a t compensate f o r whatever 
f a u I t s t hey possess..." 
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( i ) The "Rogue" 

"Rogue": "...Spare cash-bag?... no, I 
s o l d a l l my bags t o the milkman on my 
r o u n d I . . . " 

"Rogue": "...I'm no f i d d l e r ! . . . w e l l , I 
might p l a y the f i d d l e a b i t , but not l i k e 
some of t h e blokes up h e r e e . , 1 saw Bob 
t h i s morning, and he was r e a l l y p i s s e d 
o f f . . . h e s a i d i t would cost him about 
£ 1 5 t o £13 a week (a new checking system) 
. . . s t i l l , he's not j u s t a f i d d l e r , he 
p l a y s the whole bloody o r c h e s t r a l . . . " 

The "rogue"'s passport t o p r i v i l e g e i s h i s d i s a r m i n g g r i n , 
coupled w i t h : h i s tongue i n cheek d e n i a l s of' d i s h o n e s t y , A rogue, 
i t i s s a i d , can r e s i s t a n y t h i n g but t d m p t a t i o n . At the bakery, 
the "rogue" has, l i k e t h e "shark", proceeded t o t h e o r e t i c a l l y 
i n t o l e r a b l e stages of the moral c a r e e r . Here, however, the 
"rogue" disarms opponents, and mediates the moral harm t h a t he 
generates w i t h h i s a b i l i t y t o somehow 'disarm'. As Klapp (1964 , 

p 134) says s p e c i f i c a l l y of the "rogue": 

"...make i t funny enough and you can get 
away w i t h murder, and t h a t i s the l i c e n c e 
of t h e comic rogue. F a l l s t a f f was a coward, 
a g l u t t o n , a d r u n k a r d , a l i a r , a t h i e f , and 
a f r a u d , but i t was p s y c h o l o g i c a l l y i m p o s s i b l e 
t o see him as a v i l l a i n . . . " 

"Rogues" possess s u f f i c i e n t i n t e r a c t i o n a l ingenuousness t o 
be able t o deny the deed, s m i l e , and then, d e p r e c a t i n g l y , admit i t . 
One "rogue" s a i d t o me: "...Honestly, I can't make a. . t h i n g on t h i s 
r o u n d . . . w e l l , not much anyway", and another: "They used t o t h i n k t h a t 
I had s t u f f o f f my b r o t h e r (who was on a wholesale r o u n d ) . . . b u t I 
d i d n ' t . . . w e l l , o n l y a few t r a y s here and there'." 

The p o r t f o l i o o f the "rogue" i s e x t e n s i v e , and appears 
t o operate on the assumption t h a t the most p r o f i t a b l e approach 
i s the percentage p l a y i n g o f a l l p o s s i b l e styles,. "Rogues" are 
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p a r t i c u l a r l y renown f o r s k i l l and d e x t e r i t y i n .the p r a c t i c a l 
a r t s of f i d d l i n g , f o r l i v i n g by laughs, and f o r conning w e l l -
d i d d l e d customers i n t o l e a v i n g them l a r g e t i p s at Christmas. 
One "rogue" t o l d me.: 

" . . . I d i d n ' t l o s e many customers, I had 
a good round, I used t o l o s e the odd one, 
and p i c k u p the odd one, I used t o t r e a t 
them a l r i g h t , used t o g i v e them a good 
D i v i l . . . i f t h e y spent a pouncl-, I used t o 
g i v e them a packet o f b i s c u i t s and say: 
'Here you are, here's a packet of b i s c u i t s 
f o r you'...and used t o get i t back o f f 
them by the end of t h e week'....I even 
used t o be a d r i v i n g i n s t r u c t o r f o r one 
of my customers.. . £ 1 f o r t h r e e hours!..." 

G e n e r a l l y , i n f i a n n c i a l terms, the "rogue" p o r t f o l i o pays 
handsomely. W i l l i n g n e s s , f o r example, t o push any ' s i d e l i n e ' 
o f t e n p r o v i d e s l a r g e d i v i d e n d s . Another "rogue": 

"...he used t o s e l l me t i n s of b i s c u i t s f o r 
50p, and I used t o s e l l them on the round f o r 
75p..«I had 24 boxes one Christmas...! l i k e d 
t h a t Army "bloke, he used t o give me b u t t e r , 
and I used t o s e l l i t . . . b u t one day, a woman 
s a i d t o me: 'Here, t h a t b u t t e r you s o l d me 
the o t h e r week, i t had ' IT. A. A.P. I . ' w r i t t e n 
a l l down the s i d e o f i t ! ' . . . s o I thought 
I ' d b e t t e r pack t h a t in...when I was s e r v i n g 
t h a t army p l a c e , I never touched the money 
I made, I j u s t put i t i n a t i n , and i n the 
few months I worked f o r them, d'you know 
how much I made?...well, a f t e r I ' d f i n i s h e d , 
I opened the t i n , and put over £ 3 7 0 i n the 
bank..." 

"Rogues" a s p i r e t o be " p r o f e s s i o n a l s " . However, the two 
are permanently d i s t i n g u i s h e d by the "rogue"'s t o t a l l a c k o f 
power, h i s r e f u s a l t o b e l i e v e t h a t , i n s p i t e of h i s c a r e f u l 
c a l c u l a t i o n s , he c o u l d ever be s h o r t , and the subsequent i n j u r e d 
r i g h t e o u s n e s s which he adopts i n the p e r p e t u a l b a t t l e t h a t he 
wages w i t h the s a l e s management. At d i f f e r e n t times, t h r e e "rogues" 

. s a i d t o me: 

" . . . I know t h a t I can't come s h o r t . . I t ' s 
j u s t not p o s s i b l e . . . t h e y made me £0 s h o r t 
the o t h e r week..." 
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"...What I can't understand i s being made 
s h o r t . . I ' can't b e . . . i t i s n ' t p o s s i b l e . . 
I always keep t r a c k of what i s going on, 
and leave 30 bob I n t o cover m i s t a k e s . . . " 

"...You can never be a c c u r a t e , can you? 
take l a s t week, I came 82p over...and 
t h i s week, I should have been p^P over 
...yet they made me £ 8 . 8 9 short...imposs 
i b l e . . . t h e r e ' s j u s t no way i t c o u l d happen..." 

The "rogues"'s comradely f e e l i n g s towards o t h e r salesmen 
(see, f o r example, t h e quotes on page 339? supra) are matched 
by the d i s g u s t w i t h which he views s u p e r v i s o r s . I f "Robin Hoods" 
r e p r e s e n t the t r a d i t i o n a l / d e f e r e n t i a l worker (Lockwood, 1966) , and 
" p r o f e s s i o n a l s " the p r i v a t i s e d worker, then the "rogue" forms 
the p r o l e t a r i a n core. As one "rogue" put i t : 

"...You know, i f they o f f e r e d me t h a t job 
( s u p e r v i s o r ) , I ' d sa,y: 'Ho^ thanks', and 
i f they asked me "why, I ' d say: 'Well, I 
don't want demotion' ... t h a t 1 s how much 
I t h i n k of them'...." 

( i i ) The " P r o f e s s i o n a l " 

The s o p h i s t i c a t i o n of "rogue" t a c t i c s g r a d u a l l y achieves 
" p r o f e s s i o n a l " s t a t u s i n the eyes of o t h e r salesmen. The 
" p r o f e s s i o n a l " e v e n t u a l l y becomes d i f f e r e n t i a t e d from the 
"rogue" t h r o u g h the ( i n some cases, c o n s i d e r a b l e ) personal 
power t h a t the " p r o f e s s i o n a l " manages t o accumulate on the 
l a r g e r wholesale rounds. T h i s i s matched, i n p a r t i c u l a r , by 
t o t a l l a c k of c o n c e i t about p e r s o n a l f i d d l i n g a b i l i t i e s . I 
once watched a " p r o f e s s i o n a l " add a few loaves t o h i s r e t u r n s 
sheet i n the despatch o f f i c e . He cla i m e d : "...I'm s t i l l l e a r n i n g , 
see?..". Two o t h e r " p r o f e s s i o n a l s " put i t i n the same way: 

"...When I hear a new t r i c k , I t h i n k : 
'That's a good one, I ' l l have t o remember 
t h a t ' . . . s t o r e t h a t i n the back of my mind, 
I've never heard of t h a t one b e f o r e , t h a t 1 1 1 
come i n handy s o m e d a y i t g i v e s you broader 
scope..." 
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"...You l e a r n l i t t l e t h i n g s a l l the 
t i m e . . . y o u 1 r e always l e a r n i n g . . . y o u 
never f i n i s h . . " 

I t i s t h e i r pure a b i l i t y which gives them the l i c e n c e t o 
operate the power t h a t they w e i l d . T h e i r key t r a i t , as Klapp 
(1964 , p 134j 1962, p 32) d e f i n e s i t , i s t h a t of 'smart o p e r a t o r ' : 

"...A great performer i s p e r m i t t e d t o be 
a prima donna...he puts t h i n g s over on 
people, gets what he wants, by s l i c k d e a l s , 
comes out on top...knows how t o make a 
f a s t buck w i t h o u t being a c r o o k . . . i t i s 
e a s i e r t o understand "the p o p u l a r i t y of the 
smart o p e r a t o r i f we recognise him as t h e 
modern v e r s i o n o f the c l e v e r hero of 
f o l k l o r e . . . " 

I n the w o r l d of the f i d d l e r , the " p r o f e s s i o n a l " p l a y s the 
p a r t of the ' e x p e r t ' . H i s s t a t u s (and t h e cache t h a t h e - s t a n d s 
t o l o s e i f caught) c o n s t r u c t s a p o r t f o l i o which e n t i r e l y omits 
s t e a l i n g , and i n s t e a d , c o n c e n t r a t e s upon f i d d l e s and d e a l s . Two 
" p r o f e s s i o n a l s " e x p l a i n e d why th e y d i d t h i s : 

"..What? Take i f from the bakery, you mean? 
...Wo, I don't b o t h e r t o do t h a t , I don't 
p l a n on do i n g i t . . . I o n l y do i t when t h e r e ' s 
nobody about... t h e r e 1 s no reason t o c.o i t , 
I t h i n k I can make enough w i t h o u t d o i n g i t , 
...same w i t h d e a l i n g , I don't watch f o r i t , 
but i f a n y t h i n g comes up, I ' l l have i t . . . " 

" . . . I don't go across and take a n y . . ( i . e . , 
does not leave h i s l o a d i n g bay and go t o the 
stoc k racks near the despatch o f f i c e t o s t e a l 
b r e a d ) . . . I don't s t e a l . . . I can cover a l l the 
cash on overbooking, I don't make i t t o the 
ex t e n t of what some of the o t h e r s d o . . . f o r the 
simple reason t h a t I haven't got the c a l l s . , 
i t ' s p o i n t l e s s t a k i n g r i s k s above your cash-
c a l l s . . . i t ' s p o i n t l e s s . . . . a l t h o u g h , t h e y haven't 
had a check of the vans l a t e l y . . . b e f o r e , I was 
buyi n g most of i t from the d e a l e r s , and I 
wasn't h a r d l y t o u c h i n g t h e customers at a l l , 
d e a l i n g i s n ' t as r i s k y as f i d d l i n g . . . t h e r i s t 
i s t he most i m p o r t a n t , i f you d i d i i ' t have the 
job , you wouldn't have any money at a l l , would 
y o u ? . . . i t ' s w o r t h l o s i n g a l i t t l e b i t f o r the 
s a f e t y . . . " ( a ) 

(a) W h i l s t s e l l i n g t o unscrupulous shopkeepers reduces the l i k e l i h o o d 
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The " p r o f e s s i o n a l " and the "rogue" share a common l o a t h i n g 
of s u p e r v i s o r s , but c r u c i a l l y , whereas the "rogue" p l a y s the 
f i d d l i n g - g a m e almost f o r i t ' s own sake, the " p r o f e s s i o a a l " 
c o o l l y c a l c u l a t e s a l l the r i s k s , and never makes any money 
t h a t he cannot r e a l i s e . Another d i s t i n g u i s h i n g mark of the 
" p r o f e s s i o n a l " c h a r a c t e r i s the d e l i b e r a t e c r e a t i o n of t r u s t 
by him i n a l l h i s d e a l i n g s . w Wars (1973, P 204) comments on 
a s i m i l a r s t r a t e g y i n a r e s t a u r a n t : 

"...One v e r y experienced middle-aged w a i t r e s s 
w i t h a w h i m s i c a l t u r n of humour recounted 
what happened when she moved t o a new job 
i n a c o f f e e house: ' I s a i d : "Six c o f f e e s " . 
That shook them. They a l l looked a t me as 
i f I wa,s bloody d a f t i That way everybody 
thought I was the most innocent one t h e r e 
was.'...Her r e p u t a t i o n f o r n a i v e t e e s t a b l i s h e d 
w i t h the checker, she was then able t o 
f i d d l e w i t h o u t being suspected..." 

One of the Wellbreads' " p r o f e s s i o n a l s " claimed: 

"...He ( t h e despatch manager) t r u s t s me, he 
always has...he watches some of them, '0', 
f o r example, t h a t bloke can't do a t h i n g 
r i g h t f o r t h e Manager, he used t o be a b i t 

(Contd) of t h e i r i n i t i a t i n g l e g a l proceedings (and subsequently 
makes d i s c o v e r y l e s s l i k e l y ) the p e n a l t i e s upon c o n v i c t i o n 
would be g r e a t e r . I n CASE 58 ( 7 . 1 2 . 7 4)5 a shop-owner was 
c o n v i c t e d w i t h a bread-roundsman f o r r e c e i v i n g s t o l e n bread. 
Both were f i n e d : the owner t w i c e as mich as the d r i v e r , n i c e l y 
r e v e r s i n g the p r o c e d u r a l l o g i c of Wellbread's Managing D i r e c t o r , 
who b e l i e v e s t h a t r e c e i v e r s are always blameless. 

( a ) Bigus (1972 , p I 4 8-I51) c i t e s the f o l l o w i n g t r u s t - i n d u c i n g t a c t i c 
"The S i n c e r i t y A c t " ( b e i n g 'open', Bigus adds, "the s i n c e r i t y a c t 
i s n o t , of course, used e x c l u s i v e l y by milkmen. I t i s employed 
by j u s t about a l l persons who deal w i t h c u s t o m e r s " ) ; " C o n t r i v e d 
D i s c l o s u r e " (Pretended d i s c l o s u r e of ' i n s i d e r ' i n f o r m a t i o n t o 
customers, c a r r y i n g the i m p l i c a t i o n t h a t , i n the dramatic sense, 
the salesman i s more a member o f the customer's team, than of 
the b a k e r y ' s ) : " S i t u a t i o n a l mit i g a t i o n "( c o n f r o n t i n g and d e f l a t i n g 
i n d i v i d u a l grounds of d i s t r u s t ) and " a c c i d e n t a l honesty'' 
(when c o n v e n i e n t , o v e r t l y d i s p l a y h o n e s t y ] . There i s no p a r t 
i c u l a r consciousness about these t e c h n i q u e s amongst Wellbread 
salesmen. There i s n e v e r t h e l e s s awareness and p r a c t i c e of them, 
which i s informed by t h e i r g e n e r a l d r a m a t i c r o l e as 'performers' 
(see Chapter T h r e e ) . 
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o f a "rogue" when he was on r e t a i l . . . but 
I used t o g i v e him a t r a y back now and 
aga.in, when I was i s s u e d too much, I ' d 
go up t o him, and I ' d say: 'Here you a r e , 
I'm honest, I gi v e you a t r a y back when 
I've been g i v e n too much'... I d i d n ' t used 
t o g i v e him a l l of i t back, mind you, o n l y 
some, i f I thought I c o u l d n ' t get r i d of 
i f . . . h e t r u s t s me, I wouldn't say t h a t he 
t r u s t s me c o m p l e t e l y , . . . b u t more than the 
I*C £J *fc • « • 

The management by " p r o f e s s i o n s l s " of l a r g e wholesale round 
p r o v i d e s them wihh r e l a t i o n s h i p s w i t h good customers which are 
more s i g n i f i a a n t than the r e l a t i o n s h i p s t h a t these customers 
have w i t h the Wellbreads' management. The " p r o f e s s i o n a l s " can 
thus t h r e a t e n t o leave ( t a k i n g the customers w i t h them) w i t h 
g r e a t e f f e c t . Two o f the salesmen commented: 

" P r o f e s s i o n a l " : " . . . I l i k e b e i n g at t h e 
t o p . . . . ( o f the sales charts)...because you 
can get more done, which helps you keep at 
the t o p . . . i t ' s e a s i e r i n the top t h r e e , 
because you don't have t o f i g h t so h a r d 
. . . I always used t o take the bloke above 
me ( i n the s a l e s c h a r t s ) . . . a s a s o r t of 
t a r g e t . . . a n d t h i s i s another t h i n g about 
b e i n g at the t o p , t h e y don't stop any money 
when you're s h o r t . . . " 

"Rogue": "...'R' and 1 W are " p r o f e s s i o n a l s " , 
...'U' d i d ' R'' S round when he was on h o l i d a y , 
and he even had shops t a k i n g 70 loaves a day, 
and a p o l o g i s i n g . . .apologising'. . . . f o r h a v i n g 
5 r e t u r n s . . . " 

The l a r g e "make" of the " p r o f e s s i o n a l " means t h a t he can 
a f f o r d t o operate v i a a system o f k i c k b a c k s , sweeteners, and 
hush-money ( i n much the same way t h a t Davis, 1959» P 270-1, 
complains t h a t t a x i - d r i v e r s are compelled t o ) . O c c a s i o n a l l y , 
s t a f f i n u s e f u l p o s i t i o n s at the bakery are endebted, so t h a t 
t h e i r s e r v i c e s can be c a l l e d upon at a p p r o p r i a t e t i m e s : 

" P r o f e s s i o n a l " : "...Yeah, i f whoever's on l e t s 
me book a t r a y , w e l l , I ' l l g i v e him a packet o f 
c i g a r r e t t e s , or something, or a few boxes of cakes, 
and t h e y ' r e happy, ...Old '?' ( a s u p e r v i s o r ) used 
t o be the boy f o r t h a t , g i v e him a mi i d , and he'd 
be over t h e moon... give them something each t i m e , 
and t h e y won't mind the next time w i l l t h e y ? . . , " 
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" P r o f e s s i o n a l " : " . . . I always g i v e him (good 
c u s t o m e r ) a l o a f f o r h i m s e l f and about a 
quid ' s worth o f cake each week..." 

"Pro f c s s i o n a l " : " . . . I f t h e r e ' s any t r o u b l e , 
I get o n w e l l w i t h my customers, t h e y ' l l back 
me up i f I want them t o , I know most o f mine, 
and i f I'm not sure whether o r not I'm 
covered, I ' l l j u s t r i n g one o f them up and 
say: 'You d i d n ' t pay me t h i s week, O.K., 
B i l l ? ' , and h e ' l l say: ' R i g h t , sure, m a t e ' . . . " 

I n s i d e Dealer: "...he j u s t took them, and I 
never thought any more about i t , i t j u s t 
went from my mind c o m p l e t e l y a n y w a y , a f t e r 
the h o l i d a y , he co,me up t o me, and gave me 
a f i v e r , and s a i d ; 'You lo o k a f t e r me, and 
I ' l l l o o k a f t e r you'..." 

" P r o f e s s i o n a l " : " . . . . I t i p p e d a l l my c a l l s the 
wink ages ago, t h r e e c a f e s , a l l owned by the 
same b l o k e , and he knows the score...he used 
t o work f o r T i g e r Calces. . . t h a t ' s how he got 
the money f o r the calces, t a k i n g T i g e r f o r so 
muchl..." 

" P r o f e s s i o n a l " : " . . . . I f I f i n d out t h a t i t 
was t h a t b a s t a r d s u p e r v i s o r who shopped me 
over those c a s h - c a l l s , then I ' l l c a l l t h a t 
£50 I l e n t him t o buy t h a t poncey car c f h i s . . . " 

P a r t l y t h r o u g h the a r t i f i c i a l c r e a t i o n o f t r u s t , and 
p a r t l y as a f a v o u r , " p r o f e s s i o n a l s " r a r e l y get caught i n the 
spot-checks t h a t are sometimes c a r r i e d out by the bakery manage
ment. Somehow, they always seem t o know e x a c t l y when random and 
unplanned checks are due. Two bakery s t a f f members suggested 
p o s s i b l e reasons: 

I n s i d e Chargehand: "...One n i g h t , t h e phone 
i n Despatch w e n t . . . i t was f o r ' Y1 ( a d e a l e r ) 
. . . i t was one o f t h e b i g wholesale b o y s . . . I 
stood by the d e s k w h i l e h e was t a l k i n g t o him, 
and you know the way he t a l k s , I heard every
t h i n g . ..'Don't put any bread on, t h e r e ' s a 
check i n t h e morning' ... they used t o have 
these checks, but he always knew, and he 
used t o phone i n . . . " 

N i g h t "Manager: "...You know, I spent two 
n i g h t s s i t t i n g up o n t o p o f t h e despatch 
o f f i c e . . .hidden i n a l l t he shit, and r b i s t , -
I knew s t u f f was going, I knew who was t a k i n g 
i t , I knew the tim e s , a n d e v e r y t h i n g . . . b u t , 
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no a c t i o n , . . . about t h r e e months l a t e r , some
body came up t o me and s a i d : 'You were a cunt 
s i t t i n g up t h e r e , weren't you? 1 ... o n l y two 
people knew about i t , I o n l y t o l d two people'. 
and i t got back t o the b l o k e s who were doing 
•; + i i 
-i- u . . . 

The Sales managerial o f f i c e s t a f f are l e f t w i t h v i r t u a l l y 
no c o n t r o l whatsoever over the " p r o f e s s i o n a l s " . The o f f i c e i s 
b e l i e v e d by them t o be w h o l l y incompetent, and i s ' f i x e d ' f o r t h 
w i t h . One " p r o f e s s i o n a l " t o l d me: 

" . . . t h e y ' r e ( o f f i c e s t a f f ) on the f i d d l e , 
I caught the c h i e f accountant once, w e l l , 
he was caught s e v e r a l times, I caught him 
on t h e round once, t a k i n g s t u f f out of the 
boot o f h i s c a r , and p u t t i n g i t i n t o some
body e l s e ' s . . . I made sure t h a t he saw me.. 
I had never spoken t o him before..„but I 
bibbed the horn and l e n t out of the cab... 
1 never came s h o r t a f t e r t h a t w h i l e he was 
the accountant... t h e y ' r e a l l f i d d l i n g i n 
t h a t o f f i c e . . . n o o f f i c e c o u l d be as i n c o n -
p c t a n t as ours i s w i t h o u t a f i d d l e behind 
i t " 
X 0 o • • • 

I f communication w i t h the rnanagerne>rt i s e s s e n t i a l , then 
the Under Managers (who are supposed t o deal w i t h the salesmen) 
are i g n o r e d . One " p r o f e s s i o n a l " s t a t e d t h a t " . . I never go t o h i s 
Sales Meetings, t h e y ' r e a bloody waste o f t i m e . I t o l d the Senior 
Manager: ' I haven't got time t o waste l i s t e n i n g t o h i s (Manager's) 
s t u p i d r a m b l i n g s ' . . . I don't get on w i t h him, I always go t o the 
Senior. Manager i f I want something. " Whereas i t i s the power o f 
the " p r o f e s s i o n a l " t h a t , f o r example, lowers h i s sales t a r g e t 
( t h u s a l l o w i n g him t o make more commission), i n t h e s h o r t term, 
i t i s mere long-term attendance by the f i n a l " c h a r a c t e r " - the 
"Robin Hood" - t h a t achieves the same r e s u l t . By w a i t i n g p a t i e n t l y 
i n the wings, the "Robin Hood" manages t o be around at the r i g h t 
time t o b e n e f i t from any drop i n t h e commission r a t e s . 
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( i i i ) The "Robin Hood 

"Robin H o o d " O n e o l d boy s a i d "to me 
today: 'You're 'the o n l y honest bugger we 
have "to t h i s door, b o y l l ' ( l a u g h ) . . b u t I 
never rob anybody unless they've got more 
money than I have ( l a u g h ) . . . I don't...some 
o f these o l d pensioners, and farm boys, I 
c o u l d no more rook them than....some o f 
them, the o l d g i r l s , I g i v e them a b i t 
b a c k . . . I have d o n e . . . I ' l l say: 'You're 
a good o l d s o r t , and you've helped me a 
b i t ' . . . . " 

As Klapp ( 1 9 6 4 , 1 3 4 ) p o i n t s o u t , the immunity of the "Robin 
Hood" l i e s i n the f a c t t h a t something he does pleases p u b l i c 
sentiment more t h a n h i s misdeeds shock. Because of t h i s , h i s 
crimes j u s t seem l i k e a t e c h n i c a l i t y . M e l o d r a m a t i c a l l y , t h e 
"Robin Hood" c h a r a c t e r i s symbolised by the h e r o i c 'GoQdfellow', 
and 1independan" t s p i r i t ' . Klapp ( 1 9 6 2 , p 4 1 , 4 3 ) c o n t i n u e s : 

" . . . f o r f r i e n d l i n e s s he i s hard t o b e a t . . . 
he i s a comportable person t o have around 
no t r o u b l e maker or r e b e l , doesn't needle 
people, never s e t s h i m s e l f above o t h e r s , 
measures success i n acceptance r a t h e r than 
achievement, no p r o d i c a l but a p l o d d e r , 
not a f i r e b a l l but a f r i e n d . . . " 

The s t a t i c s a l e s p a t t e r n of t h e "Robin Hood" coupled w i t h 
a v e r y low s a l e s t a r g e t (see Diagram 1 7 , page 335 ) i s legendary. 
One "rogue" s a i d t o me: 

"...Take o l d A l f r e d . . . h e 1 s no f o o l , he can't 
s e l l a n y t h i n g , I bet you he never changes h i s 
o r d e r s from year t o y e a r . . . i f he s o l d somebody 
a packet of doughnuts one week, he'd take her 
a packet the next...never v a r y i t . . . n o t t o t r y 
and s e l l her more...but I saw h i s wage-packet 
once...£ 3 5 i n f i v e r s i n i t he had, and a couple 
o f s i n g l e s as w e l l . . . . " 
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The "making" p o r t f o l i o o f the "Robin Hood" i s a r e g u l a r , 
r e s t r i c t e d , c o n s u m p t i o n - r e l a t e d m i x t u r e o f many p o s s i b l e styles,, 
O u t r i g h t s t e a l i n g achieves a q u i t e d i f f e r e n t meaning i n the 
"Robin Hood" c o n t e x t . Both the snatch and the s e l l are r e d e f i n e d 
as " r e - c y c l i n g " , and as " p u b l i c s e r v i c e " . One "Robin Hood" f e l t 
t h a t he c o u l d o n l y s u s t a i n t h i s r e d e f i n i t i o n i f s t e a l i n g was 
done i n moderation: 

" . . . I t doesn't m a t t e r . . . I alv;ays h e l p myself 
t o a few s t a l e s from up the passage when the 
Manager i s n ' t l o o k i n g . . . t h e y o n l y go t o waste 
i f I don't take "thorn... o r , some poor sod gets 
them f o r c o n t r a c t . . . t h e bloke I s e l l them t o , 
he o n l y takes them f o r h i s dogs, and I o n l y 
charge him h a l f - p r i c e f o r them...four loav e s , 
t h a t ' s f o u r 'bob, i s n ' t i t ? . . . i t a l l helps 
doesn't i t ? . . . I used t o d e a l f o r about a 
dozen or so eacii d a y . . . u n t i l they got caught, 
t h e y got too greedy i n the end...a dozen 1 
loaves a week doesn't h u r t anybody does i t ? 
. . . i t ' s beer money f o r me, and f o r him..<" 

But the schematic backbone o f the "Robin Hood"'s business 
i s 'perks', t i p s and s i d e l i n e s : 

"Robin Hopd": "...I'm always there...when 
t h e y m.ove from the Naval houses... son u L ime.s, 
t h e y o n l y get about 24 hours n o t i c e , rr.d then 
t h e y ' r e o f f t o M a l t a , or somewhere, I got an 
£ 8 0 T.V. once f o r £ / | 0 . . . i t was brand new... 
t h e y hadn't got time t o s e l l i t , see?...and 
I couhd have had a new car once f o r £ 3 J 0 , 
but I hadn't got the cash..." 

"Bent S t r a i g h t " : "....My f i r s t year, I got 
£ o 0 i n t i p s , but when t h e y made me a super
v i s o r , t hey a l l t h o u g h t : 'We don't have t o 
g i v e him so much now, he's e a r n i n g more'... 
take o l d B e r t , he's got one of the best 
rounds here, he cares, see?...he knows a l l 
h i s customers, and has knows 'them f o r years, 
Remember Rocky l a s t year? he should have been 
on "the c l u b , but he came i n s p e c i a l on Chrastmas 
Eve t o get a l l h i s t i p s . . .he "too]-: about £ 8 0 
t o o . . . O l d Fred, he's another one, he had a 
r e a l t o p round down at the coast, a l l the 
c l a s s y houses, now, he used t o look a f t e r 
them, he even use 'J t o go and do "the s h o w i n g 
f o r them, and before he went on h o l i d a y , 
he used t o say t o them a l l : 'Be away on 
h o l i d a y next week, M' ain' . . .and they used t o 
g i v e him about 1J bob, and say: 1 Have a n i c e 
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t i m e , Baker'...he used t o make about 
£ 6 0 out of t h a t a l o n e . l i k e o l d Sam, 
the y a l l t h i n k he's dim, but he's got i t 
made...there a couolo of o l d l a d i e s 
on h i s round, and he always used t o f i l l 
the c o a l buckot up f o r them...one of them 
d i e d , and l e f t him about £ 4 0 0 . .^now, he's 
f i l l i n g the c o a l bucket up f o r the o t h e r 
one and hoping f o r the b e s t l . . . " 

When I acted as a r e l i e f on n o r m a l l y " p r o f e s s i o n a l " rounds 
I was i n s t r u c t e d t o push 'bent' c o a t s , r a d i o s and. o t h e r h i g h -
p r i c e d goods. "Robin Hood" rounds on the o t h e r hand (see Diagram 
17 on page 335 ) are permanently stocked w i t h sacks o f p o t a t o e s , 
boxes o f eggs, packets o f t e a , b u t t e r , and cheap t i g h t s , a l l 
i n v o l v i n g c o n s i d e r a b l e e x t r a e f f o r t f o r v e r y low p r o f i t margins, 
o f t e n themselves eroded by h i g h wastage and breakage. W h i l s t I 
was b e i n g i n s t r u c t e d on a "Robin Hood" round, the r e g u l a r man 
t o l d me: 

" . . . Y o u ' l l be a l r i g h t on here, you can make 
y o u r s e l f a few bob, eggs and new p o t a t i e s and 
s t u f f , a l l l e g a l . . " 

"Robin Hoods" are so d e f i n e d by t i i e c o n t e n t s of t h e i r 
p o r t f o l i o , r a t h e r than by the s t y l e by which they operate i t . 
Of a l l t h e Wellbreads' " c h a r a c t e r s " , the "Roeiu Hoods" are 
most e a s i l y v i s i b l e : o l d e r men, i n c l o t h caps, s e r v i n g the l a r g e 
r e t a i l c o u n t r y rounds. E m p i r i c a l l y ( a l b e i t i m p r e s s i o n i s t i c a l l y ) 
t h e r e i s a h i g h degree of convergence here between the "Robin 
Hood" c h a r a c t e r , and the "can d o f f e r " p e r f o r m e r - s t y l e o u t l i n e d 

( a ) 
i n Chapter Three, and t h e " o l d - s t a g e r s " of Chapter Four. 

(a) S i m i l a r l y i m p r e s s i o n i s t i c a l l y , i t might h ^ l p t o add t h a t the 
"shark" seems t o converge w i t h the "smo.ll t i m e r " salesman s t a t u s , 
and the " d e l i v e r y boy" and "dropper" i m p r e s s i o n and expr e s s i o n s t y l e s . 
The "rogue" i s a p p l i c a b l e t o any salesman s t a t u s , and r e f l e c t s 
"salesman" i m p r e s s i o n and e x p r e s s i o n s t y l e s . The " p r o f e s s i o n a l " 
i s s i m i l a r l y a "salesman", but i s pr o b a b l y c l a s s e d as a "Big Boy'1 

i n e n t r y - s t a t u s terms. The "Robin Hood" i s a "roundsman" impression 
s t y l e i n a d d i t i o n t o b e i n g a "cap d o f f e r " i n p erformer terms. 
The "wise s t r a i g h t " occupies any e n t r y - s t a t u s , i s a "salesman" 
t o t h e management, and a "roundsman" t o h i s customers. "Bent 
s t r a i g h t and " r i g h t e o u s s t r a i g h t " are s u p e r v i s o r s , and occupy 
n e i t h e r e n t r y - s l a i u s e s nor impression or e x p r e s s i o n s t y l e s . 

http://smo.ll
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They are the l e a s t a f f e c t e d b y the dynamic approach t o s e l l i n g 
t a k e n by the manager, and g e n e r a l l y , they i g n o r e a l l s p e c i a l 
c o m p e t i t i o n s , datums, t a r g e t s and o t h e r o f f i c e p a r a p h e n a l i a 
designed t o boost s a l e s . One "Robin Hodod s a i d : 

" . . . I ' v e never had t o pay any s h o r t s , I 
never have any problems w i t h the o f f i c e , 
i f I'm s h o r t one week, I p i c k i t up the 
n e x t , I don't worry about i t . . . c o m p e t i t i o n s ? 
I never take any i n t e r e s t i n t h e m . . . i f 
t h e y p l u s them up, I don't w o r r y . . . I never 
b o t h e r w i t h them...I never have much t o do 
w i t h the management r e a l l y , and they never 
say much t o rnc, I've had a couple of d a s t -
ups w i t h them, but i t doesn't happen v e r y 
often*..when I f i r s t s t a r t e d , I used t o do 
a l l the booking on the knock ( i . e . p r o p e r l y ) 
...now, a l l I do i s book what they owe me, 
I can never see any p o i n t i n w r i t i n g i t 
a l l down...same w i t h the s t o c k Saturday, 
I guess at i t , i t comes out over a p e r i o d 
of a week or two...they know i t . . . t h e y 
laugh and say: 'Old B i l l ' s been guessing 
h i s s t o c k again'. "... when I come a f i v e r 
o v e r . . . t h e y never say a n y t h i n g about i t , 
as l o n g as i t works out over the weeks, 
as l o n g as i t t u r n s up..." 

Few of the "Robin Hoods" ever b o t h e r t o s y s t e m a t i c a l l y 
of a c c u r a t e l y c a l c u l a t e what t h e y have "made", p r e f e r r i n g i n s t e a d 
t o j u s t a l l o w the ' k i t t y ' t o s u b s i d i s e mid-week consumption of 
beer, p e t r o l , and tobacco. More t h a n any o t h e r m a k i n g - p o r t f o l i o , 
t h e y have the h i g h moral s c r u p l e s of the t r a d i t i o n a l / d e f e r e n t i a l 
worker. One s a i d : 

"...Tom had been on t h i s round f o r 47 years 
of something b e f o r e I took i t over... t h a t ' s 
a l l I heard f o r the f i r s t year I was on here, 
...what o l d Tom used t o do...but i t used t o 
break my heart...he used t o 'cane' the o l d 
ones you know...there 1s an o l d dear down the 
road, she hadn't a c l u e where the money i s 
concerned, he used t o cane her something 
r o t t e n . . . h e used t o s t i n g her no e n d ! . . I 
don't b e l i e v e i n t h a t , you know...O.K., cane 
those who can a f f o r d i t . . . c n c e o l d 
added up the b i l l , you know the o l d g i r l w i t h 
the Spanish B u t l e r ? . . . she added i t up and 
made i t 4Op more than me...well, I d i d n ' t say 
anything.-»but I would"'t take i t o f f anybody 
who c o u l d n ' t a f f o r d t o l o s e i t . . . e v e n i f they 
c o u l d n ' t add up..." 
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STATUS RELATIONS IN "NORMAL" AND CRISIS TIMES 

Normal St a t u s 

The t i m i n g and t e r r i t o r y , and round a s c r i p t i o n d i f f e r e n c e s 
t h a t p r o v i d e salesmen w i t h the o r g a n i s a t i o n a l b a s i s f o r c h a r a c t e r 
a d o p t i o n and i m p u t a t i o n also i n t e r r e l a t e them i n a network of 
symbolic r e l a t i o n s h i p s . A l t h o u g h salesmen-statuses are produced 
s p e c i f i c a l l y by t i m i n g and t e r r i t o r y , the processes of s t a t u s -
maintenance are p a r t and p a r c e l of the procedures for- c h a r a c t e r -
p r e s e n t a t i o n which I have j u s t discussed. As s t a t u s c r u c i a l l y 
d i f f e r e n t i a t e s salesmen ( i n a sense t h a t , f o r example, s i m i l a r i t y 
of wages dees n o t , p e r s o n a l s t a t u s becomes tenuous and f r a g i l e , 
and any s t a t u s - c h a l l e n g e s are t r e a t e d w i t h extreme t o u c h i n e s s . 
A " p r o f e s s i o n a l " thus r e p o r t s how a customer had u n w i t i i n g l y 
s l u r r e d h i s " c h a r a c t e r " : 

"...This morning I went i n w i t h 6 t r a y s , 
and he was moaning as u s u a l . . . s a i d t h e r e 
wes t h r e e m i s s i n g , t h r e e f u c k i n g loaves I 
and me w i t h 8 o t h e r b i g ca,lls t o do b e f o r e 
9 . 0 0 am...when I got t h r o u g h the door, and 
he s a i d t h a t t h e r e was t h r e e m i s s i n g , c o r l 
. . . t h a t f u c k i n g annoyed me.-. . 1 o n l y d e a l 
i n t r a y s . . . . " 

On t o p of t h i s s o r t of s t a t u s c o n f l i c t w i t h the customer, 
s i m i l a r t r o u b l e s w i t h o t h e r roundsmnn are a l s o p o s s i b l e . R e t a i l 
salesmen s e r v i n g t h e same domestic h i n t e r l a n d t h a t the shops which 
the wholesale d r i v e r s d e l i v e r t o depend f o r t h e i r l i v i n g upon 
s u c c e s s f u l l y e r a d i c a t i n g the c o m p e t i t i o n which i n e v i t a b l y a r i s e s 
i n such an o v e r - s o l d environment. One "rogue" complained: 

" . . . t r o u b l e i s , ' T !'s shops ( a " p r o f e s s i o n a l " ) 
down humoo 1 cl i j x r e e t s e l l i.'ut Kin,-.,'S f o r yv eao/i, 
and I have t o s e l l them d o o r - t o - d o o r , round 
about, f o r l i p . . . . n o t -gp d i f f e r e n c e , but I p 
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and 2p each t i m e . . . I doubt whether i t ' s 
w o r t h g e t t i n g the basket out t w i c e a day 
• down t h e r e . . . " 

To s o f t e n t h i s p a r t i c u l a r a t t a c k on h i s standard of l i v i n g , 
t he above " p r o f e s s i o n a l " a l l o w e d the "rogue" i n q u e s t i o n to 
h e l p him c l e a n out h i s van at the end of the day. The "rogue" 
was p a i d aa much as 7'Jp ( i n s t a l e s which he c o u l d cash i n the 
next day) f o r t h i s s l i g h t t a s k . Such symbiosis i s f u r t h e r 
m a i n t a i n e d by the r u l e t h a t spare bread should be given away 
t o f e l l o w workers, and t h a t no attempt should be made t o s e l l i t . 
A minor r u l e d e r i v e d from t h i s i s t h a t r o l l s are f r e e . P a r t l y 
because the b i g i n s i d e d e a l e r s never f u l l j ' i n d e r s t o o d t h i s , one 
p a r t i c u l a r deal-empire c o l l apsed. The f a c t t h a t the i n s i d e men 
wanted money f o r r o l l s i n d i c a t e d over-greediness t o the roundsmen, 
and h e r a l d e d the u l t i m a t e c r u m b l i n g of the d e a l - s t r u c t u r e ^ tphey 
were no l o n g e r prepared t o support a s t r u c t u r e ( a l t h o u g h they 
were prepared t o c o n t i n u e t o buy 'cheap' bread) which had begun 
t o c o n t r a d i c t some v e r y b a s i c group r u l e s , 

Sometimes the d i f f e r e n t p r i c e / v a l u e i n t e r p r e t a t i o n s h e l d 
by r e t a i l e r s and w h o l e s a l e r s produces a l o n g - l a s t i n g s y m b i o t i c 
r e a l t i o n s h i p between a. r e t a i l e r and a w h o l e s a l e r i n the same 
customer-area,. When, i n ignorance, I t r i e d t o s e l l o f f some 
spare bread when I was a c t i n g as a r e l i e f salesmen, I was g e n t l y 
and k i n d l y t o l d : 

"...Can't you f i n d a r e t a i l e r ? t h a t ' s what 
I used t o do when I was on there...one who's 
a b i t s h o r t of bread, and can give you cash 
f o r i t . . . y o u ' 1 1 p r o b a b l y get n e a r l y f u l l 
p r i c e f or i t . . . " . ..... . 

Procedures such as t h i s h e l p t o m a i n t a i n c h a r a c t e r o l o g i c a l 
b oundaries, and a l l o w smooth and easy ' s t a y i . n g - i n - c h a r a c t e r ' f o r 
p r a c t i t i o n e r s . U n f o r t u n a t e l y , however, managerial s o c i a l c o n t r o l 
can o c c a s i o n a l l y stymie such c r e a t e d harmony. How do salesmen 
manage t h e i r c h a r a c t e r s i n times of c r i s i s ? 
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C r i s i s and S t a t u s - S l i p : " S t a y i n g - i n - C h a r a c t c r " 
versus Character-Lapse. 

I n normal t i m e s , the p o r t f o l i o p r o v i d e s ongoing r e s o l u t i o n 
of the core problems o f m a i n t a i n i n g the c o n t i n u i t y of f i d d l e s , 
t h e bases f o r t r u s t , o f e q u a l i s i n g the v i s i b i l i t y o f f i d d l e s 
w i t h the c o n t i n u i t y o f the sales p a t t e r n , and so on. The 
attempts by the bakery management t o p e n e t r a t e t h i s p r o t e c t i v e 
s h i e l d ( w h i c h we might r e f e r t o as 'clean-up campaigns') are 
r a r e l y s u c c e s s f u l a l o n g the l i n e s t h a t t h e y i n t e n d . They do, 
however, make l i f e t e m p o r a r i l y d i f f i c u l t f o r those w i t h p a r t 
i c u l a r " c h a r a c t e r s " . For most salesmen, "making" s t y l e s u s u a l l y 
dismissed w i t h d i s g u s t , are t e m p o r a r i l y adouted ss a s t c D - g a o 

( a ) 
measure. Two " p r o f e s s i o n a l s " found t h e i r s t a t u s p a r t i c u l a r l y 
v u l n e r a b l e d u r i n g the. suspension of d e a l i n g : 

"...You watch the Old-Stagers up t h e t o p 
t h e r e i n t h e mornings (on the top bays near 
the passage where the s t a l e s are s t o r e d ) 
t h e y ' r e a l l a f t e r the e x t r a l o a f , what they 
can f i n d hanging a b o u t . . . i t ' s p a t h e t i c 
r e a l l y , j u s t f o r a few o l d s t a l e s . . . I can 
do a l r i g h t w i t h o u t d o i n g t h a t . . . w i t h o u t 
s t o o p i n g t o t h a t . . . I have don3 i t . . . I 
have-done i t i n the past when t h i n g s have 
been a b i t t i g h t , I've been and got my
s e l f a couple o f t r a y s of s t a l e s . . . " 

"...When 'T' and the o t h e r s were caught 
( i n s i d e d e a l e r s ) , i t was madness f o r a 
few d a y s . . . i t was murder f o r a few days, 
I mean, you have t o cover what you have 
been g e t t i n g don't y o u ? . . . o t h e r s i s e i t 
would s h o w . . . e s p e c i a l l y at a time l i k e t h a t , 
when t h e y ' r e l o o k i n g f o r t h a t s o r t o f t h i n g . . . . " 

D u r i n g t h i s p a r t i c u l a r l - e n f o r c e m e n t - c r i s i s , one., of the 
b i g i n s i d e d e a l e r s who had been sacked t o l d me t h a t a l t h o u g h 

a) Lemert (1 9 6 ?, p 1 2 7 ) s i m i l a r l y notes he: s t a t u s - d e g r a d i n g f o r 
f i n d l i f e when t h e y have t o drop t o p a s s i n g s m a l l - t i m e cheque 
when the 'heat' i s on. 
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times were hard f o r those who had p r e v i o u s l y depended upon h i s 
i l l i c i t s e r v i c e s , one man at l e a s t , a " p r o f e s s i o n a l " : 

" . . . i s a l r i g h t though, he s a i d t h a t he'd 
managed t o make the 200 loaves ( w h i c h he 
had p r e v i o u s l y "been bu y i n g cheap per day) 
j u s t by s h o r t i n g h i s shops, i t ' s easy, he's 
been go i n g t h e r e f o r y e a r s , and t h e y t r u s t 
him...he d i d one shop f o r 42 loaves'...." 

S i m i l a r l y , i f i n s i d e d e a l e r s get windy, then s t e a l s (as 
w e l l as f i d d l e s , as i n the l a s t example) w i l l p r obably i n c r e a s e . 
I f s t e a l i n g from one's mates, on t h e o t h e r hand, i s the advnatage 
taken i n such p r e c a r i o u s s i t u a t i o n s , then what might be seen, as 
a temporary c h a r a c t e r - l a p s e by o t h e r s , w i l l i n s t e a d become 
i r r a d i c a b l e and i r r e i n e d i a l l y d e f i n e d as c h a r a c t c r o l o g i c a l change. 
One " p r o f e s s i o n a l " used t o work a l o i i g s i d e a f r i e n d w i t h a s i m i l a r 
c h a r a c t e r i s t i c d i s p o s i t i o n , u n t i l : 

" . . ' . I used t o share e v e r y t h i n g w i t h 'Z'.,. 
i f I got 4 t r a y s , I would g i v e him a couple, 
he'd pay me mind, but he used t o do the same 
f o r me...share s t u f f , s t u f f t h a t he'd g o t , 
but I've n o t i c e d t h a t r e c e n t l y , •when he's 
got bread, he hasn't shared i t w i t h me... 
take the o t h e r day, he was t e l l i n g t h e 
Manager t n a t he hadn't got a l l h i s bread-
but 1.1'd seen h i in put i t on h i s van, 56 loaves, 
but he d i d n ' t g i v e any t o me, even when I 
s a i d t o him:' VJhat' s a l l t h i s ? Got some e x t r a 
coming? 1 ... so now, i f I get something, I 
might not say a n y t h i n g . . . " 

Such "sounding" (Matza, 196/j, p 4 3 ) i s commonly used t o 
s e t t l e membership q u e s t i o n s at c h a r a c t e r - s l i p p a g e t i m e s . The 
r e s u l t i n the above example was t h a t , i n o t h e r words, "the speaker 
began t o t r e a t h i s f r i e n d l i k e a "shark". A s i m i l a r e f f e c t can be 
c r e a t e d on the round. For example, the use o f "rogue" t a c t i c s on 
customers who have c o n v e n t i o n a l l y been accustomed t o a "Robin Hood 1 

approach can d e p o s i t the salesman i n a s p i r a l of d e c r e a s i n g 
t r u s t and s t a t u s - d e f l a t i o n . I t was s a i d of one man: 

"...He got greedy i n the end...he got t o 
the p o i n t whore the customers got s u s p i c i o u s , 
none of them d i d a n y t h i n g , bu.t the?/ a i l 
s t a r t e d c h o c k i n g him o u t , and he c o u l d n ' t 
make any more.<." 
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A l t h o u g h not so much of a problem f o r nevj r e c r u i t s (who 
f i n d a ' s i t u a t e d s e l f , a " c h a r a c t e r " , a w a i t i n g them i n the 
e x p e c t a t i o n s of t h e i r customers), t h i s can be p a r t i c u l a r l y a 
problem f o r salesmen changing rounds i n mid career stream. 
Although t h e Sales manager t r i e s t o ' f i t ' an e x i s t i n g roundsman 
t o another round, t h i s i s not always s u c c e s s f u l , and i f t h e 
s i t u a t e d s e l f t o which he comes d i f f e r s from the one t o which 
he has become used, c o n f l i c t ( w h i c h w i l l be u n r e s o l v a b i c i f i t 
i s c o n t r a r y t o c h a r a c t c r o l o g i c a l p e r s o nal change d i r e c t i o n s , 
see Diagram 16 on page 3 3 1 ) w i l l r e s u l t . Again, s u f f i c i e n t 
w i t n e s s i n g of i n f r a c t i o n of the core moral r u l e s of the group 
can l e a d , a l t e r n a t i v e l y , t o i r r e t r e t i v b l e r e - c l a s s i f i c a t i o n 
f o r the o f f e n d e r . As Klapp ( 1 9 6 4 , p 1 7 4 - 5 ) p u t s i t : 

" . . . I f an i n d i v i d u a l a c t s out of c h a r a c t e r , 
he can produce a r o l e - c x - i s i s f o r h i m s e l f , 
and perhaps f o r someone e l s e as w e l l , by 
making i t i m p o s s i b l e fo r 1 the drama t o go 
on -as d e f i n e d and expected; I t may occur 
because the audience can no l o n g e r b e l i e v e 
i n him i n the p a r t , or because he sabotages 
h i s p a r t n e r ' s r o l e . . . " 

C h aracter Problems i n P o r t f o l i o - C h a n g e : Image Trouble 

A p o r t f o l i o developed from a. r o u n d - a p p r o p r i a t e c h a r a c t e r 
may prove an embarrassment i f the c o n t e n t of the round i s 
s u f f i c i e n t l y a l t e r e d t o p r o v i d e a s t r u c t u r a l change, or i t the 
salesmen themselves are changed over. Many men manage t o make 
a s u c c e s s f u l p o l i c y change. One man who had operated w i t h 
success on a "Robin Hood" round, r e c a l l e d h i s smooth t r a n s i t i o n 
t o " p r o f e s s i o n a l " s t a t u s : 

"....A l o t of the o l d g i r l s , I used t o l e t 
them have s t a l e bread f o r t h e b i r d s and 
t h a t s o r t of t i l i n g . . . I ' d l e t then have i t , 
and not charge t h e m t i l i n g s l i k e t h a t , I 
never used t o muice a l o t on R e t a i l , about 
a f i v e r a week, I suppose, when you change, 
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i t i s n ' t -that much d i f f c r e n t . . . (when I 
was "being r e t r a i n e d ) . . . I expected him 
t o do i t ( f i d d l e ) , and I was watching 
him, "but the amount s u r p r i s e d me..." 

Image-change i n the p o s s i b l e d i r e c t i o n s i n d i c a t e d e a r l i e r 
(Diagram 1 6 , page 331> and pages 330 t o 333 ) i s r e l a t i v e l y s imple. 
Change from i r r e r n e d i a l t o r e m e d i a l c a t e g o r i e s on the o t h e r hand., 
f o r example, from "shark" t o " p r o f e s s i o n a l " , i s never f u l l y 
achieved. One man a t t e m p t i n g such a s w i t c h , found t h a t : 

" . . . I ' v e had many a barney w i t h the Desaatch 
Manager, he's always c a l l i n g me a " t h i e f " 
and t h i n g s l i k e t h a t , and ( t h e 
Sales manager) s a i d the o t h e r day; when I 
showed him a photograph of my son: 'Fancy 
h a v i n g a Dad who's a t h i e f I ' . . . I suppose 
he wss j o k i n g , but he's s a i d t h a t t o me 
once or twice...he says t h i n g s , and you 
j u s t have t o take i t w i t h a p i n c h of s a l t . . . " 

As Klapp outs i t ( I 9 6 4 > P 1 4 3 ) one cannot s w i t c h from an 
image t h a t one's p u b l i c wants t o one t h a t i t does not want. I t 
i s simple +0 re-make some " c h a r a c t e r s " , f o r example, a l l but 
"shark" and " r i g h t e o u s s t r a i g h t " can be re—made ( a l b e i t i n 
s y s t e m a t i c a l l y p r e f e r r e d d i r e c t i o n s ) one cannot j u s t a r b i t r a r i l y 
re-make c h a r a c t e r s a l o n g types p u r e l y o f one's own choosing. 

Thus, the a b i l i t y t o break out o f a p r e v i o u s l y h e l d 
c h a r a c t e r i n o r d e r t o s u c c e s s f u l l y adopt a new m a k e - p o r t f o l i o 
depends upon the n a t u r e of the p u b l i c i s e d biography of the 
salesman concerned, and upon t h e c h a r a c t e r o l o g i c a l d i r e c t i o n i n 
which he wishes t o t r a v e l . 
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EVERYDAY CHARACTER MANAGEMENT 

F i n a n c i a l Account Management 

The o r g a n i s a t i o n of the Sales department runs on the 
premise t h a t the salesmen are f i s c a l l y r e s p o n s i b l e f o r a c c o u n t i n g 
f o r a l l the goods f o r which t h e y are c r e d i t e d each week. A 
f i n a n c i a l r e c o n c i l i a t i o n - s h e e t o f d e b i t s and c r e d i t s ( a •Rec. 1), 
i s prepared f o r each man every week. I t comprises a, l e n g t h y 
a r i t h m e t i c a l t r i a l f o r every salesman, c u l m i n a t i n g i n a per s o n a l 
f i n a n c i a l v e r d i c t , which i s e i t h e r ' s h o r t ' o f , or 'over' the 
r e q u i s i t e balance. To 'come over' i s a puzzle t o be so l v e d by 
the men by i n i t i a t i n g r e f i n e d i n - p o r t f o l i o p r a c t i c e s . To 1 come 
s h o r t ' i n i t i a t e s v a r i o u s s e t s of i n t e r a c t i o n w i t h the management, 
whose outcome i s c h a r a c t e r o l o g i c a l l y n e g o t i a b l e . 

I t i s t h e r o e t i c a l l y p o s s i b l e , but p r a c t i c a l l y i m p o s s i b l e 
t o 'come o u t ' . I n the h i s t o r y o f the Sales department at Wellbread 
no salesman has ever e x a c t l y matched h i s d e b i t s v / i t h h i s c r e d i t s . 
As the Sales manager put i t : "To do a jour n e y and t o come out spot 
on, i s n e a r l y i m p o s s i b l e . " T h i s i s o p t i m i s t i c . Should chance 
b e f a l l a salesman, and h i s r e c . 'come o u t ' , t h i s would not pass 
the eagle-eye o f the sa l e s o f f i c e . As a s e n i o r s p u e r v i s o r put i t : 

"...You know, i f one o f my blokes ever came 
out e x a c t l y r i g h t ( i n t h e Rec.), I ' d sack 
him on the s p o t . . . i t ' s impossible,. and i f 
somebody d i d i t , I ' d suspect t h a t he was 
was on the f i d d l e . . . h e must b e . . . i t ' s 
imposs i b l e . . . " 

The n i c e d o u b l e - b i n d t h a t f l o o d s . t h i s managerial d e f i n i t i o n 
i s i nescapably apparent. I n a d d i t i o n , i t i s backed by the f e e l i n g , 
h e l d by a i l members o f the management t h a t I t a l k e d t o , t h a t the 
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o f f i c e c a l c u l a t i o n s , upon v.'hich the r e c o n c i l i a t i o n s are e x c l u s i v e l y 
based, are i n f a l l i b l e . As the T r a i n i n g O f f i c e r p u t i t : 

"...Some of the youngsters here, t h e y t h i n k 
t h a t they can take a f i v e r out of the bag, 
because they can always say: 'Oh, w e l l , 
they've made a mistake i n the o f f i c e ' . . . 
b u t , as a m a t t e r of a f a c t , t h ey don't 
make mistakes i n the o f f i c e . . . i t ' s im
p o s s i b l e , because the work i s checked... 
but t h a t ' s the b i g g e s t enemy of the j o b , 
t h e man doesn 1 t understand t h a t he has t o 
account f o r every penny t h a t he takes o u t . . . " 

Coming 'over 1 merely d e p i c t s bad c a l c u l a t i o n s by r e t a i l e r s . 
Most wholesale ronuds, however, have o n l y a f i x e d amount of ready 
cash ( f r o m the l i m i t e d supply of c a s h - c a l l s ) t o which the weekly 
"make" must, be r e g u l a r l y and a c c u r a t e l y matched. I f a salesman's 
"make" r e g u l a r l y exdeeds h i s " t a k e " , then hs i s merely w a s t i n g 
time making money t h a t he cannot r e a l i s e , and which a u t o m a t i c a l l y 
s w e l l s the c o f f e r s of the f i r m . Most salesmen t h e r e f o r e t r y and 
p l a n "making" arrangements t o n e a t l y t i e i n w i t h p r e c i c t a b l e " t a k e " 
l e v e l s . For example, two " p r o f e s s i o n a l s " c l a i m e d : 

"...Yeah, t h a t was p a r t l y why I t u r n e d 
'M1 ( p o t e n t i a l i n s i d e d e a l e r ) down, I 
mean, I can't have everybody g i v i n g me 
bread, can I ? . . . t h a t ' s t h r e e t r a y s each, 
t h a t ' s t h i r t y quids w o r t h I have t o get 
r i d o f . . . i n one day...you 1 1 1 j u s t keep 
coming 'over' and t h a t ' s no good t o you, 
you can't get i t o u t . . . " 

" . . . . W e l l , I asked f o r a t r a y e x t r a the 
o t h e r day, and he s a i d : ' I won't book 
t h a t one, you can make i t r i g h t w i t h me 
at the end o f the week 1...so I s a i d : 
'Yeah, t h a t ' s f o u r t r a y s ' ... i t ' s a waste 
of time r e a l l y , I can cover a l l I can 
get out a l r e a d y . . . s t i l l , you know, one 
week, I had 5124 out and I s t i l l came 
£ 3 2 over..." 

Devious managerial p r a c t i c e s prevent s y s t e m a t i c a l l y summated 
'overs' a c t i n g as 'savings' i n the personal f i n a n c i a l accounts of 
the men, f r o m which they might draw i n t i m e s o f f u t u r e s h o rtage. 
P e c u l i a r t h i n g s seem t o i i a p p e n t o t h e r u n n i n g T o t a l s ol oacn 
round near the end of t h e f i n a n c i a l year. Many o f t h e salesmen 
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claimed t h a t a " l e v e l i n g o u t " process- c c u r r e d . Two o f them s a i d : 

"Rogue": " . . . I t ' s such a cock-eyed system 
t h e y always balance i t out anyway, t h e y 
don't care e x a c t l y . . . t h e y j u s t work i t out 
r o u g h l y . . . least summer when I was on the 
c o a s t a l r u n , I came about £ 2 2 0 over by 
the end of the season...wel1, they 'evened 
i t out'...and i n the end, I j u s t broke 
even..." 

" P r o f e s s i o n a l " : "...Trouble i s , get too 
f a r ahead, and you lose i t a l l . . . a t the 
end of the least f i n a n c i a l year, I was up 
t h r e e f i g u r e s , and I l o s t the l o t , yeah, 
I was about £ 3 0 0 up, and they took i t t o 
balance o f f another r o u n d . . . s t i l l , i f you're 
down i n the book, t h e y ' 1 1 h e l p t o balance 
i t up...." 

To c o n s i t e n t l y come 'over' i s the mark o f a "rogue" on 
a b i g round. Unable t o r e s i s t the s p o r t , he co n t i n u e s I O make 
money f o r t h e f i r m , when he cannot r e a l i s e i t h i m s e l f . T h i s can 
provoke awkward q u e s t i o n s , as one "rogue" remembered: 

"...when you come over, t h e y j u s t take i t 
o f f , and pay somebody el s e ' s debts w i t h i t , 
t h a t happened t o me...I came about £ 2 2 5 
over one year, j u s t b e f o r e t h e y clea-red 
the books, and they took i t a l l o f f , and 
l e f t me w i t h n o t h i n g . . . I got f u r i o u s , and 
went and saw ( t h e accountant) 
and s a i d : 'Why should you take i t a l l o f f ? ' 
and he s a i d : ' I f you don' t shut up, I ' l l 
want t o know how you came so much over'..." 

The l a s t sentence of t h a t quote o n l y t o o a p t l y i l l u s t r a t e s 
the u n f o r t u n a t e p o l i t i c a l p o s i t i o n o f those who take the money and 
r e l i n q u i s h the p r i n c i p l e s i n t h e way t h a t I d e s c r i b e d at the s t a r t 
o f t h i s c h a p t e r . Only the " p r o f e s s i o n a l " i s a s t u t e enough t o cut h i 
do u b l e - b i n d losses here, and coopt these p o s s i b i l i t i e s i n t o h i s 
p o r t f o l i o . Two " p r o f e s s i o n a l s " claimed: 

"...Dealing?... I never do t h a t , a l t h o u g h 
I've been o f f e r e d , I don't see why I should 
p a r t w i t h my money when I can make i t o t h e r 
wise. . . p u r e l y f i n a n c i a l , t h ey used t o come 
round every morning, and i t was 5Jp a. t r a y 
. . . i f you bought one every morning, t h a t was 
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£ 3 - 5 0 at the end of t h e week...I 
haven't got the s o r t o f s t o r e s where 
I can get r i d of an extra, t r a y a day, 
t h a t ' s why I don't go i n t o the "bakery 
and s t e a l i t , I can't get r i d of i t . . . 
Oh, I know I can s e l l i t t o a r e t a i l e r 
f o r a q u i d . . . s t i l l . . . " 

" . . . I never t u r n down the advantage t o 
f i d d l c . . . w e l l , I t depends on the c i r c u m 
stances at the t i m e , I s uppose...if I've 
made enough t o cover a l l the c a s h - c a l l s , 
then i t ' s a waste of time d o i n g any more 
l i k e 'D' does ( a "rogue")...he'1 1 f i d d l e 
as much as he can a l l the time...he'1 1 
come £ 3 0 over each week, i t ' s a waste o f 
time r e a l l y . . . i t ' s j u s t money f o r the 
company... " 

V a r i o u s s t r a t e g i e s have been evolved by the VJellbread 
salesmen t o a i d those s u f f e r i n g fomm a c h r o n i c and r e g u l a r 
shortage of a v a i l a b l e cash on t h e i r rounds. Most experienced 

( a ) 
wholesale roundsmen have Imaginerv. Shoos (where the f i r m 
t h i n k s t h a t the salesman c a l l s at a shop, but t h e r e i s n ' t one 
and the salesman pockets the percentage d i s c o u n t ) and, more 
f r e q u e n t l y , An0nymous Shops^^ ( t h e salesman serves a c a . l l t h a t 

( a ) The ' Imaginci'j Shop' has a good pedigree i n the e s s e n t i a l l y 
l i m i t e d c o l l e c t i o n o f t e c h n i q u e s c h a r a c t e r i s t i c of i l l i c i t 
p r a c t i c e i n the s e r v i c e i n d u s t r i e s . I t i s r o u g h l y s i m i l a r t o 
" p a y r o l l padding" - the c l a i m i n g of s a l a r y f o r "straw men" 
(Abramson, 1 9 4 9 , P 4 9 ; B a r r e t t , 1 9 9 5 , P 199)» or "phantom 
p a y r o l l e r s " (JR. D avis, 1957? P 2 4 9 ) who do not a c t u a l l y r e c i e v e 
i t . I n t e r e s t i n g l y , a l l t h e i n s i d e s t a f f at Wellbreads f i r m l y 
b e l i e v e t h a t the management i s r e t i c e n t t o pay casuals when 
more men are needed because they are a l r e a d y p o c k e t i n g money 
p a i d t o "imaginery c a s u a l s " . Jaspan and Black ( 1 9 6 O , p 190 ) 
suggest the "dummy c o r p o r a t i o n " may be a w h i t e - c o l l a r v a r i a t i o n 
o f the b l u e - c e l l a r "imaginery shop'k 

( b ) The 'Anonymous Shops' syndrome i s also e s p e c i a l l y common anongst 
t h a t sec'i'or of the i n v i s i b l e r e p a i r s e r v i c e i n d u s t r y which has 
t o work i n the customer's home. P a r t i c u l a r l y ( a s , f o r example, w i t h 
T.V. repairmen) when spare p a r t s are z\&ll and v e r y cheap t o the 
f i r m , unscrupulous employees w i l l soon go i n t o business f o r 
themselves and begin t o s e r v i c e some of the f i r m 1 s c l i e n t s 
w h o l l y on the s i d e . H e w i t t ( 1 9 6 3 , p 14 ) r e f e r s t o t h i s as the 
" s e r v i c e r e p r e s e n t a t i v e s r a c k e t " and c i t e s a n i c e example of 
an employee who gave c l i e n t s h i s own telephone number, and 
subsequently took over #600 of company p e r i s , and # 1 , 2 0 0 w o r t h 
o f s e r v i c e c a l l s i n t h r e e months. Ross ( l y o O , p 2 1 ) r e c a l l s an 
example where, i n a C a l i f o r n i a n c a r p e t s t o r e , an employee 
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"the management knows n o t h i n g about, covers the order by under-
booking elsewhere, and pockets a l l the cash from t h a t c a l l ) . 
One " p r o f e s s i o n a l " c l a i m e d t h a t : "..everyone here's got t h e i r 
own l i t t l e c a l l s . . . I ' v e got t h r e e , and t h e r e i s n ' t a w h o l e s a l e r 
who hasn't..". Two more- salesmen a d m i t t e d : 

"Rogue": " . . . I ' v e got c a l l s on the s i d e t h a t 
they don't even know about...a couple o f pubs 
. . . o n l y a couple of loaves and a few r o l l s a 
day, mind you, but i t a l l adds up, doesn't i t ? . . . " 

" P r o f e s s i o n a l " : "...The manager's been as k i n g 
how many c a s h - c a l l s the blokes have g o t , some
t h i n g about them b e i n g put on d o c k e t s . . . ( t h e 
salesman t o l d the management t h a t he had two 
c a s h - c a l l s ) . . . I ' v e got s i x a c t u a l l y , I've got 
some t h a t nobody knows about..." 

I f a c a l l - c h e c k e r i s bent, but has no access t o o r g a n i s 
a t i o n a l cash, an a l t e r n a t i v e s t r a t e g y (where t h e r e i s a w i l l , 
b u t , a l a s , no o t h e r way) i s t o exchange f o r k i n d . I was t o l d 
by a "rogue": 

". . . W e l l , see one of the managers i n the 
shops, t h e n , o f f e r him some bread f o r some 
g r o c e r i e s or something...I do i t a l l t h e time? 
on here,' t h e y ' r e o n l y too g l a d t o do i t most 
of the t i m e , i t doesn't bot h e r them, i f I 
want a couple o f b o t t l e s of d r i n k or a n y t h i n g , 
I g i v e then a couple o f loaves...but I go 
o u t s i d e and book them!...." 

P e r i o d i c a l l y , when they have s u f f i c i e n t but o t h e r w i s e un
s a l e a b l e " cash i n t h e i r h y p o t h e t i c a l " m a k e " - k i t t y , some of the 
" p r o f e s s i o n a l s " c l o s e a shop. T h i s means t h a t the d o c k e t - b i l l i s 
presented t o the shop-keeper i n the u s u a l way, but i n s t e a d of 
c o l l e c t i n g the money, and t u r n i n g i t over t o Welibreads i n the 
c o n v e n t i o n a l 'way, the money i s pocketed by 'the salesman, and the 
f i r m i s t o l d t h a t the shop-keeper c l o s e d up t h e shop f o r t h a t week 
t o go on h o l i d a y . One " p r o f e s s i o n a l " t o l d me: 

(Contd) managed t o set h i m s e l f up i n e l a b o r a t e c o m p e t i t i o n w i t h the 
f i r m , by e r r a t i c a l l y c a n c e l l i n g o r d e r s , and s l o w i n g d e l i v e r y 
down, and t h e n o f f e r i n g s e r v i c e t o the thus d i s g r u n t l e d customer 
nH- -3 i~\ V* *".<-i nlv.~ „-'-,>̂-. 1 — \ . ^ y\ - ~. . - L - •, - i 

even p a i d ^ 2 0 0 , 0 0 0 i n overtime f o r t h e f i t t e r s t o i n s t a l l the 
s t o l e n c a r p e t s ! 
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" . . . I c l o s e d Johnsons j u s t b e f o r e I v/ent 
on h o l i d a y , yeah, c l o s e d him f o r a week, 
and took an e x t r a £57 out of the k i t t y t h a t 
week...trouble i s you can't close them too 
o f t e n , I t o l d them i n the o f f i c e t h a t he was 
away on h o l i d a y f o r a week, and had c l o s e d 
down...I'd been 'over' f o r weeks, see?... 
I ' d been c o u n t i n g i t up, and what t h e y t o l d 
me I was over, I thought I ' d come ' s h o r t ' 
t o even i t o u t . . . b u t I . s t i l l came £2 o v e r i . . . " 

Perhaps more dangerous, but at l e a s t an a l t e r n a t i v e way 
of g e t t i n g cash i n a t i g h t s i t u a t i o n , i s c o n v e r s i o n . . T h i s i s not 
a r e g u l a r p r a c t i c e , and i s o n l y enacted by "rogues", one o f 
whom t o l d me when I complained t h a t I hadn't got s u f f i c i e n t cash 
on my round: 

"...You s h o u l d n ' t l e t t h a t worry y o u l . . . 
l o o k , i f you have a c a s h - c a l l , and he pays 
you £20 by cheque, j u s t pay t h a t i n and take 
£10 from somewhere e l s e , as l o n g as you can 
cover i t , you're O.K....if they say a n y t h i n g , 
a l l you have t o say i s : 'Well, he o n l y owed 
£10, but he wanted £10 cash, so I l e t him 
g i v e me a cheque f o r £20'...not t h a t t h e y 
w i l l want t o know, but j u s t i n case they do, 
you're covered...you can always cover i t at 
the o t h e r end too i n you want, I do sometimes, 
I get on w e l l w i t h my customers, t h e y 1 1 ! 
back me up i f I want them t o . . . " 

Not o n l y dangerous, but also p a r t i c u l a r l y short-term," are 
( a ) 

the p o l i c i e s of c a r r y i n g forward^ ( t h e s h o r t - t e r m suppression 
of paper p r o f i t s i n o r d e r t o a l l o w them t o emerge l a t e r t o s u i t 
a c c o u n t i n g p r a c t i c e s ) , and d e l a y i n g p a y m e n t ( p r e s e n t i n g b i l l s 

( a ) T e c h n i c a l l y , t h i s i s known as " l a p p i n g " ( P e t e r A. Zimmerman, p 
552 o f S.J. C u r t i s , 1960). Sampson (1972, p 160) suggests t h a t 
p r o f i t - s p r e a d i n g has become a r e g u l a r f e a t u r e of the economy of 
l a r g e c o r p o r a t i o n s . He c l a i m s t h a t I.T.&T. r e g u l a r l y manage t o 
produce a lO^o y e a r l y p r o f i t . 

( b ) Money i s e a s i l y made at "make" c a l l s , but t h e r e are no un-
i n v o i c e d " t a k e " c a l l s . Money i s taken from i n v o i c e d c a l l s , the 
i n v o i c e r e c e i p t i s t o r n up, and the salesman r e p o r t s t o the 
bakery ( t h u s p r o v i d i n g v e r y s h o r t - t e r n c o v e r ) t h a t the c a l l 
d i d n ' t pay. Subsequently, t h a t c a l l w i l l be i n v o i c e d f o r two 
weeks' bread the next week. To cover t h e i n i t i a l d e f a l c a t i o n 
w i t h o u t a r o u s i n g s u s p i c i o n , the salesman must e i t h e r pay the 
money out of h i s own funds, or repeat t h e t r i c k f o r another 
u n s u s p e c t i n g c a l l . "Making" money by f i d d l i n g o t h e r c a l l s i s 
q u i t e i r r e l e v a n t . I n banks, the pay-back process i s c a l l e d 
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t o customers i n the u s u a l way, but p o c k e t i n g the money. The c a l l 
i s r e i n v o i c e d by the bakery the f o l l o w i n g week, but then t h e 
salesman delays the payment of another c a l l t o d e f l e c t s u s p i c i o n 
from h i m s e l f , and pay the o u t s t a n d i n g amount owed by t h e f i r s t 
c a l l . I t i s a procedure t h a t , once embarked upon, ends i n almost 
c e r t a i n entrapment.) A salesman and a s u p e r v i s o r commented upon 
these s t r a t e g i e s r e s p e c t i v e l y : 

" P r o f e s s i o n a l " : "... Look, i f you've made a 
l o t one week, and can't get i t o u t , make sure 
you have a l o t o f s t o c k on the van, and don't 
book i t on Saturday n i g h t . . . s o the money i s 
t h e r e when you need i t . . . " 

"Bent S t r a i g h t " : " . . . I remember one whole
s a l e r . . . h e hadn't got the c a s h - c a l l s on h i s 
round, but he was the s t a r - b o y , h i s s a l e s 
went s k y - h i g h , and he managed t o keep them up, 
but t h e n , one day. t h e r e was a query about one 
o f h i s c a l l s , t h e r e was a d i f f e r e n c e betweeen 
what he had been booking out t o them, and what 
he had...anyway...the Manager went round t o 
h i s house t o see him....and he had loads of 
bread round t h e r e l . . . h e had i t s t o c k p i l e d a l l 
a l o n g the s i d e s of h i s house, i n t h e shed, 
e v e r y w h e r e i . . . he c o u l d cover i t , you see, cover 
i t e a s i l y . . . h e always came over, but he c o u l d n ' t 
get cash f o r i t , t h e r e were no c a s h - c a l l s on 
t h a t round, and he c o u l d n ' t manage t o p i c k any 
up...and he d i d n ' t want t o hand the s t u f f i n 
as r e t u r n s . . . . then one week, he was £20 s h o r t , 
i n h i s own pocket, so he t o o k i t out o f the 
money from one o f the shops, and put a t i c k e t 
i n t o t h e f i r m s a y i n g t h a t t hey hadn't p a i d , 
t h e n next week, when th e y gox a b i l l f o r a 
balance t h a t t h e y had a l r e a d y p a i d , he p a i d i t 
o f f out o f somebody e l s e ' s money...they he 
borrowed some more from somebody e l s e . . . i n the 
end, he owed about £300...." ( a ) 

(Contd) "making whole" (Hoover, 1933> P 66l) d e r i v e d from t h e Anglo 
Saxon ' h a l ' (meaning recovered, Brooks, 1^G^, p 193) which r e f e r s 
t o t a k i n g l a r g e r and l a r g e r Bums t o cower and r e c o v e r . D a l t o n 
(l964> P 209) has a s i m i l a r example: " . . . i f emergencies prevented 
t h i s , he r e p o r t e d h i s stock as l a r g e r t h a n i t was at the time o f 
i n v e n t o r y ; f o r i n s t a n c e , he might r e p o r t t h i r t y s u i t s on hand, when 
he o n l y had twenty-seven...". 

( a ) Van d r i v e r s c a r r y i n g p e r i s h a b l e goods may w e l l be able t o solve 
the "cash-flow" problem by s y s t e m a t i c a l l y v i s i t i n g a 'fence'. 
K l o c k a r s ' (1974) fence makes a d i s t i n c t i o n between h i s p a r t — t i m e 
and f u l l - t i m e s u p p l i e r s : (p 6 l ) "...Your t r u c k d r i v e r s are bas
i c a l l y honest men. Many of them would never s t e a l a n y t h i n g . But 
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Abramson (l949> P 49) notes examples of employees caught 
because t h e y found the mechanisms o f p a y i n g i t back much harder 
t h a n t a k i n g i t , and Cressey (1971, p 109, 118) analyses the 
drawbacks of t h i s procedure: 

"...Even by d o i n g t h i s , however, he d i d 
not merely t r a n s f e r h i s debts from one 
place t o another, but kept g e t t i n g f u r t h e r 
i n t o d e b t . . . I t i s much more d i f f i c u l t t o 
r e s t o r e runds t o an account t h a t i t i s t o 
take them i n the f i r s t p l a c e . . . " 

A much t r i c k i e r problem f o r salesmen t o n e g o t i a t e than t h i s 
one of 'coming o v e r 1 , i s t h a t of 'coming s h o r t ' . Few men accept 
the management's procedures f o r d e a l i n g w i t h t h e i r s h o r t a g e s , 
and most d e f i n e the subsequent pay-packet d e d u c t i o n s as c l e a r l y 
b e i n g class-based r e t a l i a t i v e punishment. The Under Manager 
e x p l a i n e d t o me the l o g i c behind t h e managerial p o l i c y do 
d e d u c t i n g some shortages from salesmen 1s pay-packets: 

" . . . W e l l , i t ' s d i f f i c u l t t o say r e a l l y , how 
we handle shortages. .. .'we don't do i t by any 
h a r d and f a s t system, we have t o have a 
t h i n k about i t , and i f a bloke i s coming 
s h o r t r e g u l a r l y , and the t o t a l t h a t he i s 
s h o r t keeps b u i l d i n g up, I ' l l get him i n 
here, and s r vy t o t i m : 'Look, i f t h i s doesn't 
come out l i g h t next week, w e ' l l have t o knock 
a couple of q u i d o f f . . . a f t e r I've found out 
whether he's d o i n g any o f t h e system wrong 
of a n y t h i n g l i k e t h a t . . . . " 

I f d e d u c t i o n s are a c t u a l l y made, the salesmen have t h r e e 
c h o i c e s : t h e y can accept i t , use i t , or f i g h t i t . Some accept i t 
o n l y i f t h e y happen t o agree w i t h i t . One man claimed t o me: " j f 
I am s h o r t , then f a i r enough, I don't mind i f t h e y d£ take i t out 
o f t h e wages...I always t h i n k back t o myself, and say: 'Did I 
have t h a t much out? i f I d i d , t h e n f a i r enough." Another salesman 
thought t h a t d e d u c t i o n s c o u l d not o n l y be used, but a l s o used 

(Contd) every time t h e y get an o v e r l o a d , t h e y ' d drop i t o f f t o me. 
(p 87) "...your d r i v e r s are a shole d i f f e r e n t t h i n g e n t i r e l y . , 
honest, hard-working men w i t h f a m i l i e s t o s u p p o r t . . . " ( p 140): 
" t o me, a t h i e f an' a d r i v e r i s two e n t i r e l y d i f f e r e n t t h i n g s . 
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s y s t e m a t i c a l l y : 

" . . . I f you're s h o r t , and you know you're 
s h o r t , t h e y deduct i t , but you don't pay 
t a x on i t do you?...you gain..»there used 
t o be a bloke here, he used t o be a f i v e r 
s h o r t r e g u l a r l y , every week, consequently 
t h e y used t o stop him a f i v e r every week, 
but a c t u a l l y , he v;as g a i n i n g about £2 t a x 
on i t . . . " 

As f a r as the t h i r d choice goes, d i f f e r e n t " c h a r a c t e r s " 
s p e c i f y d i f f e r e n t p r e f e r r e d procedures f o r f i g h t i n g attempted 
wage-packet d e d u c t i o n s . The "rogue" e i t h e r c o u n t e r - a t t a c k s 
by b a c k - d i p p i n g ( a s p i r a l wherein whatever i s deducted, i s 
sim p l y r e t a k e n out o f t h e cash bag) or t h r e a t e n i n g t o l e a v e : 

" . . . I knov; why I'm s h o r t now, I take i t 
back out every week, l a s t week, they t o o k 
£6 out of my wage-packet... so _ I j u s t t ook 
£6 out of the bag, what else can I do?..." 

"...Yeah, the f i r s t time I was stopped, 
t h e y had me i n t h e o f f i c e , and I was 
stopped about £2 or £3, so I s a i d I was 
g o i n g t o g i v e a week's n o t i c e . . . s o t h e y 
l e t me o f f . . . b u t they d i d i t again, so I 
handed i n rny n o t i c e a g a i n , and t h e y s a i d 
the same t h i n g , and I got the money back..." 

"Robin Hoods", i n c o n t r a s t , are l e f t v e r y much on t h e i r 
own, and are t r u s t e d t o a l l o w s t h e i r accounts t o even out i n t h e 
lo n g - t e r m . One "Robin Hood" r e c a l l e d : 

" . . . I f you take t o o much o u t , t h e y ' l l s t a r t 
l o o k i n g around your c a r ' t o see i f you've 
bought any nev; t y r e s ! . . . ( l a u g h ) but I never 
b o t h e r ( t o l o o k at the Rec.) I j u s t take 
i t and look at the bottom, and t h i n k : 
'Oh, dear,' o r , 'Oh, t h a t ' s a s u r p r i s e ' 
or something l i k e t h a t . . . I don't worry 
about i t . . . " 

" P r o f e s s i o n a l s " , l i k e "rogues", f i g h t t o o t h and n a i l t o 
a v o i d d e d u c t i o n s , but from a p o s i t i o n o f power and s o p h i s t i c a t i o n , 
r a t h e r than mere b i t t e r n e s s . A " p r o f e s s i o n a l " r a t h e r b l a n d l y t o l d 
me: 
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" . . . W e l l , you have t o leave anough i n 
t o cover the mistakes i n the o f f i c e some
ti m e s ! .. .they make me £100 s h o r t some
times...and I know I'm not s h o r t , I've 
got so many shops w i t h p e c u l i a r p e r c e n t 
ages, see?...that I have t o knock o f f 
on the spot, and they always cock the 
c a l c u l a t i o n s up on the o f f i c e , I had t o 
spend a whole week on the o f f i c e w o r k i n g 
i t out p r o p e r l y once...other t i m e s , I 
have t o get 'B' ( a s u p e r v i s o r ) t o go 
t h r o u g h and check a l l the d i s c o u n t s f o r 
me... " 

The "shark", on the o t h e r hand, because of h i s r e l a t i o n s h i p s 
w i t h o t h e r salesmen, and h i s p u b l i c image, i s v i r t u a l l y defence
l e s s a g a i n s t the d e d u c t i o n s system (see, f o r example, what happened 
t o the "shark" c h r o n i c l e d i n the quotes on pages 341 and 342 s u p r a ) . 
Any a t t e m p t s by the "shark" t o use "rogue", " p r o f e s s i o n a l " , or 
"Robin Hood" s t r a t e g i e s , w i l l j u s t get him t h e sack. 

But•how can the moral business of managerial p r o t o t y p i n g 
be matched w i t h the t e c h n o l o g i c a l / m a t h e m a t i c a l one of r e c o n c i l i a t i o n 
I m p o r t a n t l y , does computing s u p e r i o r i t y produce moral c o n t r o l ? 

Moral C o n t r o l 

Managerial p r o t o t y p i n c p r a c t i c e s f u r t h e r e x t e n t t o 
r e - c l a s s i f i c a t i o n procedures i n p r o d u c i n g a moral " p r o f i l e " f o r 
salesmen which r e f l e c t s t h e i r p e r s o n al h i s t o r y of r e c o n c i l i a t i o n 
performance. "Shorts" amongst the sales f o r c e are so r e g u l a r i n 
t o t o , and y e t r e l a t i v e l y u n p r e d i c t a b l e as t o the p a r t i c u l a r 
members o f the sales f o r c e thus deemed. A c c o r d i n g l y , managerial 
success i n p u b l i c a l l y e s t a b l i s h i n g r e c o n c i l i a t i o n v e r d i c t s f o r 
the salesmen w i l l be more a b l y and e a s i l y o b t a i n e d i f some degree 
of l a b e l i n g r e g u l a r i t y ( i . e . , the same salesmen each week) can 
be i m p l a n t e d i n t o r e c . v e r d i c t p r o d u c t i o n procedures. 
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The management are not u s u a l l y p e r s o n a l l y m a l i c i o u s . But 
t h e y d_o f e e l t h a t s a l e s - l i f e must "add up" f o r the w o r k f o r c e as 
a whole. To r e c a l l a departmental maxim i n t r o d u c e d i n Chapter Two, 
the s a l e s department must remain s o l v e n t i n i t s p r a c t i c a l a f f a i r s . 
As the Sales manager commented: 

"...As I s a i d , we'd r a t h e r have shortages 
than s t a l e s on the rounds... t h a t way, you 
see, a mistake can be found, and i t can be 
t r a c e d t h a t somebody i s n ' t d o i n g t h e i r 
j o b . . . i t can be put down t o bad management 
. . . i f i t ' s t h e roundsman's f a u l t , I blame 
myself, I take a look i n the m i r r o r . . . I 
do a b i t of s e l f - a n a l y s i s . . . I t e l l myself 
t h a t I've s l i p p e d up somewhere i n h i s t r 
t r a i n i n g . . . i t 1 s not always t h a t poor bas
t a r d ' s f a u a l t . . y o u ' v e got t o p i c k the r i g h t 
man i n the f i r s t p l a c e . . . " 

N e v e r t h e l e s s , t h e "yoor b a s t a r d s " are at a p a r t i c u l a r d i s 
advantage. I n the weekly business o f a u d i t i n g salesmen's f i g u r e s , 
management have c o m p u t e r - s o p h i s t i c a t i o n as t h e i r method of 
' f i g u r i n g t h e " t a k e " ' , and on t o p of t h i s , t h e y have access t o 
c o l l a b o r a t i v e and c r o s s - c h e c k i n g i n f o r m a t i o n . 

Sometimes, as I demonstrated i n Chapter Pour, a s i t u a t i o n 
can p r o v i d e a " p a r t - t i m e " c r i m i n a l w i t h m a n i p x i l a t i v e c o n t r o l over 
v a l i d a t i n g i n v e n t o r i e s . When chargehands i n despatch are a l s o 
i n s i d e d e a l e r s , f o r example, t h e y can not o n l y attempt t o get a 
l i t t l e " l e f t handed" p r o d u c t i o n from the bread p l a n t , t h e y can 
a l s o check p r o d u c t i o n records f o r mistakes which t h e y can use, 
and a l t e r them t o cover amounts t h a t t hey s e l l . I n o t h e r words, 
managerial d e l e g a t e s ( t h e charghands on n i g h t d u t y ) have the same 
access t o render l o s s e s ' i n v i s i b l e ' t h a t D a l t o n (19645 P 209) 
n o t i c e d : 

" . . . D e t a i l e d r e c o r d s o f what he removed f o r 
h i m s e l f or o t h e r s i n t h e i n t e r d e p a r t m e n t a l 
t r a d i n g , and c a r e f u l b a l a n c i n g of t h e d o l l a r 
v a l ue of t o t a l merchandise withdrawn a g a i n s t 
t h e d o l l a r v a l u e of u n o f f i c i a l mark-ups 
enabled the department c h i e f t o meet the. 
i n v e n t o r y . . . " 

At Wellbreads, on the o t h e r hand, management procedures are 
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separated from the s e l l i n g f u n c t i o n by b o t h s t a f f and o f f i c e . 
S p e c i a l f a c i l i t i e s are a v a i l a b l e t o management which a l l o w the 
smooth r u n n i n g o f a c c o u n t i n g , thus p r o d u c i n g e f f e c t i v e l y h i g h -
s t a t u s r e s u l t s . The salesmen's c a l c u l a t i o n s , c o n t r - a r i l y , are 
u n o f f i c i a l and s u b s i d i a r y , and cannot match the symbolic weight 
of the managerial computations. One salesman b e l i e v e d t h a t i t 
i s because management know t h i s , t h a t t hey a l l o w l a x i t y , and 
ca r e l e s s n e s s : 

"...There's a l o t of them g i r l s i n t h e 
o f f i c e , and everybody makes mistakes, the 
f a c t t h a t we are committed t o pay s h o r t s , 
e l i m i n a t e s r e - c h e c k i n g by them...they've 
o b v i o u s l y got a l o t of work t o do, t h e r e f o r e 
t h e y can't spend too l o n g on one j o b . . . i f 
t h e y r i n d a r e c . sheet t h a t works out a t 
£6 s h o r t , t h e y know they can make us pay 
i t , and t h a t c u t s out t h e i r double-check 
and t h e i r t r e b l e - c h e c k . . . " 

The "Robin Hood", as I have a l r e a d y suggested, d i s p l a y s a 
l e g i t i m a t e d r e f u s a l t o p l a y the "rec. game" at a l l . The "rogue", 
at the o t h e r extreme, f i g h t s a s o p h i s t i c a t e d , but l o s i n g b a t t l e . 
The "rogue" o f t e n c a l c u l a t e s every h a l f p e n n y t h a t he "makes" or 
"t a k e s " : 

"..Yeah, I d i d a l r i g h t , t h i s week, made a 
f i v e r on Monday, see?...I've got i t a l l 
w r i t t e n down here on the r o o f of the cab 
q u i d there...see? a monthly account... w e l l , 
you've got t o s t a r t the week o f f r i g h t , 
haven't y o u ? . . . I always w r i t e i t down 
somewhere...sometimes, I do i t on the 
windscreen, and rub i t o f f at the. end o f 
the d a y . . . I t o t i t a l l up and t h a t ' s what 
I take out o f t h e b a g . . . a l l except, t h e 
h a l f p e n n i e s , I leave them in...and I know 
t h a t I take out 15 smalls every day, and 
about 10 S l i m l o a f s . . . a n d t h a t c o v e r me 
f o r a cup o f t e a and a r o l l i f I go i n t o 
t h e c a f e . . . " 

"....When I'm out on the round, I put i t 
a l l down i n a l i t t l e notebook...you've got 
t o take i n t o account a l l the d i s c o u n t s . . . a t 
t h e end o f t h e week, j u s t t o t a l i t up..." 

Such methods may be t h e o r e t i c a l l y a c c u r a t e , but they are 
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never accepted by the management. T h i s w i l l be so whatever methods 
are used t o oppose managerial c a l c u l a t i o n s . One "rogue" even 
bought an e l e c t r o n i c c a l c u l a t o r ! lie c l a i m e d : "I'm going t o work 
the whole l o t o u t , j u s t t o see what t h e y do." " P r o f e s s i o n a l s " , 
on the o t h e r hand, use s a t i s f a c t o r y g u e s s t i m a t i o n as u l t i m a t e l y 

( a ) 
more c o s t - e f f e c t i v e than endless and p o i n t l e s s c a l c u l a t i o n s : 

" . . . I always say t o myself, at t h e end 
o f -the week, 'Have 1 had a good week?'..." 

" . . . I never w r i t e a n y t h i n g down...I cover 
what I take o u t . . . I know r o u g h l y i n my 
head...say X amount of t r a y s , I work i t 
out when I come home, t h e n , come F r i d a y , 
I t h i n k : ' Well, I've made 6 t r a y s t o d a y ' . . . " 

" . . . I never w r i t e i t down l i k e so me of them 
d o . . . I don't know...some of them w r i t e every 
l o a f t h a t t hey make down...I j u s t take a l l 
the c a s h l . . . " 

A h i s t o r y of puzzled i n a b i l i t y t o cross-match the f i n a n c i a l 
v e r d i c t s produced by b o t h p a r t i e s , g e n e r a l l y encourages most of 
the salesmen, i n the l o n g run, t o drop the time-consuming t a c t i c 
o f e x a c t l y matching "make" w i t h " t a k e " , and t o s e t t l e i n s t e a d 
on the pro r a t a r u l e of 'leave a b i t i n ' , on t o p of s u f f i c i e n t 
f i n a n c i a l cover, and leave the s e t t l e m e n t o f any issues a r i s i n g 
t o r e c o n c i l i a t i o n - d e b a t e . 

Perhaps g r e a t e r problems f o r salesmen are ge.nerated by the 
managerial r e f u s a l t o d i s c l o s e r e l e v a n t i n f o r m a t i o n about a 
salesman's p e r s o n a l f i n a n c i a l s t a n d i n g . Some c a l l s are i n v o i c e d 
d i r e c t l y , by p o s t , by the sales o f f i c e , and t h i s p revents separate 
computation by the salesmen i n v o l v e d . More i m p o r t a n t l y , a l t h o u g h 
salesmen b e l i e v e t h a t thay are supposed t o have u n f e t t e r e d access 
t o the s t a n d i n g sum of t h e i r weekly v e r d i c t s , t h e y are s y s t e m a t i c a l l y 

( a ) I t i s e s p e c i a l l y d i f f i c u l t f o r w h o l e s a l e r s t o a c t u a l l y c a l c u l a t e 
i n f a c t what they have made, as the s e l l i n g p r i c e may not be 
known t o them because of s e c r e t deals ( i . e . , e x t r a percentage 
d i s c o u n t s ) t h a t Wellbreads makes w i t h some o f i t s customers. They 
thus" o n l y may " t a k e " a percentage of what t h e y "make". Gf. CASE 
3 (25.8.71) for a s i m i l a r example: Here, t h e f t s i n the d u t y - f r e e 
shop at Heathrow A i r p o r t a l l o w e d some employees t o "make" the 
d i f f e r e n c e between d u t y - f r e e and o r d i n a r y p r i c e s . 
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denied access t o the 'Big Book' where weekly Recs. are t a b u l a t e d 
and summated. Three of the salesmen suggested: 

" . . . t h e r e ' s o n l y one copy of the bread 
o r d e r sheet, which you don't see a g a i n , 
(and f o r some c a l l s ) the top docket goes 
t o the customer on the day, he's sent the 
second one as an i n v o i c e , and the t h i r d 
copy stays i n the o f f i c e as a r e c o r d . . . " 

"...When 'L' ( p r e v i o u s Sales Manager) was 
i n charge, he s a i d t h a t you were always 
e n t i t l e d t o l o o k at your sheet i n the l e d g e r , 
you can't do t h i s now, I've asked on f o u r 
occasions, what the balance of my r o u t e i s , 
and a l l you get met w i t h i s : 'Oh, I don't 
know 1, ' I don't know where the book i s ' , or 
1 Y o u ' r e a l r i g h t ' . . . " 

"...Whenever I ask t o see h i s b l a c k book, 
t o ask: 'How much am I i n c r e d i t ? ' . . . h e 
j u s t says: 'Enough'... so I say: 'How much 
i s enough?' and he says: ' I haven't f i n i s h e d 
i t y e t'...and he t e l l s you t o come i n the 
next week..." 

One salesman suggested t h a t the o n l y way t o f i n d out the 
exact amount t h a t one was i n c r e d i t , was t o "take a d i p " ( i n the 
bag) of a r e g u l a r amount over c o n s e c u t i v e weeks, u n t i l t o l d t h a t 
t h e round was s h o r t . He t o l d me: "You never know whether you're 
s h o r t or o v e r . . . a l l you can do i s 'take a d i p ' , and w a i t u n t i l 
t h e y suddenly t e l l you tha J; you're s h o r t , then you know where 
you were." On many occasions, p e r s i s t e n t demands f o r r e - c h e c k i n g 
are i g n o r e d by t h e management. Anyway, even r e - c h e c k i n g i t s e l f 
r e a r l y e s t a b l i s h e s a n y t h i n g t h a t the salesmen b e l i e v e t o be t r u e 
One salesman claim e d t h a t he had not o n l y not seen h i s ' b i g Book 
t o t a l f o r a l o n g t i m e , but a l s o he had not even seen a Rec. f o r 
seven months. Two more s a i d : 

" . . . I f , f o r i n s t a n c e , you are £100 s h o r t , 
and you haven't had a d i p i n the bag, you 
know t h e r e ' s been a mistake..but c o n v i n c i n g 
them i s v e r y h a r d . . . t r o u b l e i s , they s t a r t 
w i t h the a t t i t u d e t h a t i t ' l l work i t s e l f 
out next week, and then i t ' s g e t i i n g a b i t 
l a t e r . . . a n d i t ' s even harder t o t r a c e . . . " 
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"...They had overcharged me w i t h about £60 
worth of s t u f f , . . a n d t h a t put me about £17 
i n the r e d , and they stopped t h e whole £17 
out of my wages...so I spent two hours going 
over i t , and found i t a l l , puus a b i t more, 
p l u s a b i t more...hov; c o u l d I do t h a t ? . . . 
and t h e y never even put i t i n the B i g Book..." 

Thus, each man's personal experience w i t h the r e c o n c i l i a t i o n 
system sours h i s e r s t w h i l e respect f o r i t . Even s u p e r f i c i a l l y 
acceptable v e r d i c t s become suspect. One man t o l d me: "Well, the 
funny t h i n g was, I came e x a c t l y £3-96 s h o r t two weeks r u n n i n g " . 
I t i s o n l y w i t h i n the c o n t e x t of s u s p i c i o n t h a t t h i s would become 
pregnant w i t h the meaning t h a t t h i s man a t t a c h e d t o i t . Another 
claimed, q u i t e l o g i c a l l y , "They ( t h e o f f i c e ) must be on the 
f i d d l e . . . t h e y take money out of t h e wage-packet, r i g h t ? . . . w h e r e 
the h e l l does t h a t go?". Sometimes r e - c h e c k i n g the managerial 
v e r d i c t s produces b i z a r r e r e s u l t s . P a r a d o x i c a l l y , d i s c o v e r i n g 
managerial mistakes o f t e n 'saddens r a t h e r than gladdens the Salesmen. 
O c c a s i o n a l l y , t h e y get the f e e l i n g t h a t i f o n l y they checked a 
b i t more t h o r o u g h l y , the management would owe them money'. One 
salesman r e c a l l e d : "They made me £26 s h o r t l a s t week, so I went 
and got the I i e c , and i n t e n minutes, I ' d found £33... r i d i c u l o u s 
i s n ' t i t ? . . i f I ' d found £26, a l r i g h t , but ho'.; the h e l l . c o u l d I 
f i n d £33?" Two o t h e r salesmen had even s t r a n g e r experiences: 

"...Now, my b r o t h e r works on one r o u t e , and 
h i s mate works on t h e one t h e next number up, 
...now, t h i s whole t h i n g can get l a u g h a b l e , 
he found t h a t he and h i s f r i e n d were a l t e r 
n a t i v e l y coming s h o r t , he came s h o r t one week, 
and h i s mate the n e x t . . . i t got so c o n s i s t e n t 
t h a t t hey p o i n t e d i t out t o t h e manager..they 
b o t h played up about i t , and then f o r the next 
6 weeks, t h e y both came s h o r t i n the same week, 
and then the next week, t h e y b o t h came over..." 

" . . . I had about £26 worth of cake waste one 
week, when t h e y changed from s a l e - a n d - r e t u r n , 
t h e next week, on the R e c , t h e r e was o n l y 
£16 down t h e r e , so I saw the s u p e r v i s o r , and 
asked him i f he had put i t a l l down...and he 
s a i d : ' I saw the Manager, and we've worked 
something between us'...what the f u c k does 
t h a t mean?...what have they "worked" between 
t h e m . . . e i t h e r you've got £26 worth of cake 
waste, or you haven't got £26 w o r t h of cake 
waste..." 
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I n terms of t h e core premise of the Sales departmnnt, 
( t h a t i n weekly terms, the department must remain s o l v e n t ) , 
these assumptions are j u s t i f i a b l e b e a r i n g i n mind the amounts 
a c t u a l l y s t o l e n from the bakery by the salesmen every week, and 
the q u a n t i t i e s siphoned o f f by the i n s i d e d e a l e r s . Most o f 
these l a t t e r l o sses though, are l o s t t o the Despatch department. 
A c c o r d i n g l y , the book-balancing t r i c k s o f the Sales management, 
are compounded by t h e " j u g g l i n g " o f the Despatch manager. One 
of t h e s e n i o r Sales managers t o l d me t o : "..watch 
(Despatch manager) l i k e a hawk i f I was a salesman. I t ' s your 
money he's p l a y i n g w i t h when he i s d o i n g your r e t u r n s . . i f he 
doesn't put them down p r o p e r l y , you're g o i n g t o be s h o r t the 
next week." U l t i m a t e l y , a salesman w i s h i n g t o re-compute h i s 
d e b i t / c r e d i t balance each week faces the d a u n t i n g t a s k of not 
o n l y c r o s s - c h e c k i n g a l l the o f f i c e f i g u r e s (on h i s f i n g e r s ) , 
but a l s o adding f i n a n c i a l outcomes of a l l t h e ( i n v i s i b l e ) 
managerial d i r t y t r i c k s i n t o t h i s . I don't know how t h i s c o u l d 
be done, and I met no salesmen who claimed t o be able t o do i t . 

N e v e r t h e l e s s , r a t h e r than U n q u a l i f i e d acceptance o f 
managerial r e c o n c i l i a t i o n , salesmen d e f i n e the a c c o u n t i n g 
business as an issue o f moral, r a t h e r than mathematical c o n t r o l . 
The a u d i t i n g process i s d e f i n e d , by the salesmen, as one o f 
_a-moral " c o n s t r u c t i o n " , c u n n i n g l y c o n t r i v e d about c r i t e r i a 
o t h e r t h a n t r u t h and accuracy. One e x c e p t i o n a l l y p e r c e p t i v e 
salesman suggested t h a t these c r i t e r i a are p r i m a r i l y p r e s e n t 
a t i o n a l , and f u r t h e r m o r e , are i n d i v i d u a l l y " c o n s t r u c t e d " t o 
s u i t p a r t i c u l a r c h a r a c t e r s ; 

"...Look, t h e y can j u s t s t i c k on any 
charges t h e y l i k e , he ( t h e Manager) can 
put on an e x t r a charge, or miss a c r e d i t . , 
m o s t l y , you've got c r e d i t s t o come, as 9 
t i m e s out of t e n you never get a l l t h e 
cakes you order...and he knows I'm j u s t 
s l a p h a p p y . . . I chuck the t i c k e t s away each 
morning, never keep them t o check o f f w i t h 
t h e Rec....he's got t o r e c t i f y h i s books, 
he's got t o b r i n g them s t r a i g h t , i f he's 
so much down, he's got t o get i t back... 
he h i t s p a r t i c u l a r rounds each t i m e . . . 
what happens i s , the g i r l s i n the o f f i c e 
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might t h i n k i t ' s c o r r e c t , but he w i l l go 
i n t o the o f f i c e b e f o r e t h e y ' r e a l l ( i . e . , 
the Recs.) w r i t t e n o u t , and change the 
f i g u r e s . . . y o u don't want an u n t i d y Rec. 
do you?...that would make anybody s u s p i c i o u s , 
i f i t was a l l crossed o u t , and stamped a l l 
o v e r . . . i f a c r e d i t i s crossed o u t , you 
would ask what i t was f o r . . . b u t a n i c e t i d y 
r e c . goes a l o n g way w i t h me...he goes i n t o 
the i n n e r o f f i c e and t e l l s the g i r l t h a t 
i t ' s not supposed to be i n t h e r e ( i . e . , t h a t 
a c r e d i t i s not supposed t o be entered on the 
r e c . ) and she knocks i t o f f . . . a n d h e ' l l o n l y 
do t o blokes he knows won't be b e l i e v e d . . . 
Take 'P' ( t h e "shark from pages 341-2 supra) 
he was too much o f a l i a r t o know when he 
was t e l l i n g the t r u t h , nobody b e l i e v e d him 
about anything...and the Manager knew t h a t 
nobody would b e l i e v e a n y t h i n g he said...and 
t h e y never f u l l y e x p l a i n the system t o new 
b l o k e s . . . they show them the r e c . , and the 
bloke doesn't even know what he's l o o k i n g 
f o r . . . h e knows [The M a n a g e r ) t h a t the blokes 
are more i n t e r e s t e d i n g e t t i n g off home, not 
s i t t i n g here f o r a couple Of hours t r y i n g t o 
work i t o u t . . . i n a l l , t h e y make i t f a r too 
c o m p l i c a t e d , so t h a t you can't understand i t . . . " 

The o r g a n i s a t i o n a l n e c e s s i t y (so d e f i n e d t y the management) 
of weekly f i n a n c i a l b a l a n c i n g o f i n d i v i d u a l salesmen's accounts 
c r e a t e s an o f f i c i a l r o u t i n e of moral " c h a r a c t e r " c o n s t r u c t i o n 
o v e r l a y i n g standard managerial p r o t o t y p i n g . T h i s serves t o 
s a t i s f y the normal o r g a n i a a t i o n a l ends of c o n t r o l l i n g t h e work 
f o r c e . Recs., co n s i d e r e d as v/eekly moral s t a t e m e n t s , are added 
t o t h e ' B i g Book' which l i s t s p e r i o d i c melodramatic d e f i n i t i o n s , 
and generates an ongoing mean, moral p r o f i l e f o r each " c h a r a c t e r " . 

I have discussed normal t i m e s , and some d i f f i c u l t i e s t h a t 
" c h a r a c t e r s " generated i n such s i t u a t i o n s might have when, f o r 
i n d i r e c t reasons, t h e s u p p o r t i v e environment t e m p o r a r i l y f a i l s t o 
extend i t s support. I have considered the ' p u b l i c n e g o t i a t i o n ' 
of s e l f i n the e x e c u t i o n of " p a r t - t i m e " c r i m e s. How do the 
salesmen manage ' p r i v a t e p r e s e r v a t i o n ' of p a r t - t i m e s elves i n 
s i t u a t i o n s designed t o make those p a r t - t i m e s e l v e s , f u l l - t i m e ones 



Chapter S i x 

P r i v a t e P r e s e r v a t i o n : G e t t i n g Caught and G e t t i n g Off 
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MOTIVATIONAL CONSTRUCTION AND SELF-MAINTENANCE 

"..Men are reward or punished not f o r 
what t h e y do, but r a t h e r f o r how t h e i r 
a c t s are d e f i n e d . This i s why men are 
more i n t e r e s t e d i n b e t t e r j u s t i f y i n g 
themselves t h a n i n b e t t e r behaving 
themselves.." 

(Saasz, 1973, P 29) 

" . . . I t cannot be o v e r s t a t e d t h a t people 
respond t o our symbolic r e s t r u c t u r i n g 
of our deeds, much more than t o the 
deeds themselves.." 

( B l u m s t e i n et a l 1974, p 565) 

For the goo^ o r g a n i s a t i o n a l reasons o u t l i n e d i n Chapter 
Two, Wellbreads bread salesmen f i d d l e t h e i r customers. U n f o r 
t u n a t e l y , the v e r y people who encourage the p r a c t i c e i n t h e i r 
employees f a i l subsequently t o p r o t e c t them. P a r a d o x i c a l l y , 
however, the moral p r o t o t y p i n g p r a c t i c e d by t h e Sales management 
( d i v i d i n g the wor k f o r c e i n t o V i l l a i n s and Others) p r o v i d e s the 
salesmen w i t h i n t e r a c t i o n a l m a t e r i a l from which they may 
f a s h i o n i d e n t i t y c o n s t i t u t i v e and p r o t e c t i v e " c h a r a c t e r s " . 
Characters p r o v i d e moral g u i d e l i n e s i n the s e l e c t i o n of a 
p r a c t i c a l p o r t f o l i o of f i d d l e - t e c h n i q u e s taken from an e x t e n s i v e 
g l o s s a r y o f "making" s t y l e s . P o r t f o l i o p r a c t i c e ( c h a r a c t e r -
enactment) r o u t i n e l y s a t i s f i e s p r a c t i c a l and p s y c h o l o g i c a l 'cover' 
needs. 

Thus, managerial ' c a s t i n g ' procedures ( a l l o c a t i n g salesmen 
"to p a r t i c u l a r rounds of customers) p r o v i d e s t h e salesmen w i t h a 
" s i t u a t e d " , w o r k - s e l f . Salesmen r a r e l y ' l i v e ' a t work, however, 
and t h i s p a r t - t i m e s e l f i s d i s t i n g u i s h e d and d i s t i n g u i s h a b l e 
from the s e l f t h a t each man c o n s i d e r s t o be h i s n a t u r a l , r e a l and 
'complete' one. Consequently, t h i s w o r k - s e l f i s s p e c i f i c t o 
sales occasions. A d d i t i o n a l l y , i t i s t h e o r e t i c a l l y p a r t i a l . 
P u b l i c a l l y unrecognised, i t has mere a u x i l i a r y , elementary s t a t u s 
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i n the p r i v a t e development of i d e n t i t y . 

The p a r t i a l and p a r t - t i m e s e l f may be taken f o r g r a n t e d 
i n r o u t i n e moments. But the moral trauma of entrapment t h r e a t e n s 
the p s y c h o l o g i c a l and p r a c t i c a l s t a b i l i t y of such " p a r t - t i m e " 
c r i m i n a l s . I t i s commonplace t o d e a l a b l y w i t h d r e a r y r o u t i n e . 
I t i s d e f i n i t i v e l y c r u c i a l t o s a t i s f a c t o r i l y handle the b i z a r r e 
and e x c i t i n g . D i s c r e d i t a b l e i d e n t i t i e s l i e dormant u n t i l they 
are q u e s t i o n e d . Conversely, every demand f o r an account of the 
r o l e of the s e l f i n t h e c o n s t r u c t i o n of events i s a m a n i f e s t a t i o n 
of an u n d e r l y i n g n e g o t a t t i o n of i d e n t i t y . The a c i d - t e s t of t h e • 
s o r t of p a r t i a l / p a r t - t i m e f i d d l e r - i d e n t i t y t h a t I have proposed 
as the e x i s t e n t i a l b a s i s f o r p?,rt-time crime l i e s i n i t s a b i l i t y 
t o d e a l w i t h p r o b l e m a t i c events (and not j u s t mundane ones) 
w i t h o u t e i t h e r d i s i n t e g r - a t i o n or e n c a p s u l a t i o n . Without a 
workable p a r t - t i m e s e l f , f i d d l i n g would not be p o s s i b l e . As 
Nelson Foote (1951, p 18-99) puts i t : "When doubt of i d e n t i t y 
creeps i n , a c t i o n i s paralyzed...Doubt of i d e n t i t y , or c o n f u s i o n , 
where i t does not cause complete d i s o r i e n t a t i o n , c e r t a i n l y d r a i n s 
a c t i o n of i t s meaning." 

The Symbolic C o n s t r u c t i o n o f Motives 

The f i d d l e r faces a p r o c e d u r a l dilemma. Successful commerce 
r e q u i r e s the maintenance of r o u t i n e , and y e t , on the o t h e r hand, 
f i d d l i n g i s an i n t r i n s i c a l l y u n p r o t e c t e d p r a c t i c e which c o n s t a n t l y 
exposes the p r a c t i t i o n e r t o the p o s s i b i l i t y of entrapment. Normal 
p r e v e n t i o n of such t r a n s a c t i o n a l f r a c t i i r e t e s t i f i e s t o the d i p l o m 
a t i c s k i l l s of t h e f i d d l i n g salesman. 

I n t e r e s t i n t h i s chapter i s not devoted t o somehow a t t e m p t i n 
t o l o o k behind the s i t u a t i o n a l symbolic r e s t r u c t u r i n g o f events 
t o e l u c i d a t e the " r e a l " motives of f i d d l i n g . I n s t e a d I w i l l t r y 
t o c o n c e p t u a l i s e the processes whereby the s u c c e s s f u l p r o d u c t i o n , 
avowal, d e n i a l , and i m p u t a t i o n o f v a r i o u s 'motives' i n moral 
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i n t e r a c t i o n s a f f e c t s the p r a c t i c a l c a r e e r s , and p s y c h o l o g i c a l 
s t a t e s o f d e v i a n t p r a c t i t i o n e r s . I would thus d i s p u t e t h e t r e a t 
ment of motives which i s informed by recourse t o what Burke 
(1945? P 59) terms the " r e p r e s e n t a t i v e anecdote of the b e h a v i o u r a l 
'mainspring'". Making'the d i s t i n c t i o n between " h i s " and " t h e " 
reasons ( P e t e r s , 1958? P 34) i s t o , as Blum and McHugh (.1971, 
p IOO) put i t : " t o confuse the s t a t e of a f f a i r s which motives 
r e p o r t w i t h the a n a l y t i c s t a t u s of the te r m . " I n t e r e s t i n the 
s o c i a l f u n c t i o n o f motives (and t h e i r use i n t h e p r o d u c t i o n and 
maintenance o f " s e l v e s " ) i m p l i e s a p a r t i c u l a r t h e o r e t i c a l per
s p e c t i v e . Here, motive i s taken as a l i n g u i s t i c m a t t e r , and 
the defences of p a r t i a l selves are v e r b a l . As Sco t t and Lyman 
(1970, p 3-4) put i t : 

" . . A c t i o n c o n s i s t s of the p e r s u i t of ends 
by s o c i a l a c t o r s capable of d e l i b e r a t i n g 
about the l i n e of a c t i v i t y they_undertake 
and o f choosing among a l t e r n a t i v e s t o t h e 
same end. Th i s does not mean t h a t men always 
procede a c t i o n by d e l i b e r a t i o n . This i s 
m a n i f e s t l y not the case. What i t does mean 
i s t h a t men are capable o f g i v i n g an account 
of t h e i r a c t i o n s e i t h e r as p r e a c t i v i t y mental 
images of t h e a c t i o n , i t s consequences and 
meanings, or as post hoc r e t r o s p e c t i v e 
r e a d i n g s o f completed a c t s . As images' 
e i t h e r b e f o r e or a f t e r c o m p l e t i o n , theJe 
c o n s t r u c t i o n s emerge as statements made 
by the a c t o r which give meaning t o h i s 
a c t i o n s . These c o n s t r u c t i o n s are not un
i n t e l l i g i b l e t o o t h e r s . Most i m p o r t a n t , 
these statements • c o n s t i t u t e the a c t u a l 
meaning, though not n e c e s s a r i l y t h e cause, 
o f these a c t i o n s . . . . " 

This c o n c e p t i o n o f motives owes much t o the p i o n e e r i n g 
work of C. Wright M i l l s . M i l l s (1940, p 905) demarcated the 
gen e r a l c o n d i t i o n s o f m o t i v e - i m p u t a t i o n and motive-avowal as 
b e i n g c i r c u m s c r i b e d by what we n o r m a l l y c a l l the " q u e s t i o n " : 

" . . . I t i s i n t h i s l a t t e r assent and d i s s e n t 
phase of c o n v e r s a t i o n t h a t persuasive and 
dissLiasive speech and vo c a b u l a r y a r i s e . . I t 
i s t hen t h a t awareness of s e l f and motive 
occur...The avowal and i m p u t a t i o n of motives 
are f e a t u r e s of such c o n v e r s a t i o n s as a r i s e 
i n " q u e s t i o n " s i t u a t i o n s . . " 
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T a k i n g 'motives' as p a r t of c o n v e r s a t i o n s , M i l l s ( i b i d ) 
goes on t o suggest t h a t : "Motives are words...They stand f o r 
a n t i c i p a t e d s i t u a t i o n a l consequences o f questioned conduct. 
Motives are names f o r c o n s e q u e n t i a l s i t u a t i o n s , and s u r r o g a t e s 
f o r a c t i o n s l e a d i n g t o them." This concept of 'motive' i m p l i e s 
use on s p e c i a l occasions. As Pe t e r s suggests ( l 9 5 ^ > P 2 9 ) : 
" I n t he f i r s t p l a c e , we o n l y ask about a man's motives when 
we wi s h , i n some way, t o h o l d h i s conduct up f o r assessment." 
Apart from t h e f u n c t i o n of motive i n the assessment of moral 
c h a r a c t e r , the v e r b a l i s a t i o n s t h a t accompany questioned a c t s 
are not so uuch m a n i p u l a t i v e , but s i t u a t e d . 

Because d i f f e r e n t s i t u a t i o n s have d i f f e r e n t l y a p p r o p r i a t e 
' answers t o q u e s t i o n s ' ( v o c a b u l a r i e s of motives i f we take motive 
t o be t h e c o n v e r s a t i o n a l a r t e f a c t suggested by M i l l s ) , then 
ex post f a c t o motive-avowai i s not n e c e s s a r i l y s t r a t e g i c a l l y 
u l t e r i o r , as the p o s s i b i l i t y of making such statements i s c r u c i a l 
i n g u i d i n g t h e energy-release a l l o w i n g the a c t i o n i n the f i r s t 
p l a c e . The p r o f e s s i o n and c o n f e s s i o n of motive o b v i o u s l y depends 
upon t h e v o c a b u l a r y a v a i l a b l e t o t h e a c t o r . M i l l s 194O5 p.911, 
"thus concludes: "..motives may be c o n s i d e r e d as t y p i c a l vocab
u l a r i e s h a v i n g a s c e r t a i n a b l e f u n c t i o n s i n d e l i m i t e d s o c i e t a l 

( a ) 
s i t u a t i o n s . . . M o t i v e s are common grounds f o r mediated b e h a v i o u r s . " 

To t a l k t h e n , of the 'motives' of salesmen i s t o t a l k o f 
t h e i r r e p l i e s t o those q u e s t i o n i n g t h e i r honesty. I t i s a l s o t o 
r e f e r t o how t h e p o s s i b i l i t y of making such r e p l i e s might s a n c t i o n 
the i n i t i a l d e c i s i o n t o f i d d l e ( t h r o u g h ' i d e n t i f i c a t i o n ' w i t h 
s o c i a l l y a v a i l a b l e reasons t h a t might be acceptably v e r b a l i s e d 
a f t e r t h e act takes p l a c e ) , and t o the processes which might 
account f o r t h e maintenance of a non-deviant s e l f i n the face o f 
the commission o f d e v i a n t a c t i o n s ( t h e ' n e u t r a l i s a t i o n ' o f m o r a l i t y ) . 

( a ) H i l l s ' paper has been made t o do too much. His d e f i n i t i o n s are 
sometimes t a u t o l o g o u s , h i s d i s t i n c t i o n i n t o j u s t i f i c a t i o n s and 
v e r n a l i s a t i o n s i s s i m p l i s t i c , and h i s t e r m i n o l o g y ( c o m p r i s i n g 
VP! f n 111 1 1 p V ~\ n c- ,'• C1, n c + n I 1 ̂  I i n ^ n -r n > n- i -1 >-. o • ^ "'"5 y-> .-.*<̂  n i A f . A 

c l u s t e r s of motive) i s d i f f u s e and vague. 
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C r i t i s i s m s and Confusions 

Nelson Foote f i r s t proposed "that the concept of i d e n t i f 
i c a t i o n was needed t o f i l l what he termed ( 1 9 6 I , p 1 ^ ) : "an un-
analysed h i a t u s between words and a c t s , of mystery as t o j u s t 
how language does i n f a c t m o t i v a t e . " This was, he c o n t i n u e d , 
due to i d e n t i f i c a t i o n , which he d e f i n e d as t h e a p p r o p r i a t i o n of 
and commitment t o a p a r t i c u l a r i d e n t i t y or s e r i e s of i d e n t i t i e s . 

F o ote 1 s c o n t r i b u t i o n t o t h e debate v/as taken up i n p a r t 
i c u l a r by t h e o r i s t s of a l l e g e d "compulsive" crimes. I t was thus 
p o s s i b l e f o r them t o suggest t h a t l a b e l s l i k e "compulsive" were 
a p p l i c a b l e on those occasions where "the s u b j e c t i s unable t o 
account fo.r h i s behaviour i n terms t h a t are c u r r e n t , p o p u l a r 
or s a n c t i o n e d i n a p a r t i c u l a r c u l t u r e " ( T a y l o r , 1972, P 26). 
The argument runs t h a t t hrough a form of d i f f u s e d i f f e r e n t i a l 
i d e n t i f i c a t i o n , s o l i t a r y d e v i a n t s assemble b e h a v i o u r i s t i c 
' r a t i o n a l i s a t i o n s ' b e fore the d e v i a n t a c t , as a means o f 
i d e n t i f y i n g themselves. U n f o r t u n a t e l y , t h i s 'release o f t h e 
d e v i a n t from the c l u t c h e s o f 'unconscious m o t i v a t i o n ' i n e v i t a b l y 
e ntangles him i n a c c u s a t i o n s of malevolent m a n i p u l a t i o n i n 
account p r o v i s i o n . P r o v i d i n g ' i n t e l l i g i b i l i t y ' t o h i t h e r t o 
senseless deviance r e q u i r e s t h a t r a t i o n a l s i a t i n s s be a c c r e d i t e d 
w i t h an a p r i o r i , and not merely an ex post f a c t o s t a t u s . The 
i n j e c t i o n o f meaning i n t o ' m o t i v e l e s s ' crime amounts t o the 
i n j e c t i o n o f u l t e r i o r motives. I n t e l l i g i b i l i t y i n f e r s p r i o r 
c o n s i d e r a t i o n of s i t u a t e d a c c e p t a b i l i t y , which i s taken t o be 
m a n i p u l a t i v e by f i a t alone. 

The concept ' n e u t r a l i s a t i o n ' , on the o t h e r hand, was 
proposed by Matza and Svices (1957) a s i n p r i n c i p l e , b e n e v o l e n t . 
I n a l a t e r f o r m u l a t i o n , Mataa (1964, p 6 l ) puts t h i s e x p l i c i t l y : 

".4.Norms nav bo v i o l a t e d w i t h o u t s u r r e n d e r i n g 
a l l e g i a n c e t o them...Norms, e s p e c i a l l y l e g a l 
norms, may be n e u t r a l i s e d . C r i m i n a l lav; i s 
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e s p e c i a l l y s u c c e p t i b l e t o n e u t r a l i s a t i o n 
because the c o n d i t i o n s of a p p l i c a b i l i t y , 
and thus i n a p p l i c a b i l i t y , are e x p l i c i t l y 
stated...Because i n law the c o n d i t i o n s are 

t s p e c i f i e d , n e u t r a l i s a t i o n i s not o n l y 
p o s s i b l e , i t i s i n v i t e d . . . T h e r e i s no 
p o i n t i n su g g e s t i n g t h a t d e l i n q u e n t s 
s e i z e upon the loopholes p r o v i d e d and 
e x p l o i t them. They may t r y but t h a t i s 
not the idea of n e u t r a l i s a t i o n . . . " 

W h i l s t some ( f o r example, Hartung, I 9 6 5 ) have t r i e d t o 
cast d e l i n q u e n t s i n t o the M a c h i a v e l l i a n mould, t h i s merely 
demonstrates the o p p o s i t i o n of the concept w i t h t h a t of i d e n t 
i f i c a t i o n . As T a y l o r comments ( 1 9 7 2 , f f 10) "The d e l i n q u e n t i s 
seen as m a n i p u l a t i n g d e f i n t i o n s t o h i s own advantage. His pr o d 
u c t i o n o f p a r t i c u l a r motives i s t h i s seen as a way out f o r him -
a way i n which he can 'dodge' h i s r e s p o n s i b i l i t i s s . Matza's 
account does not i n c l u d e t n i s ' e x p l o i t a t i v e ' element." As 
R. A. B a l l . (1966) n i c e l y suggests,, n e u t r a l i s a t i o n i s of t h e 
'oughtncss' of norms, which as a s o r t of vague d e f i n i t i o n o f the 
s i t u a t i o n , a c t s as a p r e c o n d i t i o n o f \he d r i f t i n t o i n f r a c t i o n . 
Matza ( 196 / ] , p 176) s u c c i n c t l y summarises: 

" . . . D r i f t i s made p o s s i b l e by the n e u t r a l 
i s a t i o n of the c r i m i n a l lav; and, subsequently, 
by the temporary l i q u i d a t i o n of the b i n d between 
the a c t o r and t h e l e g a l o r d e r . The p o i n t s a t 
which n e u t r a l i s a t i o n may take place are n o t e 
worthy since they i n d i c a t e , again, t h e sense 
i n which i n f r a c t i o n i s an o r g a n i s i n g p r i n 
c i p l e o f crime and de l i n q u e n c y . N e u t r a l i s a t i o n 
c o n s i s t s of o b l i t e r a t i n g the i n f r a c t i o u s 
n t a u r e of the behaviour. I t c o n v e r t s i n 
f r a c t i o n i n t o mere a c t i o n . T his i s accom
p l i s h e d by s u b c u l t u r a l d i s s e n t from t h e 
p r i n c i p l e s t h a t c o n s t i t u t e the f o u n d a t i o n s 
o f the c r i m i n a l l a v ; . . . . " 

VJhilst the concept of n e u t r a l i s a t i o n i s able t o account 
f o r , f o r example, d i s p l a y s of g u i l t and shame i n a non-m a n i p u l a t i v e 
framework, i t does have c e r t a i n weaknesses. I n i t i a l l y , t h e r e i s a 
vagueness about the t i m i n g o f n e u t r a l i s a t i o n . Hatza and Sykes 
(1957 , P 251) suggest: 
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"..Disapproval f l o w i n g from i n t e r n a l i s e d 
norms and conforming o t h e r s i n the s o c i a l 
environment i s n e u t r a l i s e d , t u r n e d back, 
o r d e f l e c t e d i n advance. S o c i a l c o n t r o l s 
t h a t serve t o check or i n h i b i t d e v i a n t 
m o t i v a t i o n a l p a t t e r n s are rendered i n o p 
e r a t i v e , and the i n d i v i d u a l i s f r e e d t o 
engage i n delinq u e n c y w i t h o u t s e r i o u s 
damage t o h i s s e l f image...they are ( a l s o ) 
viewed as f o l l o w i n g devia,nt d e v i a n t behav
i o u r and as p r o t e c t i n g the i n d i v i d u a l from 
self-blame and the blame o f o t h e r s a f t e r 
the a c t . . . " 

As one can see from t h i s quote, n e u t r a l i s a t i o n i s not a 
r i g o r o u s l y d e f i n e d concept. I t can act be f o r e and a f t e r the a c t , 
upon a broad spectrum of audience ( b o t h the s e l f and o t h e r s ) , 
and operates w i t h i n an e x t e n s i v e arena ( i t r e f e r s t o p r a c t i c a l 
and p s y c h o l o g i c a l consequences). P i t c h e d a t the genera l l e v e l 
at which Matza was workin g , t h i s d i f f u s e n e s s i s p r e c i s e l y the 
s t r e n g t h o f the concept. Looking at a p a r t i c u l a r s u b s t a n t i v e 
area, however, the concept needs a l i t t l e p a r i n g and sharpening. 
The g e n e r a l c o n t r i b u t i o n o f t h i s chapter w i l l be t o suggest 
how d i f f e r e n c e s i n t i m i n g , audience and arena might be made. 

A q u i t e separate c o n f u s i o n emerges from c o l l e c t i v e a n a l y s i s 
o f the v a r i o u s t y p o l o g i e s of Matza and Sykes ( i b i d ) c a l l the 
"unrocognised ext e n s i o n s o f defences t o crimes". H. L. A. Hart 
( 1 9 5 2 , I968) p r o v i d e d the i n i t i a l a n a l y t i c groundwork and 
c o n c D e t u a l c l a r i f i c a t i o n here by sugge s t i n g t h a t some o f f e n c e s 

( a ) 
were not s u g j e c t t o t h e s t r i c t l i a b i l i t y r u l e , and were, 
t h u s , c o n c e p t u a l l y ' d e f e a s i b l e ' . Hart ( 1 9 5 2 , p I 4 8 , p o l - 2 ) says: 

"...used of a l e g a l i n t e r e s t i n p r o p e r t y 
which i s s u b j e c t t o t e r m i n a t i o n or 'defeat' 
i n a number o f d i f f e r e n t c o n t i n g e n c i e s but 
remains i n t a c t i f no such c o n t i n g e n c i e s 
mature...a d e f e a s i b l e concept ( i s ) t o be 
d e f i n e d t h r o u g h e x c e p t i o n s and not by a set 
of necessary and s u f f i c i e n t c o n d i t i o n s . . . " 

( a ) For example, one would not expect t o be able t o pler.d drunkene 
as an excuse ( o r ' d e f e a t ' ) f o r drunken d r i v i n g , ( o f H a r t , I968 
P 2 3 ) . 
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A c c o r d i n g l y , a c c u s a t i o n s i n E n g l i s h c o u r t s may be c h a l l 
enged i n two ways. F i r s t l y , by a d e n i a l o f the f a c t s , and secondly, 
by ( i b i d , p 147-8): "a p l e a t h a t a l t h o u g h a l l the circumstances 
on which a c l a i m c o u l d succeed are p r e s e n t , y e t i n the p a r t i c 
u l a r case, the c l a i m or a c c u s a t i o n c o u l d not succeed because 
o t h e r circumstances are present which b r i n g the case under 
some recognised head o f e x c e p t i o n . " Hart c i t e s the m u l t i p l e 
c r i t e r i a f o r e x c l u d i n g or r e d u c i n g l i a b i l i t y i n c r i m i n a l cases 
as ( i b i d , p 1 5 3 ) : "Mistakes o f Pact, A c c i d e n t , Coercion, Duress, 
P r o v o c a t i o n , I n s a n i t y , I n f a n c y . " The p r e s e n t a t i o n a l form of a 
defence cannot be decided a p r i o r i of a p a r t i c u l a r case. The 
same e x c e p t i o n might be s. j u s t i f i c a t i o n , an excuse, or a 
m i t i g a t i o n upon d i f f e r e n t occasions. Hart (1968, p 16) comments: 
"Though the c e n t r a l cases are d . i s t i n c t enough, the b o r d e r l i n e s 
between j u s t i f i c a t i o n , excuse and m i t i g a t . i o n are n o t . " 

The. 'techniques of n e u t r a l i s t a i o n ' suggested by Matza 
and Sykes (1957) are p r i m a r i l y l a y v a r i a t i o n s of t h i s a r c h a i c 
l e g a l v o c a b u l a r y . T h e i r f i v e - f o l d c l a s s i f i c a t i o n of t e c h n i q u e s 
i n c l u d e s : the D e n i a l of R e s p o n s i b i l i t y ( " I d i d n ' t mean i t " ) ; 
t h e D e n i a l of I n j u r y ( " I d i d n ' t r e a l l y h u r t anybody"); the 
D e n i a l o f the V i c x i m ("They had i t coming to' thern"); the Cond.emn-
a t i o n of the Condemners ("Everyone's p i c k i n g on me"); and the 
Appeal t o Higher L o y a l t i e s ( " I d i d n ' t do i t f o r m y s e l f " ) . 

Apart from b e i n g somewhat u n s a t i s f a c t o r y f o r the reasons 
o u t l i n e d above (vague i n terms of t i m i n g , audience and a r e n a ) , 
the r i g o r o f the t y p o l o g y does not stand up t o prolonged a n a l y t i c 
s c r u t i n y . I t would be d i f f i c u l t t o c l a i m t h a t the t y p o l o g y i s 
m u t u a l l y e x c l u s i v e , comprehensive or parsimonious ( a l l c r i t e r i a 
which Gibbons, 1975 > P 143> f e e l s t o be i n d i c a t i v e o f good 
t y p o l o g i e s ) . For example, the Condemnation of Condemnors c o u l d 
be taken t o r e f e r t o the s o r t o f m o r a l i s t i c condemnation o f 
moralism t h a t Becker (196/], p 5) c r i t i s i s e s as "unconventional 
s e n t i m e n t a l i t y " . A d d i t i o n a l l y , i t i s not r e a l l y a s u f f i c i e n t 
c o n c e p t u a l i s a t i o n of the more common sentiment: "Everybody else 
A ~ ~ -i-!-M . .1- ~ 1, n ~ ~ - -. / i n n ^ _„ j - .„ -; ^ „ i „ ^ ^ 1 l « 
u u t b .1.0 , i \ i i - L o i i 1 , \j ± c \±yjt.j p j r c : « u c i n l ^ c x ^ 
"the impersonal s a n c t i o n of numbers", and D. Cressey as the 
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"c o m f o r t a b l e sense of conforming" (l954> P 453). Matza and Sykes 
i-efer t o the d i v i s i o n i n t o f i v e techniques as a m a t t e r o f 
"convenience" (1957 > P 25-2), which i s s u f f i c i e n t f o r a s e n s i t i s i n g 
concept, but not f o r an o p e r a t i v e one. More i m p o r t a n t l y , at 
an a n a l y t i c l e v e l , i t i s i m p o s s i b l e t o separate those t e c h 
niques and e f f e c t s which are s p e c i f i c t o s t u d i e s o f d e l i n q u e n c y , 
from those g e n e r a l t o a l l cases of n e u t r a l i s a t i o n . 

I n response t o a g e n e r a l i s e d need t o e x p l o r e t h a concept 
o f n e u t r a l i s a t i o n , S c o t t and Lyman suggested t h a t the f i e l d 
c o u l d be e s s e n t i a l l y subsumed beneath the r u b r i c o f "accounts". 
An account i s ( S c o t t and Lyman, 1970a, p 9 3 ) : "a .statement 
made by s o c i a l a c t o r s t o r e l i e v e themselves o f c u l p a b i l i t y f o r 
untoward or u n a n t i c i p a t e d a c t s . " Accounts ( t e c h n i q u e s o f n e u t 
r a l i s a t i o n i n a d i f f e r e n t o r d e r , and under a d i f f e r n e t name) 
f a l l i n t o two separate t y p e s . F i r s t l y , J u s t i f i c a t i o n s , o r , 
"accounts i n which one accepts r e s p o n s i b i l i t y f o r the act i n 
q u e s t i o n but denies the p e j o r a t i v e q u a l i t y a s s o c i a t e d w i t h i t " 
( S c o t t and Lyman, 1968, p 25) j and secondly, Excuses, which are 
"accounts i n which one admits t h a t the act i n q u e s t i o n was bad, 
wrong or i n a p p r o p r i a t e , but denies f u l l r e s p o n s i b i l i t y " ( i b i d ) . 
T h i s d i s t i n c t i o n i 5 n i c e l y parsimonious, and u s e f u l . S c o t t and 
Lyman are n o t , however, prepared t o suggest t h a t i t i s one 
s p e c i f i c a l l y r e l a t e d t o the t i m i n g of the n e u t r a l i s a t i o n ( c f , 
T a y l o r , 1972, p 28). I n f a c t , Emerson, (1969, p 142-3) c r i t i c i s m s 
S c o t t and Lyman1 s d i s t i n c t i o . n on t h e grounds t h a t the l o g i c a l 
d i s t i n c t i o n and p a i r i n g of p e j o r a t i v e n e s s and r e s p o n s i b i l i t y i s 
a b s t r a c t and i n r e a l i t y , each p l e a i n c l u d e s a t l e a s t a p a r t of 
the o t h e r . I would add t h a t t h e r e are two o t h e r l o g i c a l p o s s i b i l 
i t i e s : the act d e f i n e d as good w i t h r e s p o n s i b i l i t y f o r i t denied; 
and the act d e f i n e d as bad w i t h r e s p o n s i b i l i t y f o r i t accepted, 
( w i t h the l a t t e r b e i n g r e c e n t l y d e f i n e d by Hepworth and T a y l o r , 
1974? P 47» a-s the " c o n f e s s i o n " ) . 

The p o s s i b l e consequences of accounts f o r a c t i o n i s i g n o r e d . 
I n s t e a d , over-concern w i t h the realm of ' t a l k ' t r i v i a l i s c s the 
debate u n n e c e s s a r i l y . Sco~ut and Lyman's somewhat e c l e c t i c c o n t r i b 
u t i o n i s weak i n j u s t those places where i t i s o r i g i n a l . For 
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example, a 'sad t a l e ' i s i n c l u d e d as a j u s t i f i c a t i o n where i t 
i s merely a form o f biography; and ' s e l f - f u l f i l m e n t ' i s s i m i l a r l y 
o f f e r e d t o the e x c l u s i o n of o t h e r p o s s i b i l i t i e s such as a l t r u i s m , 
f a t a l i s m , and so on. 

The f i n a l major c o n t r i b u t o r i s Goffman. Goffman has 
been concerned w i t h the problem of "remedial work" at t h r e e 
s p e c i f i c stages i n h i s w r i t i n g c a r e e r . I n 1955? he proposed 
a f o r m u l a t i o n of the r i t u a l s t r a t e g i e s of c o r r e c t i v e face-work. 
Here, Goff.man was concerned w i t h the p o s s i b i l i t i e s of n e u t r a l 
i s i n g t h r e a t s t o the s e l f t h a t o c c urred as d i s r u p t i o n s t o the 
r i t u a l / e x p r e s s i v e o r d e r . This was t o be done t h r o u g h t h e a d o p t i o n 
of c o r r e c t i v e i n t e r c h a n g e s t o balance l i n e and face d i s c r e p a n c i e s . 
I n 1961, Goffman re-proposed the s u b j e c t , t h i s time as d i s q u a l 
i f y i n g moves designed t o r e a l i g n i n f o r m a t i o n about the s e l f , 
w i t h s e l f - c o n c e p t i o n s . T h r e a t - n e u t r a l i s a t i o n became i m p l i c a t i o n -
c o n t r o l , and emphasis upon the r i t u a l s t r u c t u r e d i s s o l v e d i n t o 
concern w i t h the s p e c i f i c a t i o n of p o s s i b l e types of ' o f f e r i n g " 
t h a t c o u l d be made i n response t o a " c h a l l e n g e " . 

By 1971> problems o f s e l f became those of moral r e s p o n s i b 
i l i t y . These problems emerged, and were f i n a l l y s e t t l e d through 
the " r i t u a l idiom of r e m e d i a l moves", which were i n t e r c h a n g e s 
s u p p o r t i v e of the moral o r d e r . The concern expressed by Goffman 
i n h i s p r e v i o u s essay (Goffman, 196la) was extended, and t h e 
t y p o l o g y produced t h e r e was t e n t a t i v e l y extended t o a choice 
between e x p l a n a t i o n , apology, j o k i n g and r i g h t e o u s i n d i g n a t i o n . 

W h i l s t the form of Goffman's c o n t r i b u t i o n has v a r i e d , 
i t e s s e n t i a l l y remains remarkable close t o t h e o r i g i n a l f o r m
u l a t i o n . His concern i s w i t h 1 r i t u a t i s t i c ' and ' r e s t i t u t i v e ' 
work r e l a t e d t o the moral o r d e r , which he d e s c r i b e s i n terms 
which would a l l o w i t t o apply t o a l l l e v e l s o f the s o c i a l s t r u c t u r e 
For Goffman (1971, P 149) 

, "a s i n g l e r i t u a l i d i o m o f remedia,l 
moves must be c a l l e d on whether a toe has been a c c i d e n t a l l y 
stepped on or a d e s t r o y e r a c c i d e n t a l l y sunk." The moral o r d e r 
i s r e l a t e d t o the l e g a l o r d e r inasmuch as everyday s i t u a t i o n s 
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a r e ' ( i b i d , p 137): " s e t t i n g s f o r r a c i n g t h r o u g h v e r s i o n s i n 
minature of the e n t i r e j u d i c i a l process." Whatever the occasion, 
remedial work i s r e q u i r e d t o t r a n s f o r m t h e o f f e n s i v e i n t o the 
a c c e p t a b l e . Goffman t r i e s t o overcome the c o n s i d e r a b l e d e f i n 
i t i o n a l a m b i g u i t y i n v o l v e d w i t h the c u r r e n c y of accounts by 
p r o p o s i n g an e x t e n s i v e scheme, composed o f t h r e e "devices", 
accounts, a p o l o g i e s , and r e q u e s t s . Accounts can be one o f 
f i v e r e l e v a n t " p l e a s " , and can a r r i v e i n one o f t h r e e "terms", 
e x p l a n a t i o n , excuse, or p r e t e x t . Apologies i n c l u d e the u s u a l 
Goffman g r o v e l - p r o c e d u r e s , and requests are j u s t timed a l i t t l e 
b e t t e r . S u r p r i s i n g l y , Goffman's f i n a l t y p o l o g y ( l 9 7 l ) has an 
e c l e c t i v e l y i n c l u s i v e a i r , and i s p a r t i c u l a r l y vague about the 
a c t u a l e f f e c t s upon the selves of the p a r t i c i p a n t s . Rather than 
s y n t h e s i s e o t h e r t y p o l o g i e s , Goffman e x p a n s i v e l y i n c l u d e s them 
a l l . 

I n sum, the p r o c e d u r a l c e n t . r a l i t y , but t h e o r e t i c a l i n c o n -
c l u s i v e n e s s of the concept ' n e u t r a l i s a t i o n ' r e q u i r e s t h a t i t 
be r i g o r o u s l y extended t o o r d e r t o f u l l y e x p l i c a t e the exact 
nature o f the defences o f the s e l f . That t h e r e i s n o • s a t i s f a c t o r y 
t y p o l o g y o f d e f e n s i v e p o s s i b i l i t i e s f o r t h e s e l f r e q u i r e s 
immediate a t t e n t i u i i . 

An A l t e r n a t i v e : Self-Mainteimnce T e r m i n o l o g i e s 

The t y p o l o g y , g i v e n i n Diagram l b on page 394> i s a con
c e p t u a l c o n s t r u c t i o n based upon the p r i n c i p l e o f p a i r e d o p o o s i t e s 
The b a s i s of i t s u t i l i t y i s t h a t i t i s l o g i c a l l y i n d u c t i v e (and 

(e.) Here, as elsewhere, t h e r e i s always K a c l n t y r e 1 s Dilemma (1973 
p 2 ) : "..we do not know how t o decide whether a g i v e n a l l e g e d 
i n s t a n c e of a phenomena i s t o be t r e a t e d as a counter-example 
t o a proposed g e n e r a l i s a t i o n , or as not an example o f the 
phenomena at a l l . . . " . 
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Diagram 18. Self-Maintenance T e r m i n o l o g i e s 

DEFENSIVE ( R e t r e a t i n g ) LINGUALISATIONS OFFENSIVE ( A t t a c k i n g ) LINGUALISATIONS 

M o r a l i t y - N e u t r a l i s i n g 

S h a m e f u l P e n i t e n c e 
( S t r a t e g i c A l l i a n c e ) 
-Mood of F a t a l i s m -

APOLOGETIC J U S T I F I C A T I O N 

M o r a l i t y - R e j e c t i n g 

R i g h t e o u s I n d i g n a t i o n 
( P r i n c i p l e d O p p o s i t i o n ) 
-Sonse of I n j u s t i c e -

RADICAL J U S T I F I C A T I O N 

( D i s p u t i n g R e s p o n s i b i l i t y A l l e g a t i o n s ) 

R E S T I T U T I V E 

S e l f - I n c l u s i o n p l e a s ( D e v i a n c e ) 

( D i s p u t i n g P e j o r a t i v e n e s s I m p u t a t i o n s ) 

RETALIATORY 

S o l f - E x c l u s i o n P l e a s < P o l i t i c s ) 

1 ( a ) " F l a t " D e n i a l o f T o t a l 
DENIAL R e s p o n s i b i l i t y 

( b ) " K i n g Edward" D e n i a l o f T o t a l 
P e j o r a t i v e n e s s 

( a ) " D e f e a t s " o f A l l e g a t i o n 
( D e n i a l of R e s p o n s i b i l i t y ) 

( 1 ) C i r c u m s t a n t i a l E x c u s e 
( P r o j e c t i o n ) A c t - A d j u s t m e n t 

2 ' t o D e f e a t F a u l t : Non-
Q U A L I F I E D c o n v e n t i o n a l S i t u a t i o n C l a i m 
ADMISSION 

( 2 ) P s y c h o l o g i c a l E x c u s e 
( I n t r o j o c t i o n ) A c t o r -
A d j u s t m o n t t o d e f e a t 
i m p u t a b i l i t y : N o n - t h e o r e t i c 
a c t o r c l a i m / f i a t . 

( b ) " I g n o r e A c c u s a t i o n 
( C o u n t e r - D e n u n c i a t i o n ) 

(Condemnation of Condemnors) 
( D e n i a l of V i c t i m ) 
( D e n i a l of I n j u r y - P e r s o n s ) 

PRINCIPLED J U S T I F I C A T I O N 
U n i v e r s a l C o u n t e r s t a t e m e n t 

( a ) " R e d u c t i o n s " o f L o g i c a l 
3 P u n i s h m e n t . 

MITIGATED 
ADMISSION ( D e n i a l o f I n j u r y - O b j e c t s ) 

( b ) " B a l a n c e " A c c u s a t i o n . 
SITUATIONAL J U S T I F I C A T I O N 
P a r t i c u l a r i s t i c D e f e n c e 

( A p p e a l t o H i g h e r L o y a l t i e s ) 

4 
F U L L 

ADMISSION 

( a ) A c t i v e : w i t h F u l l E x p l a n a t i o n 
( S u b m i t t o mercy of j u d g e ) 

( b ) P a s s i v e : N o n - P a r t i c i p a t i o n 
( R e f u s a l t o acknowledge j u d g e m e n t ) 
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thus e x h a u s t i v e i n a p r e l i m i n a r y f a s h i o n ) , hut t h a t the n a t u r e , 
e x t e n t , and e f f e c t of the l o g i c a l p o s s i b i l i t i e s i s an e m p i r i c a l 
q u e s t i o n . Diagram 19 (below) w i l l d e s c r i b e the e m p i r i c a l s i t u a t i o n 
f o r salesmen at V/ellbreads. 

The c r u c i a l element of the d e f e n s i v e , a p o l o g e t i c form 
o f the t e r m i n o l o g y ( t h e l e f t hand side o f Diagram 18 ) i s i t s 

( a ) 
mode of e x p r e s s i o n . Goffman ( l 9 7 1 > P 1 4 4 - 1 4 5 ) c h a r a c t e r i s e s 
the apology as f o l l o w s : 

" . . . e x p r e s s i o n of embarrassment and c h a g r i n ; 
c l a r i f i c a t i o n t h a t one knows what conduct 
and been expected and sympathises w i t h the 
a p p l i c a t i o n o f n e g a t i v e s a n c t i o n ; v e r b a l 
r e j e c t i o n , r e p u d i a t i o n , and disavowal of 
the wrong way o f behaving a l o n g w i t h v i l 
i f i c a t i o n of t h e s e l f t h a t so behaved; 
espousal o f the r i g h t way and an avowal 
h e n c e f o r t h t o persue t h a t course; p e r f o r m 
ance o f penance and the v o l u n t e e r i n g o f 
r e s t i t u t i o n . a p o l o g i e s r e p r e s e n t a s p l i t t 
i n g of the s e l f i n t o a blameworthy p a r t and 
a p a r t t h a t stands back and sympathises w i t h 
the b l a m e - g i v i n g . . . " 

But w h i l s t t h e r e i s f u l l admission o f the p e j o r a t i v e n e s s 
o f the act i n q u e s t i o n , t h e r e i s d i s p u t e d agreement over f u l l 
r e s p o n s i b i l i t y f o r i t s commission. The " F l a t " d e n i a l o f respon
s i b i l i t y ( l a on Diagram 1 8 ) which i s t e c h n i c a l l y a ' t r a v e r s e 1 , 
or 1 j o i n d e r of i s s u e ' , r e q u i r e s s u b s t a n t i a t i o n o f the c l a i m t h a t 
the act wasn't done, or t h a t the accused d i d n ' t do i t . Goffman 
( l 9 7 4 » P 3 3 0 ) has r e c e n t l y r e f e r r e d t o t h i s s o r t o f d e n i a l as 
an "innocence c l a i m " which can, s i m i l a r l y , be grounded i n e i t h e r 
i n c o r r e c t n e s s o r i n a d v e r t a n c e . 

Q u a l i f i e d "Defeats" of t h e a l l e g a t i o n ( 2 a °n Diagram 1 0 ) 

r e q u i r e t h e d e m o n s t r a t i o n t h a t c i r c u mstances, or s t a t e s o f mind 
are s u f f i c i e n t t o reduce the charge i t s e l f . I f the accused can 

( a ) I am concerned w i t h the mode, and not the form of e x p r e s s i o n . 
Robin ( I 9 6 7 , p 6 8 7 ) suggests, f o r example, t h a t t y p i c a l forms 
of e x p r e s s i o n j u s t o f the d e n i a l are: anger, shock, i n d i g n a t i o 
and s i l e n c e . 
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demonstrate t h a t he was what McHugh (1971) c a l l s b e i n g i n a 
" n o n - t h e o r e t i c " s t a t e , or a " n o n - c o n v e n t i o n a l " s i t u a t i o n , t h e n , 
a l t h o u g h self-abasement i s s t i l l p a r t i a l l y necessary, the a l l e g 
a t i o n needs r e s t r u c t u r i n g . I n l e g a l terms, the r e s p o n s i b i l i t y 
has been excluded because, as Hart ( 1 9 6 8 , p 14 ) puts i t : 

"...What has been done i s something which 
i s deplored-, but the p s y c h o l o g i c a l s t a t e 
of the agent when he clid i t e x e m p l i f i e d , 
one or more of a v a r i e t y of c o n d i t i o n s 
which are h e l d t o r u l e out the p u b l i c 
condemnation and punishment of i n d i v i d u a l s . . . " 

Some occasions can be so defended t h a t a l t h o u g h the act 
i s s t i l l d e p l o r e d , and the a c t o r h e l d r e s p o n s i b l e f o r i t , t h e r e 
s t i l l remain grounds f o r t o t a l o f f e n c e "Reduction", (3a i n 

( a ) 
Diagram 1 8 ) . The v o c a b u l a r y of r e s p o n s i b i l i t y i s e x t e n s i v e 
and o f t e n c o n t r a d i c t o r y i n a p p l i c a t i o n . From a vast range of 
types ( H a r t , I 9 6 8 , t r a c e s at l e a s t t h i r t e e n c u r r e n t meanings), 
we are concerned here w i t h d e n i a l s / a d m i s s i o n s o f l i a b i l i t y , and. 
the v a r i e t i e s o f a t t e m p t s t o r e - d e f i n e and q u a l i f y such s e l f -
l i a b i l i t i e s . "Reductions" can a l s o i n c l u d e those occasions when 
the a c t o r p e r s o n a l i s e s h i s ' a c c o u n t 1 , and t h r o u g h s e l e c t i v e 
r e - c o u n t i n g o f past events, and t h e i r amalgamation i n a n i c e l y 
r e c o n s t i t u t e d b i o g r a p h y , t r i e s t o c o n s o l i d a t e l i a b i l i t y c l a i m s 
made i n the p r e s e n t . P r i m a r i l y , t h i s amounts t o m o r a l l y r e -
c r e d i t i n g work which helps t o balance the d i s c l o s i v e ( d i s c r e d i t 
i n g ) work of o t h e r s . A 'biography' i s an a b s t r a c t s e l e c t i o n o f 
f a c t s from a person's " d i a r y " (Cavan, 1 9 6 6 , P 8 6 ) . Blum and McHugh 
( 1 9 7 1 j P 1 0 5 ) d e f i n e i t as a set o f owned experiences w i t h which 
t o engage the w o r l d , a "view of h i m s e l f t h a t he can u s e f u l l y 
expound i n c u r r e n t d i t u a t i o n s , " (Goffman, 1961? P 1 3 9 ) . Defen
s i v e b i o g r a p h i e s t e n d t o view the a c t o r as an o b j e c t , and thus 
a m a t t e r f o r excusing. The prime example, the 'Sad T a l e 1 i s again 
p r o v i d e d by Goffman ( 1 9 6 I , p 1 4 0 ) who t e l l s us t h a t : " i f the 
f a c t s o f a person's past and. present are .extremely d i s m a l , then 

( a ) Hart ( 1 9 6 8 , p 1 3 ) quotes an amazing example: " I n 1 8 1 1 Mr. 
P u r c e l l of County Cork, a s e p t u a g e n a r i a n , was k n i g h t e d f o r 
k i l l i n g f o u r b u r g l a r s w i t h a c a r v i n g k n i f e . " 
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about the best he can do i s show t h a t he i s not r e s p o n s i b l e f o r 
what has become o f him." The Sad Tale i s o f t e n i n s t r u m e n t a l , and 
o u t s i d e o f t h e i n s t i t u t i o n a l c o n t e x t (where Goffman l o c a t e s i t ) 

( a ) 
g e n e r a l l y f i c t i o n a l . P. Gressey says of t h e t a x i - d a n c e r (1932, 
P 5 4 ) : 

"...When apprehended, a g i r l o f t h i s s o r t 
( t a x i - d a n c e r ) may present a f a c i n a t i n g and 
e n t e r t a i n i n g s t o r y of b e i n g an 'orphan' who 
has had t o ' s h i f t f o r h e r s e l f since the age 
of t h r e e ' , or even of a 'world-search f o r 
her mother' i n which she i n enga.ged. But 
i n more than a m a j o r i t y of the cases i t 
i s safe t o say t h a t the p a r e n t a l f a m i l i e s 
are somewhere i n Chacago..." 

Other d e f e n s i v e b i o g r a p h i e s are the 'Apologia' ( o f which 
Goffman, 1959a? P 140, says: "the person's l i n e c oncerning s e l f 
d e f e n s i v e l y b r i n g s him i n t o a p p r o p r i a t e alignment w i t h the 
b a s i c v a l u e s of h i s s o c i e t y ) ; t o g e t h e r w i t h ' A t r o c i t y Takes' and 
' T r i c k s t e r S t o r i e s ' (Goffman, 1963, P 33, 37) wherein c u r r e n t 
personal s i t u a t i o n i s e x p l a i n e d by extreme mistreatment or sheer 
d e c e i t by o t h e r s i n the past. 

Defensive b i o g r a p h i e s are p r i m a r i l y s e l f - r e s p e c t i n g , 
r e c i p r o c a l l y s u s t a i n e d f i c t i o n s , aimed at s u c c e s s f u l management 
of c u r r e n t experience i n peer-group i n t e r a c t i o n . T h e i r substance 
l i e s somewhere betweee r e a l i t y and f i c t i o n , as Goffman (1959a, 
p 1 4 l ) puts i t : "they serve as one another's audience f o r s e l f -
s u p p o r t i n g t a l e s - t a l e s t h a t are somewhat more s o l i d t han pure 
f a n t a s y and somewhat t h i n n e r t h a n the f a c t s . " Defensive b i o g r a p h i e s 
are e s s e n t i a l l y r e l e v a n t t o analyses o f g r o s s l y processed d e v i a n t s , 
who must make a p e r s o n a l c o n t r i b u t i o n t o the " c i r c l e o f lament" 
(Goffman, 1963, P 32) i f they are t o withdraw any moral s u p p o r t . 
D i s c u s s i o n o f them i s i n c l u d e d here as a l o g i c a l e x p l o r a t i o n of 

( a ) P r o s t i t u t e s i n Boles and Garbin (1974) o f f e r customers a 
" P e r i l s of P a u l i n e " s t o r y , i n r e p l y t o t h e u s u a l q u e s t i o n , i n 
o r d e r t h a t t hey be seen as e x p l o i t e d by h e a r t l e s s circumstance 
r a t h e r than as c y n i c a l l y r e s p o n s i b l e f o r t h e i r o c c u p a t i o n . 
" S t a n l e y " (Shaw's 1930 J a c k r o l l e r ) p e r s i s t e n t l y frames h i s b i o 
graphy i n a s i m i l a r way. Shaw ( i b i d , p 47, f f 2) comments: " I n 
t h i s paragraph and throughout the e n t i r e document, he makes a 
r a t h e r d e f i n i t e attempt t o place t h e r e a p o a s i b i l i t y f o r h i s mis 
conduct upon f a t e , c ircumstances, and o t h e r persons." 
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the t y p o l o g y , t a t h e r than as a t h e o r e t i c a l prologue t o the 
e m p i r i c a l data t o be i n t r o d u c e d i n subsequent s e c t i o n s about 
W e l l b r e a d s . ^ 

The o f f e n s i v e , a t t a c k i n g , r a d i c a l form of the t e r m i n o l o g y , 
on t h e o t h e r hand, i s p r i n c i p l y .organised from the o p p o s i t i o n a l 
s u b c u l t u r e (Matza, 1964» P 4l)» and c h a r a c t e r i s e d by r i g h t e o u s 
i n d i g n a t i o n . ^ ^ A d i s p l a y of r i g h t e o u s n e s s has a s i m i l a r • f o r m a t 
t o the apology. But here ( t h e r i g h t hand side of Diagram 18 on 
page 394) > i t i s t h e accuser, r a t h e r than a s p l i t - o f f p a r t o f 
the s e l f who i s abased. I n these terms, the "King Edward" d e n i a l 
( l b i n Diagram 18) a c t u a l l y denies the act i n q u e s t i o n , but 

( c ) 
a s s e r t s t h a t i t ' s commission would be a good t i l i n g . Because 
of t h e n a t u r e of t h e r e l a t i o n s h i p between j u s t i f i e r and accuser, 
" I g n o r i n g " (2b i n Diagram 18) and "Balancing" (3b i n the Diagram) 
an a c c u s a t i o n w i t h l a t e r a l p l e a s , are u n l i k e l y t o be s u c c e s s f u l , 
aside from perhaps moderating s t r i n g e n t punishment. "Passive" 
n o n - p a r t i c i p a t i o n i n the proceedings ( 4 0 . i n Diagram 18) i s 
taken as t a c i t admission of g u i l t but t o t a l r e j e c t i o n of the 
l e g i t i m a c y o f the accuser. I f the g u i l t y i s r e p r e s e n t a t i v e o f an 
u n t h r e a t e n i n g a l l i a n c e then h i s l a c k of c o o p e r a t i o n w i l l not 
a f f e c t the v e r c i c t . I n terms of the l a t t e r , George I n c e , f o r 

(a ) The " A c t i v e " f u l l admission ( s u b m i t t i n g t o the mercy of the 
accuser (4a i n Diagram 1 8 ) , b e i n g simple t o understand, needs 
no l e n g t h l y e x p o s i t i o n here. The " a c t i v e " admission i s not 
a tec h n i q u e upon which a n a l y s i s of the Wellbreads salesmen w i l l 
d w e l l . 

( b ) Humphreys(1972, p 135-156) o f f e r s a n i c e , but e t h n o g r a p h i c a l l y 
r e s t r i c t e d t y p o l o g y of ways of stigma-management ( a refinement 
o f Goffrnan, 1963) which c a p t u r e s the a p o l o g e t i c / r a d i c a l d i f f e r e n c e 
w e l l : stigma-evasion (shame, r e p a i r , p a s s i n g , c o v e r i n g , group 
a l i g n m e n t ) and s t i g m a - c o n f r o n t a t i o n ( c o n v e r s i o n , r e d e m p t i o n ) . 
See a l s o Rogers and B u f f a l s (1974a)'s n i n e - f o l d t y p o l o g y . 

( c ) The name d e r i v e s from an apocryphal s t o r y about a p o t a t o - s e l l e r 
c h a l l e n g e d w i t h s e l l i n g f a l s e l y - d e s c r i b e d goods. He r e p l i e d : 
'Of course t h e y ' r e K i n g Edwards. And anyway, what do you expect 
f o r twopence a pound?' A l l , n a t u r a l l y , i n a r i g h t e o u s l y i n d i g n a n t 
tone of v o i c e . The absurd o v e r - c o v e r i n g of the s e l f i n such 
statements i s i n f a c t q u i t e common e s p e c i a l l y amongst " f o l k " 
c r i m i n a l s , a term developed by Ross (1963-61). Cahn (1955 j 
p 196-197) notes, f o r example, t i i a t the "bo.lms and ungents 
f o r abrasions o f the tax-payers conscience" are o f t e n so 
e x t e n s i v e t h a t t hey c o n t r a d i c t one another. 
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example, ( w r o n g l y accused o f the 1972 "Barn Murders") r e p e a t e d l y 
t u r n e d h i s back on the Judge at h i s f i r s t t r i a l , and r e f u s e d 
t o have any more t o do w i t h the proceedings. I t i s g e n e r a l l y 
t r u e t h a t a n y t h i n g i s b e t t e r than s i l e n c e . Spike M i l l i g a n , 
w i t h an a d m i t t e d l y somewhat absurd grasp o f t h i s , when accused 
o f i l l e g a l l y c r o s s i n g a white, l i n e i m . h i s c a r , claimed t h a t 
v / h i l s t h i s car was s t a t i o n a r y , a policeman jumped out o f the 
hedge, and, p a i n t e d a w h i t e l i n e on the road behind h i s c a r . 
I t was not a n o t a b l y s u c c e s s f u l defence, a l t h o u g h a nioe j u s t 
i f i c a t i o n f o r Judge B i d d l e ' s famous words ( i n Vance and Wynne, 
1934> P 485) "The u n w r i t t e n law i s n ' t worth the paper i t i s n ' t 
w r i t t e n on"L Lack of p r e p a r a t i o n of an account ( p a r t i c u l a r l y 
p r o b l e m a t i c f o r the i n n o c e n t ) leaves the defendant* l i k e many 
American policemen w i t h suddenly d i s c o v e r e d l a r g e bank balances 
(one claimed i n W i t t e l s , 1949> P 122, t h a t he had made $/[J,QQO 

\ ( a ) by b r e e d i n g c a n a r i e s ) " f l a t f o o t e d " . 

O f f e n s i v e s t y l e s (as do de f e n s i v e s t y l e s ) have r e - c o u n t i n g 
resources as w e l l as a- c c o u n t i n g ones. A p p r o p r i a t e b i o g r a p h i e s 
here are j u s t i f y i n g r a t h e r than a p o l o g i s i n g ones. The a c t o r 
begins t o f e a t u r e as hero r a t h e r than as v i c t i m . Goffman (1959a, 

p 140) suggests i n p a r t i c u l a r , the 'Success St o r y ' where, i f : 

"...the person can manage t o present a 
view of h i s c u r r e n t s i t u a t i o n which shows 
the o p e r a t i o n o f f a v o u r a b l e personal 
q u a l i t i e s i n the p a s t , and a f a v o u r a b l e 
d e s t i n y a w a i t i n g him, i t may be c a l l e d a 
success s t o r y . . . " 

( a ) As Matza (1964, p 41) a s t u t e l y n o t i c e s , members of accomodating 
s u b c u l t u r e s may use r a d i c a l j u s t i f i c a t i o n s a b s u r d l y i n a p p r o p r i a t e l 
i n q u i t e i n c o n s e q u e n t i a l s i t u a t i o n s . "Thus, the i n d i g n a t i o n o f 
of the d e l i n q u e n t d i f f e r s from t h a t o f , say, a n a t i o n a l i s t r e b e l . 
The d e l i n q u e n t ' s i s a w r o n g f u l i n d i g n a t i o n . " 
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Diagram 19. E m p i r i c a l Use o f Self-Maintenance Terminology 
by Well'brcad Salesmen ( 

A L I B I S ( P u b l i c ) A L I A S E S ( P r i v a t e ) 

V o c a b u l a r i e s F o r P r a c t i c a l C o n s e q u e n c e s V o c a b u l a r i e s o f P s y c h o l o g i c a l C o n t e m p l a t i o n 

BEFORE S t r a t e g i c d e f l e c t i o n 
c u n n i n g 
p r o c e d u r a l 
p r e s e n t a t i o n a l 
p s y c h o l o g i c a 1 

AFTER 

( 1 ) S u c c e s s f u l COVERY; G e t t i n g c a u g h t . 

C h a l l e n g e s 
P r e t e n s e 

S u s p i c i o n 

R e s p o n s e s 
O f f e n s i v e 

vague a c c u s a t i o n 
c a u t i o n a r y t a l e 
w a r n i n g s t o r y 

-hidden a c c u s a t i o n 
- h a s t y a c c u s a t i o n 

r i g h t o o u s d e n i a l 
l b / 2 b - s t r a t o g i c c o u n t e r -

d o n u n c i a t i o n s 
- a v o i d a n c e 

D e f e n s i v e - ( c o r r e c t i v e ) 
- t a l k ( c i r c u m s t a n t i a l 

d e f e a t ) 
2a - i l l / n e w ( p s y c h o l o g i c a l 

d e f e a t ) 

BEFORE A d j u s t m e n t r h e t o r i c 
INN0CULAT1ON 

( 1 ) R e s t r i c t i o n s - P r a c t i c a l l i m i t s 
- s c r u p l e s / f o r m u l a e 

( 1 1 ) D e f e n s e : A p o l o g e t i c j u s t i f i c a t i o n 

A c t o r A d j u s t m e n t - ( I ' m i n s i g n i f i c a n t ) 

Q u a l i f i e d a d m i s s i o n ( d e f e a t s ) 
D e n i a l r e s p o n s i b i l i t y 
N e g a t i o n r e s p o n s i b i l i t y 

" C o u l d n ' t h e l p i t " 
2a " T o l d t o do i t " 

"Would be done anyway" 

A c t A d j u s t m e n t - ( I t ' s i n s i g n i f i c a n t ) 

M i t i g a t e d a d m i s s i o n ( R e d u c t i o n s ) 
D e n i a l i n j u r y ( o b j e c t s ) 
A s s e r t i o n of t o r t 

"Not r e a l l y c r i m e " 3a 

AFTER ! R e c o n c i l a t i o n r h e t o r i c 
INSULATION 

( 1 ) C a m o u f l a g e s s i m i l a r i t y of s k i l l s 
i n v i s i b i l i t y o f o f f e n s e 

( 1 1 ) U n s u c c e s s f u l DIS-COVERY: G e t t i n g 
c a u g h t out 

C h a l l e n g e s 
L o n g i t u d i n a l c h e c k / l a t i t u d i n a l c h e c k 

( 1 1 ) 

4b 

4a 

Rosponsos 
O f f e n s i v e 

D e f e n s i v e 

too i n f l a m m a t o r y 

d e n i a l s i m p l a u s i b l e 
f u l l a d m i s s i o n 
( m i t i g a t e d by 
r e s t i t u t i o n ) 

2b 

3b 

O f f e n s e : R a d i c a l j u s t i f i c a t i o n 

C o u n t e r - D e n u n c i a t i o n 
Q u a l i f i e d a d m i s s i o n ( i g n o r e ) 

Condemnation of Condemners 
D e n i a l of i n j u r y ( p e r s o n s ) 
D e n i a l of v i c t i m s 
S enso of i n j u s t i c e 
A s s e r t i o n o f t o r t 
"We a l l do i t " 
"They do i t " 
"They do i t t o u s " 
"They d e s e r v e t o l o s e i t " 
"They c a n a f f o r d i t " 
"They i n v i t e i t " 
"They want i t " 

A p p e a l t o H i g h e r L o y a l t i e s 
M i t i g a t e d A d m i s s i o n ( B a l a n c e ) 
P r i m a c y of custom 

"We d e s e r v e i t " 
"We need i t " 
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ALIBIS: PUBLIC C0VERS-F0R-0THERS: NEUTRALISATION OF OTHER-
APPREHENSIOH (BLAME) 

The P r e c o n d i t i o n s o f Standard I n t e r a c t i o n s . 

Members of the w o r k i n g - c l a s s (as opposed t o members of 
the m i d d l e - c l a s s ) have o c c u D a t i o n a l l y i m o l a n t e d a p r i o r i 

( a ) " 
d i s - t r u s t as a c o n d i t i o n of employemnt. This d i s - t r u s t i s 
p a r t i c u l a r l y apparent i n salesmen's d e a l i n g s w i t h those cus
tomers who, Bigus ( 1 9 7 2 , p 147 ) notes: "..kept day t o day 
i t e m i s e d accounts o f the products they purchased, along w i t h 
the p r i c e s at which t h e y had been a d v e r t i s e d . When they 
r e c e i v e d t h e i r b i l l t h e y compared i t a g a i n s t t h i s i t e m i s e d l i s t 
t o check f o r d i s c r e p a n c i e s . " Goffman ( 1 9 6 M , p 2 9 1 ) adds 
t h a t t r u s t i s o n l y c o n t r a c t u a l l y essentia . 1 on those occasions 
where the work s e t t i n g o f the servant i s removed from the 
s i g h t o f the customer. The Wellbread salesmen, however, are 
laden w i t h d i r e c t r e s t i t u t i v e , r a t h e r than r i t u a l i s t i c sacred 
a c c o u n t a b i l i t y as th e y are r e q u i r e d t o handle money as p a r t of 
t h e i r j o b . P a r a d o x i c a l l y , however, as I t r i e d t o show i n Chapter 
Three, t r u s t g r a d u a l l y emerges as a f e a t u r e of salesmen's r e l 
a t i o n s h i p s w i t h t h e i r r e g u l a r customers f o r reasons t h a t the 
men c o n s i d e r t o be merely governed by the casual development 
of a r e l a t i o n s h i p , and the a r b i t r a r y passage of t i m e . ^ ^ 

(a) T h is s u c c e s s f u l l y d i s t i n g u i s h e s ' f i d d l e r s ' from 'embezzlers' 
i n a t e c h n i c a l sense not dependant upon watery c l a s s d i f f e r e n c e 
(see, Mannheim, I 9 6 5, P 4 7 4 - 4 7 5 ) when b o t h have accepted the 
i n i t i a l p o s i t i o n i n good f a i t h . 

( b ) The re i s , t y p i c a l l y , puzzlement about t h i s amongst the salesmen. 
S i m i l a r l y , Howton and Rosenberg ( 1 9 6 5 , P 2 8 6 ) comment t h a t the 
salesmen they i n t e r v i e w e d f e e l t h a t : "'genuineness' i s an 

a u t h e n t i c e x p r e s s i o n of r e a l motives and se n t i m e n t s . 
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Two men suggested: 

"...You can't get away w i t h e v e r y t h i n g . . . 
when you f i r s t s t a r t o f f , t h e y 1 r e a l l a 
b i t wary of you...but a f t e r a b i t t h e y 
"trust you, and you can s t a r t f i d d l i n g 
them more and more..." 

" . . t h e y ' r e t h e e a s i e s t t o do ( i . e . , r e g 
u l a r customers) once "they know you..but 
i f new people, or s u p e r v i s o r s , or a n y t h i n g 
(go o n ) . . . t h e y 1 1 1 check i t down t o t h e 
l a s t l o a f . . . " 

The more s o p h i s t i c a t e d amongst the salesmen attempt t o 
d e l i b e r a t e l y c r e a t e t r u s t (see, f o r example, the t a c t i c s of the 
" p r o f e s s i o n a l " , d e s c r i b e d on pages 352 and 353 o f Chapter F i v e , 
s u p r a ) , but atte m p t s t o do t h i s would look q u i t e out of c h a r a c t e r 
(and thus s u s p i c i o u s ) i n some of t h e salesmen. One man commented 
on the awkward r e p e r c u s s i o n s t h a t he had experienced: 

"...He's the one who poisons the place 
( t h e Despatch manager)..I wouldn't b o t h e r 
t o g i v e him bread t h a t I've been over
i s s u e d any more...I've heard what he's 
s a i d about people, blokes who've g i v e n him 
a couple o f t r a y s back..he says: 'What 
about t h e o t h e r t r a y then?'...so, I ' l l 
g i v e him some back ( i n the f u t u r e ) , but 
not a l l o f i t , and never when I can get 
r i d o f i t somewhere e l s e . . . " 

Looking a t t h i s i n game terms, a p r e c o n d i t i o n of f i d d l i n g 
i s t h a t the salesman be a r o u t i n e l y s u c c e s s f u l p r a c t i t i o n e r of 
an obscure v e r s i o n o f the s o r t of game which S c o t t and Lyman (1970) 

r e f e r t o as an ' i n f o r m a t i o n game'. I n game p l a y , the salesman's 
v i r t u a l i d e n t i t y as a salesman aids the c o v e r i n g of h i s a c t u a l 
i d e n t i t y as f i d d l e r . I n game terms, t h i s c r u c i a l l y d i s t i n g u i s h e s 
t h e salesman from the customer. As Sco t t and Lyman ( i b i d , p 58) 

put i t : 

" . . I n f o r m a t i o n games a r i s e whenever one a c t o r 
wishes t o uncover i n f o r m a t i o n from another 
who wishes t o conceal i t . . . A l l men are placed 
i n p o s i t i o n s o f i n f o r m a t i o n c o n t r o l and 
concealment when they present themselves 
on any s o c i a l scene, f o r by i t s v e r y n a t u r e 
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any s o c i a l scene.is h a b i t a b l e o n l y by 
a few of the i d e n t i t i e s which make up 
the t o t a l p e r s o n a l i t y . The unwelcome 
i d e n t i t i e s w i l l have t o be i n h i b i t e d 
or hidden... " 

I n game terms, the checking process o f t h e customer might 
be seen as a ' c o n t r o l move' ( i n f o r m a t i o n s e e k i n g ) , and the 
r o u t i n e ways t h a t t h e salesman prevents d i s c r e d i t a b l e i n f o r m a t i o n 
l e a k i n g out d u r i n g checking, as a ' c o v e r i n g move'. 'Moves', as 
such, are not n e c e s s a r i l y p e r c e p t i v e l y and s e q u e n t i a l l y organised 
i n t h a t way. I n f a c t , n e i t h e r p a r t i c i p a n t need be aware of the 
game-like s t r u c t u r e o f the proceedings at a l l ( S c o t t , I968, p 158). 

N e v e r t h e l e s s , the salesman's awareness of h i s f i d d l i n g - i d e n t i t y 
t r a n s f o r m s him ( i n game terms) i n t o a c a r e e r - d e c e i v e r , as S c o t t 
and Lyman (l97J> P 56-9) put i t , r a t h e r t h a n a s i t u a t i o n a l - f a l -
s i f i c r : 

"...some persons and c a t e g o r i e s o f persons 
must p l a y i n f o r m a t i o n games almost a l l the 
t i m e , or as p a r t of t h e i r o c c u p a t i o n s . , 
(such as) a l l those charged w i t h k e e p i n g 
i n s t i t u t i o n a l s e c r e t s . Presumably those 
who are r e g u l a r p l a y e r s i n i n f o r m a t i o n 
games are more adept a t i t or conscious 
o f the e x i g e n c i e s than o c c a s i o n a l p l a y e r s 
or amateurs... " 

S u f f i c e i t t o say here ( r e f e r t o Chapter Three f o r a more 
d e t a i l e d e x p o s i t i o n ) , t h a t most salesmen p l a y t h i s i n f o r m a t i o n 
game up t o t h r e e hundred times a day v/ i t h customers who o n l y p l a y 
once or t w i c e a day. I n f a c t , by v i r t u e o f the v e r y f a c t of 
b e i n g a salesman, t h e men r o u t i n e l y present an honest, c l e a n , 
t i d y , c h e e r f u l f r o n t as a g l o s s designed t o sweeten the e s s e n t i a l l y 
e x p l o i t a t i v e n a ture of s e l l i n g . I n e v i t a b l y and q u i t e u n w i t t i n g l y , 
t h i s a i d s the accomplishment of f i d d l i n g . S e l l i n g c o u l d not p r o 
ceed on a d i s - t r u s t f u l b a s i s : the salesmen must o f f e r , and the 
customer accept, a s e l f - d e f i n i t i o n as t r u s t e d ( i . e . commercially 
q u a l i f i e d ) member. 

I n terms of i d e n t i t y , the f i d d l e r has t o "pass" ( o f . G o f f -
man, 19o3» P 93) i n f r o n t of customers, a l t h o u g h he can drop 
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t h i s s t r a t e g i c - s e l f f o r s h o r t p e r i o d s i n d e a l i n g s w i t h h i s peers 
back at the deoot. Successful s e a l i n g o f f o f unmanageable b i o 
g r a p h i c f a c t s prodeces a 'closed awareness c o n t e x t 1 ( G l a s e r and 
Str u a s s , 19o4> P 1 0 ) , wherein: "one i n t e r a c t a n t does not know 
e i t h e r t h e o t h e r ' s i d e n t i t y or the o t h e r ' s view of h i s i d e n t i t y . " 
This c o n t e x t i s b a s i c a l l y u n s t a b l e because s u c c e s s f u l u n c o v e r i n g 
moves by customers are always t h e r o e t i c a l l y p o s s i b l e , however 
e m p i r i c a l l y u n l i k e l y . 

An i m p o r t a n t symbolic p r e c o n d i t i o n o f f i d d l i n g i s t y p i f -
i c a t i o n o f members of the salesman's w o r l d as 'customer'. The 
p a r t i c u l a r i d e n t i t y , and thro u g h i t , s p e c i a l s e l f , t h a t the 
salesmen presents w i l l v a r y i n terms o f the way t h a t he d e f i n e s 
h i s audience. I n f a c t , as Goffman (1963» P 102) r e p o r t s : 

"...due t o s o c i a l i d e n t i t y , the i n d i v i d u a l 
w i t h a s e c r e t d i f f e r e n t n e s s w i l l f i n d 
h i m s e l f d u r i n g the d a i l y and weekly round 
i n t h r e e p o s s i b l e k i n d s o f places where 
persons o f . t h e k i n d he can be shown t o 
be are f o r b i d d e n . . . c i v i l p l a c e s . . ( a n d ) 
back p l a c e s . . . " 

A l t h o u g h a p a r t i c u l a r c o n s t e l l a t i o n o f selves and accounts 
i s a p p r o p r i a t e t o t h a t p a r t of t h e salesman'3 w o r l d c a l l e d 
'customer 1, t h i s u n i v e r s e i s f u r t h e r broken up i n t o customers 
who are d i s q u a l i f i e d from b e i n g f i d d l e d ( g e n e r a l l y d i s a b l e d , 
or e x c e l l e n t game-players, f o r example, b l i n d p e r s i o n e r s o r 
h e f t y ex-salesmen - b o t h of whom would p r o v i d e problems as v i c t i m s , 
one p s y c h o l o g i c a l l y , and the o t h e r p r a c t i c a l l y ) , and the r e s t , 
who q u a l i f y as ' f a i r game 1. This i s i m p o r t a n t . Not a l l customers 
are f i d d l e d , merely those who can be f i d d l e d w i t h o u t i n f r i n g i n g 
the p s y c h o l o g i c a l or p r a c t i c a l s t a t u s o f the p a r t - t i m e s e l f . By 
be i n g s e l e c t i v e , by g i v i n g the w o r l d a chance t o defend i t s e ^ f 
i n t h i s way, a l l o w s the salesman t o r e d e f i n e f i d d l i n g from the 
u n r e m i t t i n g l y e x p l o i t a t i v e , t o t h e fair-game c o n t e s t . The p a r t 
i c u l a r e l e c t i o n o f which a c t u a l customer t o which of these game 
c a t e g o r i e s i s s p e c i f i e d i n the moral r u l e s t h a t d i f f e r e n t i a t e 
the v a r i o u s o c c u p a t i o n a l " c h a r a c t e r s " which I d e t a i l e d i n Chapter 
F i v e . 
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S i m i l a r l y , American c a b - d r i v e r s are r e t i c e n t about addin 
' e x t r a s ' onto the f a r e unless t h e customer i s loc.atable as a 
' l i v e one'. Davis ( l 9 5 9 > P 269) r e p o r t s : 

"...many d r i v e r s f e e l l e s s i n h i b i t e d about 
padding charges and f i n a g l i n g e x t r a s from 
L i v e Ones ( o u t of town r e v e l l e r s i n search 
o f l i c e n t i o u s forms of e n t e r t a i n m e n t ) than 
t h e y do from o t h e r f a r e s . O f t e n extravagent 
i n t h e i r t i p s because of h i g h s p i r i t s and 
d r i n k , L i v e Ones are a l s o f r e q u e n t l y c a r e 
l e s s and f o r g e t t o t i p a l t o g e t h e r . Knowing 
t h a t L i v e Ones are out t o "blow t h e i r money" 
anyway, many d r i v e r s b e l i e v e t h a t t h e y are 
j u s t i f i e d i n seeing t o i t t h a t they are not 
d e p r i v e d of a s m a l l p o r t i o n . . . " 

Rock (1973 , P 78) summarises the s i t u a t i o n s u c c i n c t l y . 
"The d e v i a n t thus l i v e s i n a w o r l d which i s populated by the 
knowing, the unknowing and t h e too-knowing". The f i d d l e r l i v e s 
i n a w o r l d where customers may know n o t h i n g , too much, or j u s t 
possess t h a t l i t t l e knowledge t h a t q u a l i f i e s them ( i n the game 
sense) f o r p l a y . As I have shown i n Chapter Three, customers 
are u n l i k e l y t o know what t y p i f i c a t o r y "keys" ( t o use H e w i t t 
and Stokes, 1975» P 3> t e r m ) , salesmen use t o a l l o c a t e them 
d i f f e r e n t i a l l y - ' t o these c a t e g o r i e s . I n f a c t , customers are 
u s u a l l y w h o l l y o b l i v i o u s t o the f a c t of t h i s " s i a i n g - u p " proces 
( H e n s l i n , 1968, p I 4 2 ) unless t h e y 'know' enough t o be, f o r a l l 
p r a c t i c a l p a r t - t i m e purposes, excluded from i t . 

H aving e l a b o r a t e d these i n t e r a c t i o n a l p r e c o n d i t i o n s , I 
s h a l l , i n t h e next two s e c t i o n s o f t h i s c h a p t e r , examine the 
'motives' o f the Wellbread salesmen as a p a r t i c u l a r e m p i r i c a l 
i n s t a n c e best d e s c r i b e d i n terms of t h e l o g i c a l s t r u c t u r e set 
out e a r l i e r , and summarised i n Diagram 18 on page 394- This 
e m p i r i c a l c o n t r i b u t i o n i s p r e c i e d i n Diagram 19 on page 399• 

I s h a l l l o o k f i r s t a t some p r a c t i c a l problems ( t h e l e f t hand 
si d e of t h a t Diagram), and then at some d e r i v e d p s y c h o l o g i c a l 
ones ( t h e r i g h t hand side of Diagram 1 9 ) • 
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V o c a b u l a r i e s f o r P r a c t i c a l Consequences 

The major immediate concern of the f i d d l e r i s t h e p r a c t 
i c a l consequences of h i s p u b l i c s a l e s d e a l i n g s . The warrant f o r 
p r a c t i c a l self-maintanance i s a co n c e p t i o n of s e l f as b e i n g 
bounded by the p h y s i c a l body i n which i t i s housed. I n o t h e r 
words, t h e co n c e p t i o n of s e l f - a s - b o d y . C o n t r i v e d p r a c t i c a l 
p i ' o t e c t i o n from a c t u a l apprehension by o t h e r s r e s i d e s i n the 
d e f l e c t i o n o f , and p r o t e c t i o n from blame'. The n e c e s s i t y f o r 
p r a c t i c a l 'cover' i s d i c t a t e d by the commercial r e q u i s i t e of 
r o u t i n e t a s k - f u l f i l m e n t . Bread has t o be s o l d . The f i d d l e r has 
thus t o prevent h i s d e v i a n t i d e n t i t y from becoming p u b l i c . 
The p a r t i a l s e l f r e q u i r e s an " a l i b i " , o r , a "presented piece of 
biogr a p h y t h a t o r d i n a r i l y would not have become p a r t of one's 

(a) 
b i o g r a p h y at a l l " (Goffman, I963, p 8 9 ) . Having t o r t u o u s l y 
c o n s t r u c t e d a p a r t - t i m e i d e n t i t y i n s o c i a l i s a t i o n , the salesmen 
must subsequently deal w i t h what Hatza (1969, p 1 5 l ) c a l l s the 
problem o f "transparency". Hatza says: 

"...To work at b e i n g opaque i s i n i t s 
v e r y n a t u r e conducive t o b e i n g s e n s i t i v e 
t o the p o s s i b i l i t y of b e i n g t r a n s p a r e n t 
...Before g a i n i n g tne confidence of 
p e r s i s t e n t s e l f - p o s s e s s i o n , the f e a r 
t h a t we can be seen t h r o u g h i s nagging..." 

For s o p h i s t i c a t e d f i d d l e r s , p r o v i s i o n of p u b l i c cover can 
p a r t i a l l y be an a n t e r i o r m a t t e r of s t r a t e g i c b l a m e - d e f l e c t i o n . 
Experienced men are w i l l aware of t h e crude a c c u s a t i o n s o f d i s 
honesty t h a t t h e i r customers w i l l p o s s i b l e come up w i t h , and p l a n 
a c c o r d i n g l y . Goffman (1974? P 464) r e f e r s t o t h i s as b u i l d i n g 
cover backwards i n t i m e . One "rogue" was adept a t t h i s : 

" . . . I always add a b i t onto the monthly 
accounts, t h e y never know, but you have t o 
be c a r e f u l t h a t t h e y ' r e not checking...so 

( a ) See a l s o Goffman, I966, p 20, where the " s p o t t y a l i b i " , and the 
"reserve s t o r y " are discussed. 
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what I do i s t e l l the p e r i o d t h a t i t ' s 
f o r . . . t h e best t h i n g i s t o a l t e r the 
l e n g t h of the mont.h. . .know what I mean? 
say they r e a l l y owe £5•63...then say t o 
them: ' T h a t ' l l be £6.44 please', and i f 
t h e y ' r e checking on you, i f they've 
kept a note of what they've had, j u s t 
say something l i k e : 'Well, i t ' s not an 
exact month, see, i t ' s f i v e weeks'.' 
. . . o r , t e l l them t h a t i t ' s not r i g h t 
up t o d a t e , and then c a r r y an e x t r a b i t 
over t o next t i m e . . . t h e n you've covered, 
see?...you've got t o cover y o u u r e l f . . " ( a ) 

To prevent the i n i t i a l f o r m u l a t i o n o f s u s p i c i o n i s , a f t e r 
a l l , b e t t e r and more conducive t o good customer r e l a t i o n s t h a n 
t o a l l o w sour f e e l i n g s t o c u r d l e i n t o a c c u s a t i o n . Another salesman 
thought t h i s was a p r o c e d u r a l q u e s t i o n , whereas a more c y n i c a l 
c o l l e g u e considered i t t o be a m a t t e r o f p e r s o n a l p r e s e n t a t i o n : 

" . . . J u s t be c a r e f u l t o charge what's on 
the packet... o t h e r w i s e they c o u l d get i n 
s i d e and r i n g up the Weights and Measures 
and have you f o r the Trades D e s c r i p t i o n s 
A c t . . . short-change them, yeah,... I o f t e n 
do t h a t , but don't overcharge them.." 

"...What?...Smile?...Smile?..if you s m ile 
round here, t h e y t h i n k you've made money 
of something...smile and t h e y ' l l search 
your v a n I . . . " 

The most a r t f u l salesmen apply what Davis (1959» P 270) 

c a l l s the " p s y c h o l o g i c a l " a p p r o a c h . ^ ) One a s t u t e salesman s a i d : 

( a ) Of course, p r o v i s i o n of a "reserve s t o r y " , or cover which u n f o l d s 
i n time (doffman, 1974) may b a c k f i r e i f apprehension goes back 
f u r t h e r and exposes the reserve s t o r y as evidence of p r e m e d i t a t i o n . 
This o c c u r r e d i n CASE 11 (13 .5*73) where an Army s t o r e s seargant 
who had f u r n i s h e d h i s home w i t h army p r o p e r t y produced a "temporary 
l o a n voucher" which was subsequently proven t o be a f o r g e r y . 

( b ) " D i s c l a i m e r s " ( H e w i t t and Stokes, 1975) a r e n 0 " t a v a i l a b l e t o 
the f i d d l e r . W h i l s t h i s appearance i s designed t o c r e a t e t r u s t , 
t h e r e are no v e r b a l r e c i p e s a v a i l a b l e f o r e x t i n g u i s h i n g customer-
doubt. I n f a c t , any attempt ( f o r example: " I know you t h i n k I'm 
g o i n g t o f i d d l e you, b u t . . . " ) i s doomed t o c r e a t e or i n c r e a s e 
s u s p i c i o n . " D i s c l a i m e r s " o n l y r e f e r t o the p u b l i c - v e r b a l sphere 
of communication, and are thus not a p p l i c a b l e at the p r i v a t e l e v e l . 
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"...What I always do i s t a l k about what 
th e y want t o take a,bout when we' re checking 
the s t u f f i n , t h e r e ' s one g i r l who's mad 
of speedway, so I go on about speedway 
a l l the t i m e . . . t h e r e ' s another one who's 
sex mad...so I go on about a l l the b i t s 
of s t u f f t h a t I've seen bending down as 
I d r i v e around the town...and the bloke 
at Robinsons, he's always moaning at 
something...I'm d i d d l i n g him l e f t r i g h t 
and c e n t e r , but I'm moaning a l l the t i m e , 
and he loves i t . . . w h e n I go, and I've 
done him f o r about Zl^..he shouts: 'Cheerio, 
Boy', and g i v e s me the thumbs-up s i g n . . . " 

Sheer p r a c t i c e breeds the development o f the c a p a c i t y t o 
respond t o a l a r m i n g s i g n s e f f e c t i v e l y w i t h the l e a s t d i s t u r b a n c e 
t o r o u t i n e . As Goffman (1971, P 287-8) comments: 

"...This can i n v o l v e more than a c a p a c i t y 
t o handle emergencies w i t h composure and 
s k i l l . Also i n v o l v e d : t h e q u i c k d i s c o u n t i n g 
of f a l s e alarms; the c a p a c i t y t o dea l 
e f f e c t i v e l y w i t h events a f t e r h aving a l l o w e d 
them t o develop a l i t t l e f u r t h e r than 
o t h e r s s a f e l y can; a nose f o r minute cues 
t h a t o t h e r s miss; l e a d i n g t o an e a r l i e r 
t han u s u a l awareness o f something b e i n g 
up, thus l e a v i n g a l o n g e r than u s u a l time 
-fc'o cope w i t h i t b e f o r e i t i s too l a t e . . " 

However, what i s c r u c i a l about p u b l i c covers i s whether 
or not t h e y are s u c c e s s f u l , r a t h e r than t h e i r p a r t i c u l a r t i m i n g . 
I w i l l f i r s t d i s c u s s s u c c e s s f u l (covered) a l i b i s , and then 
u n s u c c e s s f u l ( d i s - c o v e r e d ) ones. 

( i ) Post e r i o r G e t t i n g Caught: O r d i n a r y I d e n t i t y N e g o t i a t i o n 
"Close Ones", Account-Success and COVERY 

" . . . I n many c a s e s . . . i t can be expected 
t h a t the t e r m i n a t i o n of the dia l o g u e w i l l 
mark a s t a t e of moral p a c i f i c a t i o n o f the 
p a r t i e s i n v o l v e d , a l l o w i n g the t r o u b l e 
some ma'tter a t hand t o be dropped and 
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o t h e r business t o be att e n d e d t o . Or 
i f m i s g i v i n g s remain, 1 at l e a s t some 
s o r t of show can be s u s t a i n e d t h a t 
m a t t e r s have been put r i g h t . . . " 

(Goffman, 1971, P 151) 

Sometimes, customers seem t o t h i n k t h a t i t i s sound 
commercial l o g i c t o warn t h e i r v i s i t i n g bread salesmen about 
t h e i r d i s h o n e s t y , b ut sheer moral extravagance t o push t h i n g s 
any f u r t h e r . Questions abour the a c t o r ' s i n t e n t i o n s are i r r e l 
evant t o the smooth r u n n i n g of commerical s o c i a l c o n t r o l , and 
superceeded by c o n c e n t r a t i o n upon e n s u r i n g f u t u r e r e s t i t u t i o n . 
I t i s sometimes even conceived t o be a ma t t e r o f l i t t l e concern 
t h a t t h e los,s s u f f e r e d by t h e customer i s a r e s u l t o f d e l i b e r a t e 
s w i n d l i n g or u n i n t e n t i o n a l mistake. I n f a c t , since f u t u r e p r e 
v e n t i o n i s the c r u c i a l i s s u e , b e l i e f i n accident-proneness i s 
more l i k e l y t o lea d t o increased checking procedures i n the 
f u t u r e , than an e s t a b l i s h e d case of f i d d l i n g . A r a t h e r n i c e 
commercial i r o n y , b ut more than t h a t , a forshadowing of the 
nat u r e of commerical s o c i a l c o n t r o l which I s h a l l d i s c u s s i n 
Chapter Seven. 

Customers are u s u a l l y prepared t o a l l o i v t h e i r s u s p i c i o n s 
of m a l p r a c t i c e t o be r e f u t e d on most occasions, s p e c i f i c a l l y 
t o a l l o w the commercial r o u t i n e t o c o n t i n u e . R a r e l y , however, 
w i l l t h e y pass up the chance t o comment on t h e s i t u a t i o n , 
b e i n g u n w i l l i n g t o s a c r i f i c e the chance of o f f e r i n g moral 
s u p e r i o r i t y d i s p l a y s and l e c t u r e s upon proper commerical p r a c t i c e 

To endure r e s t i t u t i o n and continuance, " g e t t i n g caught" 
( i n e f f e c t , always g e t t i n g o f f ) , has a symbolic r i t u a l q u a l i t y . 
Offended and o f f e n d e r j o i n t l y p a r t i c i p a t e i n what Sudnow (1964, 

p 263) c a l l s ' r e c i p e r e d u c t i o n s ' . These amount t o v i c t i m - p a r t i c 
i p a t i o n i n n e g o t i a t e d p a r t i a l d e n i a l s of the 'crime' i n q u e s t i o n . 
To ensure t h a t t h i s occurs s a t i s f a c t o r i l y , the "adgenda" ( S c h e f f , 
I968 , p 13) i s p r e c i p i t o u s l y r e v e a l e d t o the v i l l a i n . Scheff ( i b i 
d e f i n e s : "the s i t u a t i o n as one of s t r i k i n g a b a r g a i n , r a t h e r 
than as a r e l e n t l e s s p u r s u i t of t h e abs o l u t e fa.cts of the mat t e r . 

I n game terms, the v e r b a l c o n t r i b u t i o n s o f the salesmen 
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s u c c e s s f u l l y t r a n s f o r m s . a pretence awareness c o n t e x t ("both 
i n t e r a c t a n t s are f u l l y aware but p r e t e n d not t o be, Glaser and 
S t r a u s s , 1964, P 1 0 ) , or a s u s p i c i o n awareness c o n t e x t ("one 
p a r t i c i p a n t suspects the t r u e i d e n t i t y of the o t h e r or the 
o t h e r ' s view of h i s own i d e n t i t y , or b o t h " , i b i d ) i n t o an 
e f f e c t i v e l y c l o s e d c o n t e x t . The game element might be s i m u l 
t a n e o u s l y seen as c l e v e r l y managed r e - c o v e r i n g moves i n . a n 
I n f o r m a t i o n Game ( w i t h o.paqueness b e i n g r e s t o r e d t o the i n t e r 
a c t i o n ) , and as a r o u t i n e l y s u c c e s s f u l c o r r e c t i v e 'face game'. 
Goffman (19555 P 9) d e f i n e s face-work as "the a c t i o n s t a k e n by 
a person t o make whatever he i s d o i n g c o n s i s t e n t w i t h f a c e " . 
Face i s ( i b i d ) : "the p o s i t i v e value a person e f f e c t i v e l y c l aims 
f o r h i m s e l f by the l i n e o t h e r s assume he has taken d u r i n g a 
p a r t i c u l a r c o n t a c t . " The r i t u a l o rder i s r e - e s t a b l i s h e d by 
n e u t r a l i s i n g such t h r e a t s t h r o u g h p a r t i c i p a t i o n i n a s e r i e s of 
r i t u a l moves. Sco t t and Lyman (1970a) have extended Goffiaeai's 
(1955) a n a l y s i s , and suggest the f o l l o w i n g t y p i c a l moves. 
F i r s t l y , I n i t i a t i o n ("an occurence t h a t openly damages the i d e n t i t y 
of one of the persons", i b i d ) , secondly, the Challenge, "which 
c a l l s a t t e n t i o n t o the o f f e n s i v e deed, d e s i g n a t e s the person 
r e s p o n s i b l e , and c a l l s f o r an admission of r e s p o n s i b i l i t y or a 
statement or deed o f e x c u l p a t i o n . " F i n a l l y , t h e r e i s the Response, 
which i s a statement t y p i c a l l y s e l e c t e d from e i t h e r the o f f e n s i v e 
or t h e d e f e n s i v e range o f the self-maintenance t e r m i n o l o g y o u t l i n e d 
i n Diagram 18. 

A l t h o u g h t h e n a t u r e o f the I n i t i a t i o n move v a r i e s s i t u a t -
i o n a l l y , i n i t i a t i o n i n d i c a t e s a breakdown i n p r a c t i c a l cover 
arrangements, and not a change i n the t e c h n i q u e s of f i d d l i n g . 
For some u n s p e c i f i a b l e reason, the performance begins t o t h i n , 
and the customer begins t o p e r c e i v e d i s c r e p a n c i e s between the 
impressions t h a t t h e salesman 'gives' and those he ' g i v e s - o f f , 
(Goffman, 1959, P 1 4 ) . As Matza p u t s i t , (l-Iatza, 1969, P 152) 
t h i s opens: "the i n t r i c a t e and s e n s i t i v e network of g e s t u r a l 
c l u e s , s h i f t i n g eyes, t e l l - t a l e e x p r e s s i o n , nervous avoidance, 
assiduous i n t e r e s t , i n f o r m a t i o n a l s l i p s , and e v e r y t h i n g e l s e 
t h a t composes the s e n s i b i l i t y o f s u s p i c i o n . " 
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There are two b a s i c modes of p r e s e n t i n g warnings t o sales
men. By pr e t e n c e , and by s u s p i c i o n . Both serve t o " a n e s t h e t i z e " 
deviance, t h a t iMcHugh (1970, p I 6 9 ) claims i s t o a c t : "as i f 
h i s knowledge were o n l y by f a m i l i a r i t y . I t i s a device made 
a v a i l a b l e by the t h e o r e t i c o r g a n i s a t i o n of t h e m a t e r i a l s o f 
deviance themselves. He can act dumb." 

S u f f i c i e n t pretence i s c o n t a i n e d w i t h i n t h e Vague Accus
a t i o n , whereby face-encounters are i n i t i a t e d by n o t i f y i n g 
acknowledgement of a m o r a l l y d i s t u r b i n g event as j u s t i f i c a t i o n 
f o r a t t a c k , but w i t h d r a w a l j u s t p r i o r t o the ch a l l e n g e proper. 
The s t u d i e d non-observance o f r i t u a l f r a c t u r e i s b l a t a n t l y 
obvious. The f i r s t t y p e of vague Accusation i s what Goffman 
(1963, p IO4) c a l l s the ' c a u t i o n a r y t a l e ' . He c o n t i n u e s : 

"...This c o n s i d e r a t i o n w i l l p a r t l y o v e r 
l a p w i t h f o l k wisdon; c a u t i o n a r y t a l e s 
c o n c e r n i n g the c o n t i n g e n c i e s of p a s s i n g 
form p a r t of the m o r a l i t y which we employ 
t o keep people i n t h e i r p l a c e s . . . " 

The ' c a u t i o n a r y t a l e ' i s a s p e c i f i c form of exemplary mor 
t a l e ( w h i c h are " p r o v i d e d by. b i o g r a p h i c a l and a u t o b i o g r a p h i c a l 
form i l l u s t r a t i n g a d e s i r a b l e code of conduct f o r the s t i g m a t i s e 
i b i d , p 37) which the t e l l e r imagines w i l l p revent the miscreant 
from so-behaving i n t h e f u t u r e . R e g r e t t a b l y , salesmen accept 
the t a l e as p e r s o n a l v e r i f i c a t i o n t h a t the customer t e l l i n g the 
t a l e has been (and t h u s may be i n the f u t u r e ) s u c c e s s f u l l y 
f i d d l e d . I once had a c o n v e r a s t i o n w i t h a customer who not o n l y 
'cautioned' me, but a l s o managed t o t e l l me t h a t she would n o t , 
a f t e r a l l , be able t o c a t c h me i f t h e c a u t i o n f a i l e d . She s a i d : 

"...My b i l l s seem t o be g e t t i n g b i g g e r 
nowadays...about £12, i n s t e a d o f what they 
used t o be..about £9 or £10, you're not 
adding a. b i t on, are you?. . I don't know 
I never check i t . . . I hope you're d o i n g i t 
p r o p e r l y , I don't know what a l l the p r i c e s 
are nowadays..." 

One o f the salesmen e x p l a i n e d how p o i n t l e s s i t was f o r 
customers t o i n d u l g e i n t h i s s o r t of p u r g i n g o f t h e i r w o r r i e s : 
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"...Take the manager of Johnsons, the 
f i r s t time he came, he s a i d : 'You've got 
t o watch a l l bakers, and cake d e l i v e r e r s , 
because t h e y ' r e the b i g g e s t t w i s t i n g 
b l e e d e r s under the sun'. 1 . . .which i s s t u p i d 
r e a l l y because he's the greenest o f any of 
them...they're always the. e a s i e s t , the 
ones who say t h a t s o r t c f t h i n g . . . t h e y ' r e 
saps, because they can't be bothered t o 
check you...they t h i n k t h a t ' s enough, 
j u s t t o warn you..." 

Another form of the Vague A c c u s a t i o n i s the 'warning s t o r y ' . 
Here, t h e customer s i m i l a r l y i n d i c a t e s t h a t she i s not go i n g 
t o pursue the m a t t e r t o the c o u r t s , but w h i l s t she i n d i c a t e s 
t h a t she i s aware of q u i t e what has happened, she i s prepared 
t o act as i s a mistake has occ u r r e d . Goffman (1959 , P 227) 

r e f e r s t o t h i s t a c t i c as an audience ' h i n t ' : " i t i s through 
h i n t s t h a t the audience can warn the pe r f o r m e r t h a t h i o show 
i n u n a c ceptable, and t h a t he had b e t t e r modify i t q u i c k l y i f 
the s i t u a t i o n i s t o be saved." Cameron ( 1 9 6 4 , P 16-7) p r o v i d e s 
some good examples of the same t a c t i c , but i n a c o n t e x t , from 
shop-owner t o customer, wherein i t i s g e n e r a l l y s u c c e s s f u l : 

"...Independant merchants e m p i r i c a l l y develop 
t h e i r own methods of d e a l i n g w i t h s h o p l i f t e r s . 
One g r o c e r s a i d t h a t vihen he sees an a d u l t 
l f i t i n g something, he adds $5 "to t h e b i l l . 
When the T h i e f asks: 'What i s t h i s ? 1 , the 
g r o c e r answers s i g n i f i c a n t l y , 'You know 1... 
most independant merchants seem t o b e l i e v e 
t h a t a f t e r h a v i n g once t a c t f u l l y l e t a t h i e f 
know t h a t he has been ' s p o t t e d ' , he w i l l never 
r e t u r n t o the s t o r e . . . " ( a ) 

N o t i f i c a t i o n of s u s p i c i o n i s the second gener a l way o f 
g e t t i n g a p a r t i c u l a r p o i n t across t o the roundsman w i t h o u t i n v o l -

( a ) The Warning S t o r y i s c l a s s i c a l l y used by those w i t h i d e n t i t y and 
r o l e - s t r a i n problems. Peer group members a d d i t i o n a l l y saddled 
w i t h c o n t r o l l i n g d u t i e s r e s o r t t o such l i n e s as a means of 
s a t i s f y i n g such d i f f i c u l t i e s . For example, the Night Manager at 
Wellbreads t o l d me: "He's one bloke t h a t I t r u s t . . y o u know why? 
I caught him n i c k i n g something b e f o r e , t h a t ' s why! He won't do 
i t a g ain when I'm around, he knows I'm wat c h i n g h i m . . . ( l a t e r ) 
I know he won*t take a n y t h i n g , he knows I saw him go i n t h e r e 
(cake s t o r e ) t h a t ' s why, and I caught him at i t b e f o r e . . " . 
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v i n g o n e s e l f i n irksome moral combat. The i n e v i t a b l e 'scene' 
(Goffman, 1959, p 205) which would f o l l o w the a l t e r n a t i v e 
' o u t r i g h t a c c u s a t i o n ' would be d i f f i c u l t t o j u s t i f y c o mmercially. 
The c h a l l e n g e may be, f i r s t l y , the Hidden A c c u s a t i o n . Here, 
apprehensiveness r e p l a c e s apprehension i n a v e r y s u b t l e way. 
Moral opprobrium can be s a t i s f a c t o r i l y conveyed, and ye t the 
i n f e r r e d g u i l t i s u n c h a l l e n g a b l e w i t h o u t p u b l i c a l l y acknow
l e d g i n g the a c c u s a t i o n . To do the l a t t e r i s t o admit the g u i l t 
on the b a s i s t h a t o n l y the g u i l t y would be s u f f i c i e n t l y s e n s i t i v e 
t o n o t i c e the a c c u s a t i o n . Cameron (1964? P 16) suggests t h a t 
i n some cases: 

"... t h e s t o r e manager never a r r e s t s a 
s h o p l i f t e r , s a l e s c l e r k s are ( i n s t e a d ) 
i n s t r u c t e d t o "b r e a t h down the neck" of 
anyone suspected of s t e a l i n g . A suspected 
t h i e f i s watched so c a r e f u l l y - even 
o b v i o u s l y - t h a t he goes away..." 

One of the Wellbreads salesmen commented of one of h i s c a l l 
"Well, t h e r e ' s one of my shops, he's never a c t u a l l y accused me 
of f i d d l i n g him...but he makes sure t h a t he checks i t when I'm 
l o o k i n g . " The same man s a i d o f the bakery despatch manager: 

"...whenever I come i n i n the morning, my 
rack i s stood by i t s e l f . . . w h e n I go t o check 
i t o f f , he says t o me:•'No need t o check 
t h a t , I've a l r e a d y done i t ' . . . w e l l , as i t 
happened, on one of the t r a y s , two l a r g e 
browns were spaced out funny, and sure 
enough, I was a couple s h o r t , when I t o l d 
him, d'you know what he s a i d ? . . . 1 F u c k i n g 
m a r v e l l o u s , as soon as you come back from 
h o l i d a y , bread goes m i s s i n g 1 . . . " 

An i n t e r p r e t a t i v e e r r o r by customers ( r a t h e r t han a moral 
d e c i s i o n ) produces the f i n a l type o f warning p r e s e n t a t i o n mode: 
the Hasty A c c u s a t i o n . I n t h i s case, customers a c t u a l l y bent upon 
entrapment have not w a i t e d f o r the accumulation of s u f f i c i e n t 
p r o o f . A customer once s a i d t o me: "You're not c h e a t i n g me l i k e 
the o t h e r one d i d , arc you?" thus a l l o w i n g me bo t h an easy d e n i a l 
and an i n s i g h t i n t o the customer's ignorance. A mere experienced 
salesman recounted the f o l l o w i n g case: 
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" . . . I ' v e been caught, yea,....but the 
manager c o u l d n ' t prove anything..mind you, 
he checked t h e bread f o r moiiths a f t e r t h a t 
s e e . . . I had the wharehouseman's s l i p signed 
so he wo u l d n ' t prove a t h i n g . . . s i l l y f u c k e r ! 
the wharehouserjan signs i t each morning, 
but he never checks i t . . . h e j u s t counts 
the t r a y s ( t h u s l e a v i n g open the f i d d l e -
p o s s i b i l i t y o f r e d u c i n g the number o f 
loaves on each tra.y)««»I ask you! what 
f u c k i n g use i s t h a t ? . . . . count the t r a y s ! 
I don't know!.." 

Responses t o such c h a l l e n g e s ( f o l l o w i n g the l o g i c a l stages 
of t h e game metaphor) are r a r e l y o f f e n s i v e as t h i s might p r e 
c i p i t a t e a moral r e a c t i o n from a customer h i t h e r t o prepared 
t o f o r g e t the issue a l t o g e t h e r . Sometimes, the m o r a l l y o f f e n d e d 
can be persuaded t o r e c o n s i d e r t h e a c c u s a t i o n , and t a c t i c a l 
r i g h t e o u s i n d i g n a t i o n i s deployed when s u s p i c i o n needs c o o l i n g . 
I f s t e a l i n g has become an issue at the depot, then ( s i n c e 
f u t u r e p r a c t i c a l and s o c i a l r e l a t i o n s depend upon i t ) e f f o r t s 
w i l l be made t o get the accuser t o r e t r a c t the a c c u s a t i o n . 
For example, a l t h o u g h the Despatch manager p r i v a t e l y t o l d me 
t h a t : "You've got t o have 100 percent p r o o f , i t ' s a man's 
c h a r a c t e r you're t a l k i n g about, you've got t o be sure", one 
of h i s salesmen commented, of a separate occasion when t h i s 
n i c e r u l e had a p p a r e n t l y been waived: 

"..He'd b e t t e r stop making a c c u s a t i o n s 
l i k e t h a t , o r I ' l l get a s o l i c i t o r ' s 
l e t t e r . . . l i k e I had t o when he s t a r t e d 
s a ying t h i n g s l i k e t h a t b e f o r e . . . " 

Away from t h e bakery, r i g h t e o u s o f f e n s i v e d e n i a l s are 
o n l y used on those occasions when i t i s considered t h a t the 
o n l y way t o stop a c c u s a t i o n s i n t e r f e r i n g w i t h everyday business 
i s t o t h r e a t e n c o u n t e r - s u i t , or t o b l u n t l y s t r e s s the u n f a c t u a l 
n a t u r e of the a c c u s a t i o n . The l a t t e r i s a p o s s i b l e ' l e v e l f o r the 
argument as the a c c u s a t i o n may d i s r u p t the d r a m a t i c , but not the 
r e a l r e a l i t y . Two salesmen r e p o r t e d such outcomes: 

"...He (shopkeeper) s a i d t h a t he'd r e p o r t 
me, so I j u s t s a i d : 'Oh w e l l , please your 
f u c k i n g s e l f ' . . . a n d drove o f f . I was f e d up 
w i t h him s a y i n g t h i n g s . . . . " 
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" . . ( a f t e r argument w i t h customer about 
the b i l l ) so I s a i d : 'are you accusing 
me of f i d d l i n g , then?' and he s a i d : 'Yes' 
...what the h e l l c o u l d I do?...I j u s t 
l e f t . . . h e s a i d he was g o i n g t o r i n g the 
bakery, but he never d i d . . . " 

The most u s e f u l o f f e n s i v e t a c k i s t o " i g n o r e " the a c c u s a t i o n , 
and, i n e f f e c t , deny the i n j u r y . T y p i c a l l y , t h i s takes t h e form 
of a ̂ r a t e g i c ' f i g h t - b a c k ' . One salesman cl a i m e d : 

" . . . ( a f t e r r e l i e f had been on) the manager 
s a i d : ' w e l l , he never put 60 i n t h e r e , you 
can't get 60 on t h a t s h e l f ' . . . w e l l , I c o u l d 
drop A l f ( t h e r e l i e f ) i n the c a r t , so I 
s a i d t o the manager of the shop: 'Clear 
t h a t s h e l f and I ' l l show you how t o get 
60 on t h e r e ' . . . I managed t o get 60 on, 
but he s t i l l d i d n ' t b e l i e v e me, he s a i d : 
' I t wasn't as f u l l as t h a t ' . . . I t o l d A l f 
so t l u i t when he goes ag a i n , he can put 

_ 60 on... i f lie c a n ' t , then we'11 "have t o 
make another excuse, h e ' l l have t o say: 
'I'm s o r r y , I read the wrong note, i t was 
50 not 6J' ..." 

More r e g u l a r l y , however, on such occasions, the o f f e n d e r 
agrees w i t h h i s moral l a b e l i n t h e encounter, and i n s t e a d 
a t t e m p t s a form o f face-work. Rare, but j u s t p o s s i b l e , i s 
avoidance face-work, wherein c o n t a c t w i t h t h e uerson t h r e a t e n i n g 
one's face i s reduced. For example, one man claimed: 

"...whenever he ( f i d d l e d Army sargeant) 
sent f o r me, I used t o s t a r t t o sweat 
around the c o l l a r , one o f t h e c o r p o r a l s 
used t o say t o me: 'Hang on a mnnute, the 
Sarg. wants a word w i t h y o u ' . . . I used t o 
sweat, and say: 'Some o t h e r t i m e , I'm i n 
a h u r r y t h i s morning'..." 

But i n these ; s i t u a t i o n s , a l t h o u g h anger may c o o l , the s i t u a t i o n 
hss t o be faced e v e n t u a l l y , when c o r r e c t i v e face-work w i l l be 

• 

needed. Defensive work here c e n t e r s upon " d e f e a t s " . The f l a t 
d e n i a l i s m o r a l l y c a r e l e s s and might anger the offe n d e d , and 
admission i s w h o l l y unnecessary. The nature of the d e f e a t i s 
conceived by salesmen t o be j u s t ' t a l k ' . . T h is c o n c e p t i o n i s 
shared by S c o t t and Lyman ( 1969 , p 24) who s t a t e : 
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"...Our concern here i s w i t h one f e a t u r e 
of t a l k : i t s a b i l i t y t o shore up the 
f r a c t u r e d t i m b e r s of s o c i a t i o n , i t s 
a b i l i t y t o throw b r i d g e s between the 
promised and t h e performed, i t s a b i l i t y 
t o r e p a i r the broken and r e s t o r e the 
estr a n g e d . . . " 

As Goffman ( l 9 7 1 > P 283) suggests, t a l k serves t o s t i t c h 
up the t e a r s i n the moral o r d e r s h e e r l y by i t s s t r u c t u r a l 
c o m p o s i t i o n . T a l k p r e v e n t s the f r e e - r u n n i n g of alarm, and s t a l l s 
t h e m o b i l i s a t i o n of customer a n x i e t y . Goffman c o n t i n u e s : 

"...For the i n d i v i d u a l ( c u s t o m e r ) , then 
normal appearances mean t h a t i t i s safe 
and sound t o c o n t i n u e on w i t h the a c t i v i t y 
a t hand w i t h o n l y p e r i p h e r a l a t t e n t i o n 
g i v e n t o chec k i n g on the s t a b i l i t y of the 
environment... business i s handled as a 
s i d e - i n v o l v e m e n t . . . " 

I t becomes c l e a r t o the c y n i c a l roundsman t h a t the a c t u a l 
c o n t e n t of ' t a l k ' i s n ' t too i m p o r t a n t . With alarmed customers 
I was t o l d by o t h e r roundsmen t o "pretend t o l o o k s u r p r i s e d " , 
o r , "have a ready-made excuse". To c o n f r o n t a c c u s a t i o n s of 
f i d d l i n g , I was t o l d : 

"...As l o n g as you keep t a l k i n g t o them, 
t h e y ' l l take a n y t h i n g . . . j u s t keep t a l k i n g 
t h a t ' s a l l , g i v e 'em any excuse, and t h e y ' l l 
b e l i e v e i t . . t h e y ' 1 1 b e l i e v e a n y t h i n g . . . " 

" . . . I f t h e y c a t c h you, j u s t l ook at your 
book, and come back and say: 'Yes, you're 
r i g h t ' and t a l k your way round i t , say: 
'•My pen must have s l i p p e d ' .. a n y t h i n g , 
make i t up as you go a l o n g . . . " 

"...Go away and l o o k at the book, and come 
bakk and say: 'Yes, you're r i g h t ' . . . t h e 
p u b l i c i s so bloody dense, t h e y ' l l b e l i e v e 
a n y t h i n g " 

Successful t a l k renders the i n d i g n a n t unconscious o f any 
i n f r i n g e m e n t . Based upon v e r b a l d e x t e r i t y , and presence of mind, 
the acute salesman i s able t o suggest t h a t , w i t h Goffman ( l971> 

P 3 0 9 ) : " a l t h o u g h t h i n g s l o o k s t r a n g e , • t h e y are r e a l l y e x p l i c a b l e 
and f u r t h e r m o r e , e x p l i c a b l e i n a way t h a t w i l l remove cause f o r 
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concern." T a l k t h a t a l l o w s a p o t e n t i a l l y d i s t u r b i n g event t o be 
a s s i m i l a t e d , i n t o t h e normal sphere i s t h u s , on the same terms, 
( i b i d , p 142-3) 'good 1: 

"...When an i n d i v i d u a l speaks of a good 
account f o r an a c t , t hey seem t o mean an 
account t h a t succeeds i n r e s t r u c t u r i n g 
the i n i i t i a l response o f the offended and 
a p p r e c i a b l e r e d u c i n g the f a u l t o f the 
actor...A 'bad' account i s one t h a t 
f a i l s t o p e r f o r m t h i s s e r v i c e . . . t r u e 
accounts are o f t e n good, but f a l s e 
accounts are sometimes b e t t e r . . . " 

Much l e s s f r e q u e n t l y , p s y c h o l o g i c a l d e f e a t s o f i m p u t a b i l i t y 
are employed. By f i a t , t h e t r a i n e e salesman has a s p e c i a l excuse 
by v i r t u e o f h i s temporary r o l e (see Chapter Two), and more accom
p l i s h e d members o f the work f o r c e o c c a s i o n a l l y plead v a r i a t i o n s 

( a ) 
on the ' I d i n 1 t know what came over me' theme. One man 
r e p o r t e d l y had s t r a t e g i c a l l y p e r i o d i c bouts o f ' f l u . He t o l d me: 
"When she (customer) asked me about i t , I t o l d her t h a t I ' d 
had ' f l u a l l the p r e v i o u s week, and I pretended t h a t I d i d n ' t 
know what I was d o i n g . " 

The v e r y n a t u r e o f p o s i t i n g a d e f e a t , o f course, assumes 
t h a t f i n a n c i a l r e s t i t u t i o n w i l l be a u t o m a t i c a l l y made. Only 
customers, salesmen f e e l , are prepared t o f i g h t over the odd 
packet of b i s c u i s s , and most of the ma1-give the customer the 
b e n e f i t of any a v a i l a b l e doubt on t h e b a s i s t h a t any s h o r t f a l l 
on t h e i r s a l e s accounts can be balanced elsewhere, or at the 
same c a l l upon f u t u r e days. 

What counts p r a c t i c a l l y , t h e n , i s not SQ much the nature 
o f the account o f f e r e d t o customers, but i t s e f f e c t . D i s t i n c t i o n s 
may e x i s t between m a l i g n and benign mistakes, but f o r p r a c t i c a l 
purposes, one o n l y has t o e s t a b l i s h t h a t a mistake has been made. 
I have d e a l t w i t h the s u c c e s s f u l d e f l e c t i o n o f blame. What happens 
when d e f l e c t i o n a t t e m p t s f a i l ? 

( a ) Cf. CASE 23 ( 1 7 . 1 0 . 7 3 ) . A man c l e a r e d of s t e a l i n g funds and f a l 
s i f y i n g o f f i c i a l e n t r i e s claimed t h a t he had 'no r e c o l l e c t i o n ' of 
what had happened t o the money, a l t h o u g h he a d m i t t e d p u t t i n g i t i n 
h i s pocket. T h i s defence can not o n l y excuse the a c t ; but a l s o , 
or so i t would seem, i t may j u s t i f y i t - . 
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( i i ) P o s t e r i o r G e t t i n g Caught Out. E x t r a - O r d i n a r y 
I d e n t i t y S a c r i f i c e : "Slip-Ups", A c c o u n t - F a i l u r e 
and DI3-C0VERY 

"...The excuse of a c c i d e n t i s acceptable 
p r e c i s e l y because of the i r r e g u l a r i t y and 
in f r e q u e n c e y of a c c i d e n t s o c c u r i n g t o any 
s i n g l e a c t o r . . . " 

( S c o t t and Lyman, 1968? p 26) 

"...circumstances can, o f course, a r i s e when 
a v i r t u a l o f f e n d e r h a v i n g j u s t p r o v i d e d a 
remedy and j u s t r e c e i v e d a r e l i e f , happens 
then t o immediately c r e a t e again the same 
o f f e n c e i n v o l v i n g the same v i c t i m - And 
t h i s may occur a t h i r d t i m e , and i n some 
s p e c i a l cases, a f o r t h . I t i s th e n t h a t 
the p a i r w i l l f i n d t h a t no r i t u a l work i s 
r e a d i l y a v a i l a b l e t o dea l accomodatively 
and r o u t i n e l y w i t h what i s happening..." 

(Goffman, 1971, P 201) 

The f o l k - f e a r o f the f i d d l e r i s t h a t d e s i g n or accide n t 
w i l l c o r r e l a t e a s u f f i c i e n t number of s u s p i c i o n s , t h e r e b y 
t r a n s l a t i n g t h e o r e t i c a l d i s h o n e s t y i n t o e m p i r i c a l g u i l t . Cross 
checking i s not r o u t i n e l y done by any member o f the f i d d l e r ' s 
u n i v e r s e , and those w i t h i n h i s c o n t r o l who attem p t i t may be 
prevented from t a k i n g a c t i o n on the grounds o f i n f o r m a t i o n thus 
c o l l e c t e d . The f i d d l e r ' s moral w o r l d i s th u s p r e d i c a t e d upon the 
t h e o r e t i c a l l y f r a g i l e ( a l b e i t e m p i r i c a l l y tough) assumption t h a t 
o t h e r s w i l l o n l y have "small i n f o r m a t i o n " (Goffman, 1974> P 443) 
about h i s a c t i v i t i e s . T h i s u s u a l l y , but not always occurs. 
When an o r i g i n a l l y minded o f f i c e c l e r k a t V/ellbreads decided 
t o cross-check bread despatched .to salesmen w i t h t h a t i n v o i c e d 
f o r each j o u r n e y , t h e salesmen got t o g e t h e r and complained t o 
the management who prevented the woman i n q u e s t i o n from c o m p l e t i n g 
, • • • + - U ) her i n v e s t i g a t i o n s . 

( a ) Of course, t h i s i s not t o say t h a t management do not cross-check 
"t" f l m m n ' C " P T %->•-) n/ - 1")*" 1! n ^ n n m v l - n *i M T Vi A n M T n - i - >-• /•> <-i + f< ' P I T f M r / J f r~- " i - C 

a salesman has conic s h o r t s e v e r a l weeks i n succession, thus 
r e n d e r i n g h i m s e l f e l i g i b l e f o r s u s p i c i o n . 
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The r e l e v a n t e m p i r i c a l c o n d i t i o n s f o r concrete and unneg-
o t i a b l e d i s c o v e r y are thus e i t h e r the L o n g i t u d i n a l or the L a t e r a l 
check. The L o n g i t u d i n a l check i s s u c c e s s f u l i f the customer has 
c o l l a t e d and summated an i n o r d i n a t e mumber of mischievous mistake 
a l i s t o f which he can face the roundsman w i t h . The customer's 
" l i s t on the l a r d e r w a l l " ( c f Bigus, 1912, p 142, quoted on page 
400, supra) t e r r i f i e s Wellbreads r e t a i l salesmsn. One of them 
t o l d me: 

"...Watch out f o r her, t h e o t h e r day, 
I wasn't f i d d l i n g l u c k i l y , but I looke d 
i n t o the l a r d e r , and she had a l l the 
p r i c e s c h a l k ed up on the w a l l . . . " 

S i m i l a r l y , a customer once t o l d me: " I always w r i t e dovm 
what I have on t h e f r i d g e door so t h a t I don't get cheated..when 
the o t h e r baker used t o add i t up, i t always used t o come t o more 
than I made i t , I t h i n k he used t o add i t on." Wholesale men', on 
the o t h e r hand, face the p o s s i b i l i t y t h a t t hey are b e i n g c r o s s 
checked over l o n g p e r i o d s w i t h o u t t h e i r knowledge. R e g r e t t a b l e , 
salesmen always have t o take the customer's n a i v e t e and s t u p i d i t y 
on t r u s t : 

" . . . I ' v e been caught o u t , and have had t o 
pay them b a c k . . . I mean caught p r o p e r l y , 
over a p e r i o d of t i m e , t h a t ' s what you've 
got t o watch f o r , when t h e y t r y and c a t c h 
you over a p e r i o d of t i m e . . . o t h e r w i s e , 
you can j u s t say i t was a m i s t a k e . . . " 

Customers can a l s o u n w i t t i n g l y get t o g e t h e r and happen t o 
e n t r a p the salesmen t h r o u g h the L a t e r a l check. One man expressed 
t h i s as the " c o f f e e morning f e a r " : he was c o n s t a n t l y w o r r i e d t h a t 
a l l h i s customers might meet over c o f f e e and a c c i d e n t a l l y r e v e a l 
t o one another t h a t t h e i r baker was c h a r g i n g them a l l d i f f e r e n t 
p r i c e s l Wholesale men might s u f f e r from haphazard canvassing: 

(Sales manager) went t o one 
of my c a l l s l a s t week, t o see i f e v e r y t h i n g 
was a l r i g h t . . . . and the f u c k e r t o l d him t h a t 
he had £42 w o r t h of s t u f f every week from me, 
w e l l , he came back and saw t h a t I o n l y booked 
him f o r about £20.,,he t o l d ( s u p e r v i s o r ) 
t h a t "something funny was g o i n g o n " . . . p r a t l . . " 
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There i s thus a pragmatic as w e l l as a d r a m a t u r g i c a l reason 
f o r the proper s c h e d u l i n g o f sales-performances, and f o r t h e 
maintenance o f audience s e g r e g a t i o n . I t i s not j u s t t h a t (as 
a l l performances do) t h e s a l e s - p e r f o r n a n c e c o n t a i n s what Goffman 
(1929, p 143) c a l l s " l a t e n t s e c r e t s " ( i . e . , " f a c t s about almost 
every performance which are i n c o m p a t i b l e w i t h the impre s s i o n 
f o s t e r e d by the performance but which have not been c o l l e c t e d 
and o r g a n i s e d i n t o a usable form by anyone") but r a t h e r t h a t 
the audience or customers i s s t r u c t u r a l l y "weal:". This means 
( i b i d , p I 6 4 ) a type of audience whose members are not i n f a c e -
t o - f a c e c o n t a c t w i t h one another d u r i n g the performance, but 
who l a t e r come t o g e t h e r t o pool t h e i r c r i t i s i s m s of i t . The 
p o s s i b i l i t y o f e x t e r n a l c o l l u s i o n of v i c t i m s i s , as I s h a l l 
d i s c u s s i n Chapter Seven, one o f the few ways of c a t c h i n g occup
a t i o n a l c r i m i n a l s . 

So, a d i s c o v e r e d r e g u l a r i t y of empirica.l events can 
p u r p o s e f u l l y or a c c i d e n t a l l y s y m b o l i c a l l y r e v e r s e r o l e s i n the 
sales encounter. The s u c c e s s f u l game u n c o v e r i n g moves t e m p o r a r i l y 
open the awareness c o n t e x t c h a r a c t e r i s i n g t h e r e l a t i o n s h i p . The 
success of the a c c u s a t i o n t r a n s f o r m s the game i n t o what S c o t t and 
Lyman c h a r a c t e r i s e as a 'negative r e l a t i o n s h i p game 1, which they 
(1970, p 48-9) d e f i n e as: 

"..A b e t r a y a l of t r u s t i n d i c a t e s t o 
the b e t r a y e d p a r t y t h a t fundamental 
and i n t r i n s i c elements of the i n t i m a t e 
r e l a t i o n s h i p no l o n g e r occupy t h e i r 
q u a s i - s a c r e d p l a c e , and t h a t any 
fut-ure a c t i v i t i e s w i t h the b e t r a y e r 
ought t o be governed w i t h a t - l e a s t 
t h a t degree of f o r m a l i t y accorded t o 
a s t r a n g e r . . . " 

P e c u l i a r l y , o f f e n s i v e r e p l i e s are p o s s i b l e t o s o l i d a c c u s a t i o n s 
of t h i s n a t u r e . For i n s t a n c e , t h e c l a s s i c a l ' - o i l f e r e r s ' plea' 

( a) 
might be o f f e r e d . A p i l f e r e r s ' p l e a c o n t a i n s hidden "weasel words" 

( a ) Cunning words i n s e r t e d i n a d v e r t i s i n g copy t o evade the l e t t e r b ut 
not the s p i r . i t o f the lav; (see, Gould, 1975). Knowledge of these 
words would be " t r a d e 1 knowledge as d e f i n e d i n Chapter Three. 
Another c o u r t case (CAS3 15 : 17«7«72) has i t t h a t a garage employee 
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which sound innocuous enough, but do, i n f a c t , l e g a l l y p r o t e c t 
the p i l f e r e r . For example, at Wellbreads, one c o u l d p l e a d : " I 
asked the despatch man whether he wanted the bread, and he 
r e p l i e d : 'You can have the whole bloody l o t as f a r as I'm con
cerned, mate'". The joke answer i s set-up, and subsequently 
used. I n a r e c e n t c o u r t case (CASE 48: 9»1««74) 120 policemen, 
who one might expect t o have a sound knowledge of such v e r b a l 
shenanigans, s t r i p p e d a l o r r y of i t s l o a d 01 5 ton s of g r o c e r i e s 
a f t e r i t had o v e r - t u r n e d on the M5 motorway. 'To a man, t h e y 
claimed t h a t the d r i v e r had s a i d : 'Help yourselves' 1. 

More l i k e l y from the salesmen are v a r i e t i e s of m i t i g a t e d 
and f u l l d e f e n s i v e admission, s i n c e d e n i a l would be somewhat 
i m p r a c t i c a l and p o s s i b l e i n f l a m m a t o r y under the circumstances. 
One w h o l e s a l e r r e p o r t e d : 

" . . . I got caught proper soon a f t e r I s t a r t e d , 
I had t o c a r r y on where the o t h e r bloke l e f t 
o f f , or i t would have looked b a d . . . i t was a 
b i t embarrassing g o i n g back t h e r e at f i r s t , 
but she j u s t seemed t o t h i n k of i t as amusing, 
she seemed t o t r e a t i t as a v i c t o r y . . . h e had 
t o l d me t o take some o l d loaves o u t , and put 

. them on t o p and book them, but she'd marked 
them a l l , put l i t t l e crosses on them'. . . . I 
j u s t had t o admit i t , t h e r e wasn't a n y t h i n g 
e l s e I c o u l d say..." 

On occasions such ss t h i s , l i t t l e more than mere r e s t i t u t i o n 
( e x a c t compensation f o r t h e amount l o s t ) i s necessary. However, 
i f w i l y customers are prepared t o r e t a l i a t e i n k i n d , t hey can 
c l a i m t h a t much more was l o s t t han t h e i r one act of checking 
can demonstrate. I n these cases, t h e salesman has t o b r i b e the 
customer t o keep q u i e t . One of the s e r i o r s u p e r v i s o r s i s p a r t i c 
u l a r l y adept as a r r i v i n g at an agreeable s e t t l e m e n t , and i s used 
i n f o r m a l l y by the more s o p h i s t i c a t e d salesmen s p e c i f i c a l l y f o r t h a t 
purpose. One w h o l e s a l e r t o l d me t h a t a f e l l o w salesman: "got caught 
h e a v i l y t h e o t h e r day, he phoned ( t h e s e n i o r s u p e r v i s o r ) 
up, and the manager never got t o know about i t . . . a n d the s u p e r v i s o r 

(Contd) charged w i t h s t e a l i n g a t o o l b o x ( a promo L i o n a l g i f t ) success 
f u l l y c laimed t h a t a m o t o r i s t had gained e n t i t l e m e n t t o i t , but 
had not taken i t . 



421. 

went down and s o r t e d i t o u t . " 

A l t h o u g h i t i s e x t r e m e l y u n l i k e l y t h a t an a g g r i e v e d cus
tomer w i l l a c t u a l l y take a salesman t o c o u r t ( f o r reasons t h a t 
I s h a l l d e t a i l i n Chapter Seven), t h e salesman faces the embarr
a s s i n g n e c e s s t t y of h a v i n g t o r e t u r n t o the scene of the p r e v i o u s 
entrapment every day. L u c k i l y , the commercial n e c e s s i t y of 
r o u t i n e face re-engagement absorbs r e s i d u a l i n d i g n a t i o n and 
guarantees e v e n t u a l r e t u r n t o normalcy, a l b e i t t o a re-n.ormalised 
s e t t i n g . As Gross and Stone (1970, p 175) suggest: "enbarrassment 
occurs whenever some c e n t r a l assumption i n a t r a n s a c t i o n has 
been unexpectedly and u n q u a l i f i e d l y d i s c r e d i t e d " . But a l t h o u g h 
the exposure of one p a r t i c i p a n t as h a v i n g unacceptable moral 
q u a l i t i e s i s p o t e n t i a l l y s h a t t e r i n g , even the wounded p a r t y 
f e e l s a s t r u c t u r a l sympathy ( f c r h a v i n g brought m i s f o r t u n e on 
a n o t h e r ) and a n e c e s s i t y t o deny h i s own i m p l i c a t i o n ( m a i n t a i n i n g 
the embarrassment s i m i l a r l y s u s t a i n s the f a c t t h a t he i s , or 
was, a f o o l ) which s a t i s f a c t o r i l y n o r m a l i s e s the s e t t i n g . The 
r e s i d u a l knowledge, however, always e x i s t s . As Goffman (1956b, 
p 104) p u t s i t : "The i n d i v i d u a l i s l i k e l y t o know t h a t c e r t a i n 
s p e c i a l s i t u a t i o n s always make him "uncomfortable and t h a t he has 
c e r t a i n ' f a u l t y ' r e l a t i o n s h i p s which always cause him uneasiness." 
The salesman's round i s e x a c t l y t h i s . There are always a few 
awkward c a l l s which are served awkwardly, f o r m a l l y , s t i l t i n g l y , 
and h a l t i n g l y . One man claimed, f o r i n s t a n c e , o f one c a l l : " i t ' s 
embarrassing s e r v i n g him now, but he never seems t o n o t i c e , " 
n o t i c i n g t h a t the e f f e c t o f embarrassment can persevere l o n g a f t e r 
the embarrassment i t s e l f has c o o l e d . 

Thus, p u b l i c l i f e can be adequately managed .by the work 
s e l f , the p a r t - t i m e s e l f , of the f i d d l e r . Sven p r o v a b l y occasions 
o f t h e f t do not a l l o w apprehension t o spread embarrassment i n t o 
the i n n e r , b a s i c l a y e r s of the s e l f . But i s self-maintenance 
p r i v a t e l y manageable? 
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ALIASES: PRIVATE COVERS-FOR-SELF: NEUTRALISATION OF 3ELF-
APPREHENSION (SIIAME) 

The r e l a t i o n s h i p of t h i s s e c t i o n t o the pr e v i o u s one i s 
e q u i v a l e n t t o what Berger and Luckman (1966, p 68) c a l l " e c c e n t r i c " . 
They c o n t i n u e : "On the one hand, man _i_s a "body, i n the same way, 
t h a t t h i s may be s a i d of every o t h e r animal organism. On the 
o t h e r hand, man has a body." We are concerned i n t h i s s e c t i o n 
w i t h the c o n c e p t i o n of s e l f as bounded by the l i m i t s o f mind. 
Self-maintenance a t t h i s l e v e l i n v o l v e s p r o t e c t i n g the b a s i c 
s e l f from the s e l f t h a t i s employed i n a p r a c t i c a l sense i n day-
to-day d e a l i n g s . 

V o c a b u l a r i e s of P s y c h o l o g i c a l Contemplation 

C o n s t r u c t i n g the self - m a i n t e n a n c e t e r m i n o l o g y at a p s y c h o l 
o g i c a l l e v e l (as opposed t o the p r a c t i c a l , p u b l i c arena j u s t 
d i s c ussed i n the l a s t s e c t i o n ) e l u c i d a t e s a c r u c i a l d i f f e r e n c e 
i n t i m i n g , r a t h e r than i n r e l a t i v e success and f a i l u r e . What 
counts p u b l i c a l l y i s whether o r not the account succeeds: what 
seems c e n t r a l p r i v a t e l y i s whether or not the account 'occurs' 
b e f o r e o r a f t e r t h a a c t . 

I m p o r t a n t l y , the t e r m i n o l o g y has two forms here: an a n t e r i o r 
( a ) 

r h e t o r i c , and a p o s t e r i o r r h e t o r i c . The l o g i c of- the two r h e t -

( a ) D. B a l l (1966, p 18) d e f i n e s a r h e t o r i c as a "vocabulary of 
l i m i t e d purpose", which s u i t s the usage I make of t h e term here. 
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- o r i c s i s not so much t h a t t h e y are timed t o be a p p r o p r i a t e e i t h e r 
b e f o r e o r a f t e r a p a r t i c u l a r a ct ( i n the way t h a t , f o r example, 
T a i l o r , 1972, p 28, suggests t h a t j u s t i f i c a t i o n s should be seen 
as o c c u r r i n g b e f o r e an a c t , and excuses a f t e r i t ) , but t h a t the 
Adjustment R h e t o r i c may, i n f a c t , be f o r m u l a t e d or c o n c e p t u a l i s e d 
by the a c t o r a f t e r an a c t takes p l a c e , but i s seen by him as b e i n g 
c a u s u a l l y anteceedant. I m p l i e d here i s the i d e a of " t o y i n g " w i t h 
an act (Rock, 1973, t> 6 6 ) , or rehearshng the consequences i n 

( a) 
one's i m a g i n a t i o n . The R e c o n c i l i a t i o n R h e t o r i c , on t h e o t h e r 
hand, might have been c a l l e d upon f o r self-maintenance b e f o r e 
act-commission. I t n e v e r t h e l e s s i n v o l v e s a c o n c e p t i o n o f the 
f u t u r e as r e l e a s i n g t h e s e l f t o act i n the p r e s e n t , and a con
c e p t i o n o f s e l f as hav i n g a l r e a d y acted, and as hav i n g p e r s o n a l 
r e f l e c t i v e knowledge o f s e l f ~ a s - a c t o r . 

( i ) A n t e r i o r Adjustment R h e t o r i c s : INNOCULATION o f Work 
A c t i v i t y from Real S e l f ( D e n i a l s of R e s p o n s i b i l i t y ) : 
THE PART-TIME SELF. 

" . . . I n c o n s i d e r i n g the i n d i v i d u a l ' s p a r 
t i c i p a t i o n i n s o c i a l a c t i o n , we must un
d e r s t a n d t h a t i n a sense he does not p a r t -
c i c i p a t e as a t o t a l person but r a t h e r i n 
terms of a s p e c i a l c a p a c i t y or s t a t u s ; i n 
s h o r t , i n terms of a s p e c i a l s e l f . . " 
(Goffman, 1956, p 52, emphasis added) 

The process of adjustment a l l o w s the i n d i v i d u a l t o con
s t i t u t e a separate s e l f , and pe r f o r m self-commission o f d e v i a n t 
a c t s w h i l s t s i m u l t a n e o u s l y m a i n t a i n i n g t h a t the s e l f t h a t does 
so i n not the " r e a l me", by advance n e u t r a l i s a t i o n o f t h e s e l f -
a s - v i o l a t o r . Adjustment of d i s c r e p a n t s e l f - c o n c e p t i o n s a l l o w s the 
i n d i v i d u a l t o proceed w i t h the dubious a c t i v i t y i n q u e s t i o n w i t h -

/ _ o u t i n f e c t i n g the ' x-eal s e l f w i t h shame, i n f a c t , w h i l s t a c t s 
of t h e same l o g i c a l c a t e g o r y as t h a t committed may be d e f i n e d 

( a ) See.; f o r example; the ni.ee examples g i v e n by Cressey, 1953; 
e c i a l l y f f 10, on p 175-6. 
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as m o r a l l y wrong, a s p e c i a l v o c a b u l a r y i s used i n an a p r i o r i 
f a s h i o n t o accomplish the d e f i n i t i o n t h a t the c u r r e n t case i s 
not an i n s t a n c e of t h a t c a t e g o r y . Cressey (1953? P 95, 96, 99) 

( a) 
d e f i n e s adjustment as f o l l o w s : 

"...the a p p l i c a t i o n of c e r t a i n key 
v e r b a l i s a t i o n s t o h i s conduct enables 
the t r u s t e d person t o " a d j u s t " h i s con
c e p t i o n s o f h i m s e l f as a t r u s t e d person 
w i t h h i s c o n c e p t i o n of h i m s e l f as a user 
of e n t r u s t e d f u n d s . - . . I t f o l l o w s from t h i s 
k i n d o f d e f i n i t i o n t h a t the person may 
prepare h i s r a t i o n a l i s a t i o n b e f o r e he 
a c t s . . .Tlis r a t i o n a l i s a t i o n i s h i s mot
i v a t i o n , and i t not o n l y makes h i s 
behaviour i n t e l l i g i b l e t o o t h e r s , i t 
makes i t i n t e l l i g i b l e t o himself.„. 
When used by the i n d i v i d u a l , such i d e o l 
o g ies a d j u s t c o n t r a d i c t o r y p r e s o nal 
v a l u e s i n r e g a r d t o c r i m i n a l i t y on the 
one hand, and i n t e g r i t y , honesty and 
m o r a l i t y on the o t h e r . . . " 

Sometimes, adjustment can become so complete, and the 
s p e c i a l w o r k - s e l f so separated from the r e a l s e l f , t h a t crimes 
commited d u r i n g the day may be condemned by the same a c t o r i n 
the evening. IJcGaghy found t h a t c h i l d m o l e s t e r s who c l a i m e d t h a t 
t h e y were drunk d u r i n g the sexual encounter w i t h the c h i l d , were 
more c r i t i c a l than average of c h i l d m olesters who claimed f u l l 
consciousness (HcCaghy, 1968, p 4 6 ) . S i m i l a r l y i r o n i c a l l y , 
Humphreys (1970, p 1 4 l ) d i s c o v e r e d t h a t many o f h i s f e l l a t i n g 
respondents espoused p a r t i c u l a r l y c o n s e r v a t i v e a t t i t u d e s o u t s i d e 
of t h e f e l l a t i n g c o n t e x t , o f t e n o u t w a r d l y condemning the v e r y 
crimes t h a t t h e y a t o t h e r times p r a c t i c e d . Jaspan and Black 
(1960, p 12-13) put t h i s n i c e l y i n p e r s p e c t i v e : 

( a ) S u t h e r l a n d (l949> P 236) quotes a n i c e example o f euphemistic 
adjustment by an ( e x ) used-car salesman, who s a i d : "...The 
t h i n g t h a t s t r u c k me as strange was t h a t a l l these people 
were proud of t h e i r a b i l i t y t o f l e e c e customers. They boasted 
of t h e i r crookedness and were admired by t h e i r f r i e n d s and 
enemies i n p r o p o r t i o n t o t h e i r a b i l i t y t o get away w i t h a 
crooked d e a l . I t was c a l l e d shrewdness.,.they never regarded 
themselves as i n t h e sane c l a s s (as p e t t y t h i e v e s ) and were 
b i t t e r l y i n d i g n a n t i f accused of d i s h o n e s t y : i t was j u s t good 
business...". 
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"...Frank Gibney, w r i t i n g i n L i f e r e c e n t l y 
on w h i t e c o l l a r crooks, took a l o n g l o o k at 
an a c t i v e , i f somewhat compact, day of a 
r e p u t a b l e New York s t a t e businessman.During 
the day, the businessman b r i b e d a cop, 
cheated on h i s income t a x , e n t e r t a i n e d h i s 
w i f e at the expence of the company, b r i b e d 
a b u i l d i n g i n s p e c t o r , took a k i c k b a c k i n 
the form of a T.V. s e t , j u g g l e d h i s books, 
i s s u e d a m i s l e a d i n g ad, l i f t e d an o f f i c e 
desk f o r h i s own use and advised h i s w i f e 
t o f o r g e t the maid's s o c i a l s e c u r i t y t a x . 
W r i t e s Gibney: "Laying aside the cares o f 
the day, he s e t t l e s town t o watch the news 
on h i s s o u v e n i r T.B. set - and f u l m i n a t e s 
about the d i s h o n e s t y of the 'union r a c k e t e e r s ' 
he sees on the s creen..."(a) 

The t h e o r e t i c a l l y p o s s i b l e l i m i t s o f adjustment f o r s a l e s 
men are i n d i c a t e d by t h e r r e s t r i c t i o n s t h a t t h e y place on t h e i r 
d e v i a n t a c t i v i t y . The v e r y n a t u r e of t h e i r " p o r t f o l i o " ( d i s c u s s e d 
i n Chapter F i v e ) d e s c r i b e s the l i m i t s above which d i s h o n e s t y 
might b e g i n t o i n f e c t the r e a l s e l f . This seems t o be a g e n e r a l 
phenomenon. Cameron (1966, p 163), f o r example, n o t i n g t h a t 
many s h o p l i f t e r s p r e f e r t o s t e a l goods t h a t t h e y might have 
been able t o a f f o r d (most such o f f e n c e s occur i n the b a r g a i n 
basement) r a t h e r the.n f i l c h expensive items t h a t might pose 
problems of p s y c h o l o g i c a l management back home. 

Salesmen t y p i c a l l y experience 'honesty-lapses' of the 
same n a t u r e . For i n s t a n c e , one s a i d : "you might have a good day, 
you r e a l l y go d a f t . . ( l a u g h ) , e r r a t i c , and t h e n you s t a r t t o 
worry about i t the f o l l o w i n g day, t h i n k i n g 1 ' I d i d n ' t h a l f sti.ng 
them w e l l y e s t e r d a y 1 ..( l a u g h ) , f e e l i n g s o r r y f o r them, and you 
s t a r t t o t h i n k : ' I ' l l knock a b i t o f f today'. More l i k e l y t han 
t h i s s o r t of g u i l t y paying-back, and i n o r d e r t o be able t o use 
r e c o n c i l i a t o r y j u s t i f i c a t i o n s at a l a g e r stage, the salesmen 
pursue a p o l i c y of s i t u a t i o n a l honesty. Host men don't f i d d l e the 
s m a l l , c o r n e r shops. Losses here are too r e a l , t h e i r e f f e c t s too 
obvious, and the r e l a t i o n s h i p s w i t h the shopkeeper sometimes too 

( a ) Gibney ( i y 6 J , p 3) adds t h a t t h i s businessman c o u l d have been 
f i n e d $31>000 and j a i l e d f o r 33 years i f s u c c e s s f u l l y prosecuted. 
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c l o s e . One man r e p o r t e d : "sometimes when you do a l i t t l e one 
( f i d d l e a cor n e r shop) i t h u r t s , I mean you've o n l y got t o do 
them f o r a l o a f , nnd t h a t ' s t h e i r whole week 1s p r o f i t gone." 
Sometimes the small shops are not f i d d l e d because the chances of 
g e t t i n g caught are t h e r e are so much h i g h e r , and.' the p a r t i a l -
honesty p o l i c y i s a l s o thought t o the chances of cus
tomers h o n e s t l y r e t u r n i n g bread t h a t t h e y might have been g i v e n 
i n e r r o r . R e c a l l i n g these benign occasions a l l o w s t h e salesman 
to r i g h t e o u s l y o f f e r t h a t he i s not a l l bad. This use of the 
"metaphoric l e d g e r " ( f r o m K l o c k a r s , 1974» P 1 5 l ) i n which good 
events are set a g a i n s t the bad, i s u s e f u l i n some p e r s o n a l l y 
r e f l e c t i v e moments. 

As i n d i v i d u a l s , salesmen have " s c r u p l e s " - which M i l l s 
(1940, p 908) d e f i n e d as 'moral v o c a b u l a r i e s o f motive'. Here, 
t h e r e are derived, from t h e o c c u p a t i o n a l ' c h a r a c t e r s ' t h a t t hey 
adopt as a s o c i a l r e a c t i o n t o p o r t f o l i o p r a c t i c e . As one s a l e s 
man s a i d : 

" . . . I don't do i t a l l the time 
you've got t o have resp e c t f o r some 
people, otherwise-, l i f e would be un
be a r a b l e , wouldn't i t ' ? . . . t h a t would be 
d e f e a t i n g the o b j e c t as f a r as I'm 
concerned, you'd be j u s t one b i g f i d d l e , 
t h a t ' s a l l your l i f e would c o n s i s t o f , 
hou have t o have a break now and a g a i n , 
t o know t h a t somebody i s a c t u a l l y p a y i n g 
f o r what they've g o t . . . i t would make 
me f e e l e v i l i f I d i d i t t o o much..." 

Scruples seem t o be g e n e r a l l y a v a i l a b l e t o even f u l l - t i m e 
c r i m i n a l s . Maurer (1955 J P 190-1) recounts t h a t : "no p i c k p o c k e t 
w i t h any p r i n c i p l e whatever would rob a c r i p p l e or a b l i n d man", 
f o r example, and i t would appear t h a t the f a c t o f t r a d i t i o n a l and 
widespread sentiments l i k e t h a t are adapted t o meet' s p e c i f i c 
o c c u p a t i o n a l c o n t i n g e n c i e s by employees. One Wellbread salesman 
claimed of another salesman: "he was- do i n g t h i n g s which i t ' s 
a g a i n s t my p r i n c i p l e t o t o . . . p u t t i n g Saturdays' bread i n the 
shops on Monday," a l t h o u g h t h i s p a r t i c u l a r example does not 
r e f l e c t a wiciely i i s l c l bakery rfiaxim. 



427. 

At a c o l l e c t i v e l y r e c o g n i s e d l e v e l , many o c c u p a t i o n a l / 
d e v i a n t groups have group f o r m u l a e , which are j o i n t l y c o n s u l t e d 
t o r e l i e v e p o s s i b l e s e l f - s t i g r n a t i s a t i o n . Gerald Mars (l974> 
p 224-5) suggests t h a t o r ganised p i l f e r a g e amongst dock workers 
i s m o r a l l y organised by constant recourse t o an u n e q u i v o c a l 
l i m i t beyond which p i l f e r a g e becomes d e f i n e d by the p i l f e r e r s 
themselves, as s t e a l i n g : 

"...Longshoremen have a phrase t o d e s c r i b e 
the process of o b t a i n i n g e n t i t l e m e n t - they 
c a l l i t 'working the value of the b o a t ' . 
Thus, i f a boat i s expected t o p r o v i d e t e n 
hours work a t r/>2 an hour then the boat i s 
'good f o r ' $2 J i n wages. 'Working the value 
of the boat' i n t h i s case would mean ob
t a i n i n g cargo up t o but not more than an 
e s t i m a t e d v a l u e of $20..." 

Mars ( i n p e r s o n a l communication) a l s o recounts the f o l l o w 
i n g f o r m u l a used by f i d d l i n g t a x i - d r i v e r s . I t i s a v e r b a t i m con
v e r s a t i o n from a t a x i - d r i v e r : 

"...What you are supposed t o do i t hand 
i n a l l your t a k i n g s , but what you do i s t h i s , 
you m u l t i p l y the mileage t h a t you've d r i v e n 
by a m u l t i p l e of 6 f o r a reasonable day, or 
5 f o r a bad day (say, when i t ' s Sunday, or 
when i t ' s r a i n i n g ) Say f o r i n s t a n c e t h a t 
you've d r i v e n 200 m i l e s , which i s u s u a l 
f o r most days, then you m u l t i p l y 200 by 
6 and c a l l i t pence. That's 1200, i s n ' t i t ? 
Which i s £12. T h i s £12 now becomes the 
take t h a t you hand i n , instead, of the £20 
t h a t i t should have been..." 

I n much the same way, Maurer (1955? P 185) r e p o r t s t h a t 
p i c k p o c k e t s o f t e n d e c l a r e t h a t c e r t a i n p o s s i b l e 'marks' are 
p r o f e s s i o n a l l y u ntouchable. Jewish p i c k p o c k e t s , f o r example, 
don't l i k e t a k i n g r a b b i s , and so d e c l a r e themselves " o u t " on 
such occasions. These formulae o r d e r the f i d d l e r ' s environment 
e a s i l y i n t o p o s s i b l e and i m p o s s i b l e v i c t i m s , or more g e n e r a l l y 
serve t o remove the r e s p o n s i b i l i t y f o r the t h e f t from t h e shoulde 
o f the t h i e f t o the m i l i e u o f h i s c u l t u r a l s u p p o r t . Anyway, these 
c o d i f i e d s c r u p l e s (such as the Wellbreads' maxim o f 'don't s t e a l 
from your mates') act s i m u l t a n e o u s l y as r e s t r i c t i o n s upon a c t u a l 
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p r a c t i c e , and p s y c h o l o g i c a l defence a g a i n s t s e l f - a p p r e h e n s i o n 
qua c r i m i n a l . The R h e t o r i c of Adjustment adapts the a o p l o g e t i c 
j u s t i f i c a t i o n framework w i t h a format which L o f l a n d (1966, p 86) 

c a l l s " c o n v e n t i o n a l i s i n g " : 

"...By ' c o n v e n t i o n a l i s a t i o n ' i s meant the 
p r a c t i c e o f c o n t i n u i n g t o b e l i e v e t h a t the 
gene r a l c l a s s of deviance i n q u e s t i o n i s 
wrong and s u b j e c t i v e l y u n a v a i l a b l e , but 
managing t o a v o i d d e f i n i n g the a c t u a l act 
as an i n s t a n c e of the s u b j e c t i v e l y u n a v a i l 
able c l a s s . . . " 

Adjustment nay be achieved i n one o f two ways. F i r s t l y , 
by adjustment o f the a c t o r , which amounts t o a d e n i a l of f u l l 
r e s p o n s i b i l i t y by p s y c h o l o g i c a l l y excusing t h e s e l f on the 
grounds of the d e n i a l o f i m m u t a b i l i t y . Secondly, th r o u g h the 
a p p l i c a t i o n o f v a r i o u s d e f i n i t i o n s , i t i s p o s s i b l e t o a d j u s t 
the f a u l t component o f the act i n q u e s t i o n as a form o f cir c u m 
s t a n t i a l excuse. 

By a c t o r - a d j u s t m e n t , the s e l f manages p e r i o d i c r e l e a s e 
from the moral b i n d of the law. I n a s p e c i f i c i n d u s t r i a l c o n t e x t , 
we might c a l l t h i s g u i l t - r e d u c t i o n by recourse t o the " p l a n t 
l o r e theme" ( a term co i n e d by Horning, 1970, P 59 > ^° r e f e r t o 
such statements as "The company expects i t " ) as a p a r t i c u l a r 
example o f the n e u t r a l i s i n g t echnique t h a t Hatza r e f e r s t o as 
the D e n i a l of R e s p o n s i b i l i t y ( w i t h Sykcs, 1957) and then l a t e r 
(1964, P 82, 89) r e d e f i n e s as the Negation o f R e s p o n s i b i l i t y : 

" . . . E x t e n u a t i o n i s g r a n t e d because t h e 
a c t o r d i d not cause the a c t . Thus, the 
accused i s r e l e a s e d from l e g a l respon
s i b i l i t y . ..Thus, i n t e n t , the mental elem
ent i n c r i m e , p e r i o d i c a l l y v a n i s h e s , 
when i t does, the moral b i n d i s broken, 
and one may d r i f t . . . " 

T y p i c a l d e n i a l s of f u l l r e s p o n s i b i l i t y are ' I c o u l d n ' t 
h e l p i t ( i t s t a r t e d by a c c i d e n t , and now i t ' s a h a b i t ) ' . ' 

( a ) Cf. CASE 23 ( I t f . 9 • 7 3 ) • A supermarket c a s h i e r f i n e d f o r under-
r i n g i n g , claimed t h a t she committed the o f f e n c e s i n d e s p e r a t i o n 
as her husband had stopped her from b u y i n g c i g a r e t t e s . This 
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Most of the salesmen f e e l t h a t the nature o f t h e i r s o c i a l i s a t i o n 
i n t o the f i r m ( o u t l i n e d i n Chapter Two) means t h a t once they 
r e a l i s e what was r e q u i r e d o f them, i t i s too l a t e t o e x t r i c a t e 
themselves from the f i r m w i t h o u t making s a c r i f i c e s . One man's 
comment was t y p i c a l : 

"...When I s t a r t e d I d i d n ' t know a n y t h i n g 
about i t . . ( f i d d l e s ) b e f o r e you s i g n on, 
t h e y l e t you t h i n k t h a t o n l y a f o o l would 
make mistakes, and come s h o r t i n t h e money, 
but they've got you by the s h o r t and 
c u r l i e s , by the time you r e a l i s e t h a t you 
can't check ev e r y t h i n g , ; i t ' s too l a t e , 
you've agreed t o pay s h o r t a g e s . . . " 

Once i n i t i a t e d i n t o the b l a c k a r t s of f i d d l i n g , however, 
the salesmen b e l i e v e t h a t p r a c t i c e r e f l e c t s b a s i c and unchange
able human t r a i t s . T h i s n i c e l y m i r r o r s a common p a t t e r n amongst 
p e r f o r m e r s , a l s o emerging amongst salesmen as, f o r example, the 
f e e l i n g t h a t sales-genuineness i s an a c q u i r a b l e t r a i t . Most of 
the salesmen p r o f e s s t o a b e l i e f t h a t f i d d l i n g i s h a b i t - f o r m i n g , 
and t h a t i t r e p r e s e n t s ( i n the words of one man): " g r e e d . . . i t ' s 
greed i s n ' t i t ? L e t ' s face i t , everybody w i l l make an e x t r a 
couple o f bob i f he can." 

A second c l a s s i c r e s p o n s i b i l i t y d e n i a l theme i s : ' I was 
t o l d t o do i t ' . Geis (1967, p 109) found t h a t the e x e c u t i v e s 
prosecuted i n what i s now known as the I n c r e d i b l e E l e c t r i c a l 
Conspiracy c l e a r l y f e l t t h a t the p r i c e - r i g g i n g f o r which they 
were i n d i c t e d was p a r t of t h e i r l e g i t i m a t e j o b . One o f the 
c o n v i c t e d men s a i d : " I thought i t was p a r t o f my d u t y t o do so". 
The v/ellbread salesmen expressed s i m i l a r s e n t i m e n t s , perhaps 
more b i t t e r l y . One claimed: "they used t o say: 'Put a penny on 
here, and a h a l f on h e r e ' . . . i t was the f i r m what made me change", 
and another, more e x p l i c i t l y , t h a t : " I t ' s t h e company t h a t make 
y°u..what you a r e , because t h e y ' r e t w i s t i n g u s l " Another man 
put i t d i r e c t l y : 

(Contd) defence n i c e l y balanced both the need f o r e x t r a money, 
and the 1 enslaved' and unscrupulous way i t was o b t a i n e d . 
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" . . . T h e i r a t t i t u d e towards e v e r y t h i n g , 
and the way t h a t they t r e a t you, t h a t 
made you f e e l , 'Oh, a l r i g h t , i f you're 
g o i n g t o rob me, I'm goi n g t o rob you'..." 

A t h i r d , commonly f e l t , but r a r e l y expressed f e e l i n g i s 
t h a t : ' I f I don't do i t , somebody else w i l l (I'm o n l y a pawn)'. 
Geis ( i b i d , p 110), f o r example, quotes the f o l l o w i n g statement 
from the o f the General E l e c t r i c defendants: " I f I d i d n ' t do i t , 
I f e l t t h a t somebody e l s e would', s a i d one w i t h an obvious note 
of s e l f - j u s t i f i c a t i o n . ' I would be removed and somebody e l s e 
would do i t . 1 " ^ 

The o t h e r major a d j u s t i v e device t r a n s f e r s a t t e n t i o n from 
the a c t o r , t o the a c t . Here, the p e r s o n a l i s e d p l e a of "I'm 
i n s i g n i f i c a n t " becomes d i r e c t e d a t the a c t , and emerges as 
" I t 1 s i n s i g n i f i c a n t " . "Actor t r a n s f o r m s " (Goffman, 1974, p I89) 

are reworked as "act t r a n s f o r m s " . Appeals t o p s y c h o l o g i c a l 
d e f e a t s change t o pleas f o r c i r c u m s t a n t i o n m i t i g a t i o n s . 

The u n d e r l y i n g technique of n e u t r a l i s a t i o n here i s the-
D e n i a l o f I n j u r y (inasmuch as i t r e f e r s t o o b j e c t s ) , o r as 
Mataa (1964, P l 6 l ) l a t e r d e f i n e s i t , the A s s e r t i o n o f T o r t : 

"...Other a c t s are not so s e l f - e v i d e n t l y 
wrong. They do not so o b v i o u s l y warrant 
t h e i n t e r v e n t i o n o f the s t a t e , and thu s 
t h e y r p r o h i b i t i o n i s a t o p i c of debate 
and d i s c u s s i o n b o t h among e x p e r t s and 
the o r d i n a r y c i t i z e n r y . These a c t s are 
i n e f f e c t mala p r o h i b i t a . . . " 

The theme i n v o l v e d here i s g u i l t - r e d u c t i o n by the 'don't 
r e g a r d i t as t h e f t ' theme developed by Horn i n g (1970, p 5 9 ) . 

Here, the a c t o r c o n t r a s t s h i s admission t h a t he committed the 

( a ) A f o u r t h f e e l i n g ( a l t h o u g h not expressed by the Wellbreads 
salesmen) i s l i t e r a l l y t h a t which suggests t h a t the a c t o r i n 
q u e a t i o n i s "not r e a l l y me". V e r l a r d e (1975? P 256) quotes 
r e l i e f masseuses as r e d u c i n g the p s y c h o l o g i c a l impact o f 
t h e i r jobs by s a y i n g : " I t ' s o n l y your hand", and thus 
d i s t a n c i n g the act from t h e i r body; and by d e f i n i n g t h e i r 
jobs as masseuses as 'temporarv' though which t h e y can 
f o r c e d i s t a n c e between the a c t i v i t y and t h e i r l i f e - p a t t e r n . 
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act w i t h the moral arguement t h a t h i s p a r t i c u l a r case had 
( a ) 

t r i f l i n g consequences of a non-moral n a t u r e . T y p i c a l s e n t 
iments experssed by p i l f e r i n g f a c t o r y workers s t u d i e d by 
Horning ( i b i d ) were: " I don't l i k e the word taken. I t ' s not 
l i k e I was s t e a l i n g those screws. They're not worth a n y t h i n g " . 
The embezzlers i n Gressey's (1953) study found t h a t a symbolic 
p r e c o n d i t i o n o f embezzlement was the d e f i n i t i o n of the use of 
e n t r u s t e d funds as mere 'borrowing', o r , t h a t such funds r e a l l y 
'belonged t o ' the s e l f . S i m i l a r l y , Geis ( I 9 6 7, p 108) quotes 
the defence of a Westmghouse e x e c u t i v e : " I l l e g a l ? Yes, but 
not c r i m i n a l . I d i d n ' t f i n d t h a t out u n t i l I read the i n d i c t 
ment...! assumed t h a t c r i m i n a l a c t i o n meant damaging someone, 
and we d i d not do t h a t . " Smith ( 1 9 6 I , p 359) a n a l y s i n g the 
same case, again found r e f e r e n c e t o the mala p r o h i b i t a / m a l e 
i n se d i s t i n c t i o n : '"Sure c o l l u s i o n was i l l e g a l ' , e x p l a i n e d an 

( b ) 
o l d G.E. hand, 'But i t wasn't u n e t h i c a l ' " . 

The bread'salesmen not o n l y use the v e r y word ' f i d d l e ' 
( i n i t s sense as a t r i f l i n g sum, o r i n i n a l l y l / i 6 of a pound 
s t e r l i n g ) t o cover v e r y l a r g e amounts, they a l s o c o n t i n u a l l y 
and r a t h e r a r c h l y r e f e r t o the t o t a l " t a k e " as, 'the odd bob 
or two', 'a few suppers', 'enough t o buy a cup o f t e a ' , 'enough 

( a ) This i s a n i c e examnle of the d i m i n i s h i n g r e t u r n s derived, from 
" c l a s s i c a l " crime s t e r e o t y p e s . G e n e r a l l y the mediated s t e r e o 
type i s so e f f e c t i v e t h a t even the (de f a c t o ) most p r o m i s i n g 
candidates f a i l t o i d e n t i t y w i t h i t . I t becomes i r o n i c t h a t 
( e g , Cameron, 1964) rniddle-aged and l i g h t - f i n g e r e d women j u s t 
cannot see themselves as " s h o p l i f t e r s " . O r w e l l (1933» P 176) 
comments: " I imagine t h e r e are q u i t e a l o t o f tramps who thank 
God t h e y are not tramps. They are l i k e t r i p p e r s who say such 
c u t t i n g t h i n g s about t r i p p e r s . " VJellbread salesmen use such 
' c o n t r a - i n d i c a t o r s ' ( B i g u s , 1974? P 79) t o thus i n d i c a t e t h a t 
they are not " c r i m i n a l s " . 

( b j Another o c c a s i o n a l l y f e l t , but r a r e l y invoked f e e l i n g i s t h a t 
s a n c t i o n e d by the power of t r a d i t i o n : ' I t ' s always been t h i s 
way', a p p l i c a b l e t o ac t s outlawed but never s u c c e s s f u l l y . 
Gardner (1967 , p 125) notes t h a t a h i g h degree of exposure t o 
p o l i t i c a l c o u r u p t i o n amongst the c i t i z e n r y o f 'Wincanton' l e d 
t o wholesale d e s e n s i t i s a t i o n and f a t a l i s m . I t was commonly 
f e l t t h a t ' A l l p o l i t i c i a n s are and always w i l l be crooks, so 
t h e r e ' s n o t h i n g we can do about i t ' , Consequently, 9°/'° o f the 
r e s i d e n t s agreed w i t h the statement: ! No maooer wha t .you do, 
people w i l l always gamble 1 ( w h i c h , at the t i m e , was i l l e g a l ) . 
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f o r a packet of f a g s ' . Each of these statements serve t o produce 
a v e r b a l l y shared concep t i o n of the amounts i n v o l v e d as b e i n g 
p e t t y ones. A l s o , the cash-bag ( w h i c h c o n t a i n s money b e l o n g i n g 
s o l e l y t o the company) i s g e n e r a l l y r e f e r r e d t o as the ' k i t t y ' , 
which serves t o n e u t r a l i s e the o t h e r w i s e m o r a l l y t h r e a t e n i n g 
and p o s s i b l e p s y c h o l o g i c a l l y d i s t u r b i n g n a t u r e of a p p r o p r i a t i o n s 
t h e r e f r o m . O v e r a l l , t h e shared d e f i n i t i o n t h a t f i d d l i n g i s 
' j u s t t o cover mistakes', a l t h o u g h t e c h n i c a l l y m i s l e a d i n g , has 
obvious p s y c h o l o g i c a l u t i l i t y . I t i s i r o n i c t h a t the j u s t i f i c a t 
i ons t h a t the f i r m t e a c h the men t o p s y c h o l o g i c a l l y cover 
f i d d l i n g - f o r - t h e - c o m p a n y i s used by them t o a l s o cover f i d d l i n g -
f o r - t h e - s e l f . 

Taken as a whole, however, the v o c a b u l a r y of adjustment 
i s unable t o s a t i s f a c t o r i l y cover tri e s e l f i n p r i v a t e a f t e r 
the commission of t h e a c t . A separate category of d e f i n i t i o n , 
the R h e t o r i c of R e c o n e i l i a t i o n , i s needed t o cope w i t h the 
i m p l i c a t i o n s o f the knowledge of the s e l f - a s - v i o l a t o r . 

( i i ) Post e r i o r R e c o n c i l i a t i o n R h e t o r i c s : INSULATION of 
Work S e l f from Real S e l f ( D e n i a l s of P e j o r a t i v e n e s s ) 
THE PARTIAL SELF 

The p s y c h o l o g i c a l l y d i v o r c e d proceedinss of day t o day 
work a l l o w s t h e c r e a t i o n o f a p a r t - t i m e s e l f s t h e f i d d l i n g - s e l f . 
The n a t u r e of the r e l a t i o n s h i p of the c o r e - s e l f t o t h i s s p e c i a l 
s e l f ( t h r o u g h the s t r a t e g i e s of i n n o c u l a t i o n b e f o r e the a c t , and 
i n s u l a t i o n a f t e r i t ) means t h a t i n the s o c i a l processes t h a t 
make up i d e n t i t i e s , the p a r t - t i m e s e l f has mere p a r t i a l , or 
elemental s t a t u s . Whereas i n n o c u l a t i o n prevented s e l f - a p p r e h 
ension 'through the d e f l e c t i o n of d i s a p p r o v a l b e f o r e the l o g i c a l 
occurence of the ,act i n q u e s t i o n , i n s u l a t i o n a c t s by post hoc 
p r o t e c t i o n from d i s a p p r o v a l . S e p a r a t i n g r e f l e c t e d knowledge 
of s e l f - a s - v i o l a t o r from one's ' n a t u r a l ' s e l f ( s e p a r a t i n g the 



433. 

judged act from the s e l f - D k t s e l f ) amounts t o the n e u t r a l i s a t i o n 
of i n t e r n a l i s e d s o c i a l , r a t h e r t h a n s e l f - c o n t r o l . 

Self-camouflage i s p r o v i d e d at one l e v e l by f i a t ; the 
"behavioural s i m i l a r i t y o f s k i l l s between f i d d l i n g and s e l l i n g . 
The f i d d l e r shares v i i t h the c a l l - g i r l (Bryan, 1965, p. 449) 

the absence of any t e l l - t a l e i n s i g n i a of d e v i a n t i d e n t i f i c a t i o n , 
and v j i t h the cheque f o r g e r (Lemert, I967 5 P 120) a p r o c e d u r a l 

( a) 
s i m i l a r i t y o f a c t i o n s . L o f l a n d (1969, P B3) remarks: 

"...To t r a i n persons i n the m y s t e r i e s of 
l o c k s m i t h e r y i s t o c r e a t e a s t r a t a u n i q u e l y 
capable of t h e f t from ba.nks and r e s i d e n t i a l 
u n i t s . To t r a i n persons as p r i n t e r s and 
engravers i s t o t r a i n p o s s i b l e c o u n t e r f e i t e r s 
...Indeed, t h e r e seem t o be few s k i l l e d 
o c cupations t h a t do not s i m u l t a n e o u s l y 
p r o v i d e the t e c h n i c a l knowledge and s k i l l s 
f o r one or another k i n d of d e v i a n t a c t . . . " 

Cressey (1953, P 82, 103) s m m i l a r l y admits t h a t : 

" . . . t h e t e c h n i c a l s k i l l necessary t o t r u s t 
v i o l a t i o n i s s i m p l y t h e t e c h n i c a l s k i l l 
necessary t o h o l d i n g t h a t p o s i t i o n i n the 
f i r s t p l a c e . . . 1 b o r r o w i n g 1 the d e p o s i t s 
f o r a .short time was an easy and l o g i c a l 
step t o take since the o r d i n a r y p r a c t i c e 
of t h e businessman was s i m i l a r t o such 
b o r r o w i n g . . . " 

The o n l y ' o r i g i n a l ' a ct t h a t the salesmen commit ( i . e . , 
t h a t i s not used i n l e g i t i m a t e s e l l i n g ) , i s the w h o l l y p r i v a t e 
and o c c a s i o n a l act of t r a n s f e r r i n g sums of company money t o 
h i s own pocket. The s t r u c t u r e o f the f i d d l e adds another l a y e r 
of i n s u l a t i o n around t h e p r a c t i c e . I t s t a c t i c a l essence i s non-
d i s c o v e r y (as opposed t o b u r g l a r y , p i c k - p o c k e t i n g , cheque-forger 
e t c , a l l o f which e v e n t u a l l y come t o l i g h t as an i n f r a c t i o n ) , 
i t s p r a c t i c e i s i s o l a t e d , and by v i r t u e o f the p r a c t i c a l 'covers 

(a ) Thus, (Lemert, 1967, p 101, I 0 6 ) cheque f o r g e r y has low 
pe r c e i v e d ' c r i m i n a l i t y ' because of bo t h the s i m p l i c i t y o f 
a c t i o n s i n v o l v e d , and l a c k o f n e c e s s i t y f o r a n y t h i n g o t h e r 
than standard s k i l l s* Sutkerlar'6 (19--9 7 ̂  2P^l) notes t h a t 
i t i s p r e c i s e l y necessary i n w h i t e - c o l l a r crime t o conceal 
t h e f a c t of i n f r a c t i o n r a t h e r than j u s t the i d o u t i t y o f the 
T>e r o o t r a t o r. 
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which form a p a r t o f i t s a n a l y t i c s t r u c t u r e , i t i s ( i f s u c c e s s f u l ) 
u n t r a c e a b l e . ^ a ^ As Rock (1973> P 80) suggests, some "deviancy 
i s l i k e l y t o be ( a l s o ) s o c i a l l y i n v i s i b l e , when, t o the un
wary, i t seems t o be a n a t u r a l p a r t of some c o n v e n t i o n a l 
s e t t i n g . " W i t h i n the v i c t i m p o p u l a t i o n , t h e 'known-aboutness' 
(Goffman, 1963, P 67) i s s l i g h t , and i t s ' o b t r u s i v e n e s s 1 

( t h e e x t e n t t o which i t i n t e r f e r e s w i t h t h e ongoing i n t e r a c t i o n ' ) 
i m p e r c e p t i b l e . The n a t u r e of the f i d d l e g i v e s i t c h a r a c t e r i s t i c s 
s i m i l a r t o s i t u a t i o n s t h a t Goffman (1971, p 1 3 3 ) 'terms " s i t u a t 
i o n a l d e l i c t s " : 

" . . . S t e a l t h i n i n f r a c t i o n s t y p i c a l l y 
leaves the o f f e n d e d i g n o r a n t o f the 
c u l p r i t ' s i d e n t i t y and the date o f t h e 
o f f e n c e . S t e a l t h i n s i t u a t i o n a l d e l i c t s 
t y p i c a l l y leaves the o f fended i g n o r a n t 
or these m a t t e r s but a l s o r a i s e s the 
issue as t o whether i n f a c t any d e l i c t 
was commited..." 

Self-camouflage may also be d e l i b e r a t e l y c o n s t r u c t e d , or 
be the r e s u l t o f a c t i o n o r i e n t a t e d toward the end of concealment. 
The f e l l a t o r s i n Humphrey's sample chose f a s t , impersonal r e l a t 
i o n s h i p s i n s p e c i f i c a l l y p u b l i c rest-roorns t o (19 7 » P 105 ) : 

"avoid j u s t such exposure ( i . . e . , o f permanent r e l a t i o n s h i p s ) 
p r e d i c a t e d on a d e s i r e t o p r o t e c t t h e i r f a m i l y r e l a t i o n s h i p s . " 
S i m i l a r l y , as a guarantee of anonymity and p r o t e c t i o n o f i d e n t i t y , 
the 'queers' i n R e i s s 1 study chose l o c a t i o n s which c o u l d s i m u l 
t a n e o u s l y g i v e a l t e r n a t i v e l e g i t i m a t e r a t i o n a l e s f o r the co-
presence o f b o t h queers and 'peers'. 

A p r r t from the camouflage p r o v i d e d by the a c t i v i t y s t r u c t u r e 
o f the f i d d l e , the s e l f i s al s o i n s u l a t e d from the s p e c i a l s e l f 
01 work by v a r i o u s "smokescreens" ( P i t t e n g e r , I96O, p 255) 

( a ) K l o c k a r s (l974> P 8 0 - 8 5 ) d e s c r i b e s how V i n c e n t , a p r o f e s s i o n a l 
fence, s y s t e m a t i c a l l y a f f o r d s h i m s e l f p r a c t i c a l cover by making 
the goods t h a t he handles u n t r a c e a b l e . "When necessary, gerns 
can be taken from t h e i r s e t t i n g s , minks r e f a s h i o n e d , numbers 
changed, l a b e l s removed". O f t e n , i n a d d i t i o n , t o cover the 
f e n c i n g o f , say, a dozen hot e l e c t r i c r a z o r s , Vincent would 
} j u v \ 1 T _ r n o ^ - f * ^ dozen i'x'ô 1"! D V f ^ ;- • '3 c 3. ̂  l i i r n j / l i J T1 2. 0~* JLi 
which cou l d l a t e r l e g i t i m a t e more than one dozen r a z o r s . 
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t h a t the a c t o r may l a y t o obscure the r e l a t i o n s h i p between the 
two s e l v e s , for-himself» I n We i l e r and V/einstein's (1972) terms, 
the r e a l s e l f becornss the audience f o r the work s e l f s t a c t i c s 

( a ) 
of embellishment. Sometimes, t o t a l i n s u l a t i o n can be achieved, 
a l t h o u g h g e n e r a l l y , however, p a r t i a l i n s u l a t i o n i s attempted 
by the d i m i n i s h e d use of usua l s o c i a b l e a c t i v i t y . The 
almost t o t a l absence o f s t i g m a t i s i n g i n t e r a c t i o n o c c u r r i n g 
between the f i d d l e r and h i s customer reduces the need f o r such 
i n s u l a t i o n techniques t o be c o n j o i n t l y e n t e r t a i n e d . However, 
d u r i n g t h e s a l e s - a c t , the p a r a c t i t i o n e r i s i n w a r d l y p a r t i c i p a t i n g 
i n r i t u a l s o f s i l e n c e , and a f f e c t i v e and i n f o r m a t i o n a l n e u t r a l i t y , 

( c ) 
and thus n e u t r a l i s a t i o n . 

Camouflaging the p a r t i c i p a t i o n o f the w o r k - s e l f i n e v i l 
i s e s s e n t i a l f o r the s u c c e s s f u l a d o p t i o n by the R h e t o r i c of 
R e c o n c i l i a t i o n of th e r a c i c a l mode of j u s t i f i c a t o n n . R e f l e c t e d 
d e n i a l o f involvement a l l o w s simultaneous d e n i a l of the p e j o r a t i v e 
q u a l i t y o f the a c t i o n , and the s u c c e s s f u l l i b e r a t i o n o f the 
s e l f from the t h r o e s of g u i l t , . To adequately " i g n o r e " p o s s i b l e 
a c c u s a t i o n s , r e t a l i a t i v e c o u n t e r - d e n u n c i a t i o n i s e s s e n t i a l . 
N e u t r a l i s a t i o n here combines the Condemnation of Condemnors, the 
D e n i a l o f I n j u r y ( p e r s o n s ) , and the D e n i a l o f the V i c t i m . Matza 
(1964, p 101) l a t e r d e f i n e s these more e x p l i c i t l y as, on the one 
hand, t h e Sense of I n j u s t i c e , "a simmering resentment - a s e t t i n g 
o f .antagonism and a n t i p a t h y ~ w i t h i n which a v a r i e t y o f ex t e n -

( a ) Such as, f o r example, achieved by the p r o s t i t u t e s s t u d i e d by 
Jackman e t _ _ a l . (1963) of whom some t o t a l l y d e p e r s o n a l i s e d t h e i r 
p r o s t i t u t i o n r o l e s , and ' l i v e d ' i n the w o r l d of m i d d l e - c l a s s 
v a l u e s . S i m i l a r l y , c h i l d - m o l e s t e r s (McCaghy, I 968) , and com
p u l s i v e c r i m i n a l s (Cressey, 1954) c o u l d s u f f i c i e n t l y i n s u l a t e 
t h e i r c o r e - s e l f from t h e i r r e p o r t e d behaviour by p l e a d i n g 
d i m i n i s h e d consciousness, t h a t t h e r e was (Cressey, i b i d , p i\b) 1 
"a h i g h p r o b a b i l i t y of d e n i a l t o h i m s e l f t h a t i n the second 
r o l e t h a t 'he' behaved a t a l l . " 

( b ) For examples, the s i l e n c e u s u a l l y p r a c t i c e d d u r i n g f l e e t i n g 
f e l l a t i o n and pederasty (Humphreys, 1970, p 154? Reiss, op. c i t . 
p 191), the l a c k of acknowledgement of e r s t w h i l e p a r t n e r s when 
encountered amongst d i f f e r e n t scenery ( R e i s s , p 206) and s p e c i f i c 
a f f e c t i v e n e u t r a l i t y d u r i n g perverse sexual acts ( i b i d , p 184). 

( c) Needless t o say, e n f o r c e r s are aware o f a l l t h i s 5 and a l a t e n t 
f u n c t i o n of i n t e r r o g a t i o n (Robin, 1965> p212) i s t o s t r i p 
r a t i o n a l i s a t i o n s and r e v e a l s e l f - c r i m i n a l i t y t o h i m - s e l f . 
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- u a t i n g circumstances may abrogate the moral b i n d t o the law", 
and on the o t h e r , ( i b i d . , p 172) as the A s s e r t i o n of T o r t , wherein: 
"the wrong can be conceived of as a p r i v a t e t r a n s a c t i o n between 
the accused and the v i c t i m . " C u m u l a t i v e l y , t h i s amounts t o the 
t o t a l d e f e a t of crime by d i s p u t i n g i t ' s b a sic l o g i c a l meaning. 
By a t t e m p t i n g t o demonstrate t h a t the number o f de v i a n t p r a c t 
i t i o n e r s i s so o b v i o u s l y l a r g e , t h e n , as Young (1970, p 4-1) puts 
i t , t he common-sense meaning of crime as a b n o r m a l i t y , f a l l s . 

The f i r s t sense of c o u n t e r - d c n u n c i a t i o n i s 'we a l l do i t ' . 
For example, s e v e r a l p r o s t i t u t e s i n Bryan (1965) considered 
t h a t ( i b i d , p 444) : ' " A c t u a l l y , a l l women are whores i n my 
o p i n i o n whether they get m a r r i e d f o r i t or whatever i t i s , 
t h e r e are j u s t d i f f e r e n t ways of b e i n g a whore 1", and many of 
Cressey's (1953, p l l O - l l l ) d e f a u l t e r s S ^ " o f t e n b e l i e v e d t h a t 
such p r a c t i c e s were e x t e n s i v e and r a t i o n a l i s e d a c c o r d i n g l y , (one 
man s a i d ) . . . 1 There i s n o t h i n g o r i g i n a l i n what I do. I t i s done 
every day'". Smith ( 1 9 6 I , p 372) t r a c e d s i m i l a r f e e l i n g s o f 
i n j u r e d r i g h t e o u s n e s s ( e x p r e s s i n g , as Hatza sugegsts, an e s s e n t i a l 
d i s b e l i e f i n the c o n s i s t e n c y of the law) among the g u i l t y defend
ants i n the I n c r e d i b l e E l e c t r i c a l Conspiracy: 

"...They p r o t e s t e d t h a t t h e y should be no 
more h e l d up t o blame than many o t h e r 
American businessmen, f o r c o n s p i r a c y i s 
j u s t as much a "way of l i f e " i n o t h e r 
f i e l d s as i t was i n e l e c t r i c a l equipment. 
"Why p i c k on us?" was the a t t i t u d e . "Look 
at some of those o t h e r f e - l l o w s " . . ". 

The bread salesmen b e l i e v e , almost t o a man, t h a t f i d d l i n g 
i s i n e v i t a b l e , widespread, and th u s j u s t i f i a b l e . One s a i d t o me: 
"Look, i n every j o b , where t h e r e ' s a l o o p h o l e , t h e r e 1 a f i d d l e " , 
and another, i n more d e t a i l : 

" . . . W e l l , the way I loo k a t i t i s t h i s : 
you've got t o loo k a f t e r y o u r s e l f . . . every
body i s d o i n g i t , t h i s p r o b a b l y comes as 
a shock t o you, t h a t everybody i s d o i n g i t , 
even the shops where you're d o i n g i t , 
t h e y ' r e d o i n g i t t o somebody else...perhaps 

(a ) Levens (.1964), and Spenser (1965. P 342-3) found, s i m i l a r f e e l i n g s . 
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even just, t o the tax-man, and the 
government i s d o i n g i t t o another 
government, i t ' s j u s t p a r t o f l i f e . , 
t h i n k i n g t h a t , eases your conscience..." 

The p r a c t i c e i s also b e l i e v e d t o be e x p l i c i t l y s a n c t i o n e d 
by a c t u a l p a r t i c i p a t i o n i n the f i d d l e by bakery s u p e r v i s o r s , who 
r e g u l a r l y "show a s i m i l a r book" ( t a k e s i m i l a r amounts from the 
k i t t y when they are on r e l i e f w o r k ) . As a p i l f e r e r i n -Horning's 
( l 9 7 : J ) P 5 7 ) study suggested: " W e l l , you can't f e e l v e r y g u i l t y 
when you know t h a t even the supers, approve." 

Coupled w i t h t h i s second sense o f "they do i t h i g h e r up" 
( t h e f i r s t sense was "we a l l do i t " ) , i s a t h i r d f o o l i n g o f 
"they do i t t o us". Some of the Wellbrca.ds salesmen merely 
f e e l t h a t t h e y are recouping money t h a t t h e y lose elsewhere and 
t h a t the whole f i d d l e - b u s i n e s s i s one e t e r n a l round. One man 
s a i d , w i t h a note of d e s p e r a t i o n : 

"...You have t o do i t , everybody over
charges you, I know, because we have the 
milkman and the paper-boy c a l l at ou r s , 
and even now, the milkman charges me a 
b i t e x t r a every w e e k . . . a l l door-to-door 
s e l l i n g i s the same..." 

On t o p of t h i s , t h e r e i s always t h e e l u s i v e f e e l i n g t h a t 
some of t h e customers are " t r y i n g i t on". A s p e c i f i c focus f o r 
t h i s sense o f r e t a l i a t o r y i n j u s t i c e i s the f e e l i n g t h a t the 
management i s d e l i b e r a t e l y r o b b i n g the sales f o r c e . V i r t u a l l y 
every roundsman b e l i e v e s t h a t the manager s t e a l money from them 
as a m a t t e r of sales p o l i c y , and most of them f e e l t h a t t h e y , a t 
l e a s t , are i n the possession of a c t u a l p r o o f . One clai m e d , a 
l i t t l e b i t t e r l y : "They're a l l f i d d l i n g i n the o f f i c e , no o f f i c e 
c o u l d be as incompetent as ours w i t h o u t a f i d d l e behind i t " , but 
f o r many, no r e a l reasons are p r e s e n t , j u s t manaical b e l i e f . For 
example, one salesman s a i d : " I wish I knew what they were up t o 
i n t h e o f f i c e , I know t h e y ' r e on the f i d d l e somehow". Some men 
do, however, seem t o have l a t c h e d onto d i s c r e p a n c i e s which can 
o n l y be e x p l a i n e d i n one way: 
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" . . I can's say f o r sure t h a t t h e r e ' s a 
f i d d l e g o i n g , "but i t makes you s u s p i c i o u s 
...take cake w a s t e . . . t h a t must be a 
f i d d l e . . . w h y were t h e y c u t t i n g i t ? . . " 

" . . . I ' v e seen i t . . . . I ' v e gone i n t o the 
o f f i c e some days, and the s u p e r v i s o r s 
are w o r k i n g out the c o m p e t i t i o n s , and 
t h e y say: 'Oh, t h a t can't be r i g h t ' and 
t h e y knock i t o f f . . . not the daturas, t h e y 
c l i p the s a l e s . . . i t makes you s u s p i c i o u s . . . " 

" . . . I caught the c n i e f accountant once... 
w e l l , he was caught s e v e r a l t i m e s . . . I caught 
him on the round once, t a k i n g s t u f f out of 
the boot of h i s car, and p u t t i n g i t i n t o 
someone e l s e ' s . . . " 

The sense of r e t a l i a t i o n i s also f e d by the c y n i c i s m t h a t 
comes n a t u r a l l y w i t h the a d o p t i o n o f the s e l l i n g r o l e from con
s t a n t l y d e a l i n g w i t h s t u p i d people. Here, the sense t h a t "they 
deserve t o lo s e i t " i s born. A s h o p l i f t e r ( i n Launay, 1974) 

s a i d : "People who work i n bookshops are so dim t h e y ' r e a s k i n g 
f o r i t " , and e q u i v a l e n t sentimenst are found amongst the bread 

(?) i ^ salesmen. One man s a i d : " I j u s t say t h a t t h e bloke (customer) 
i s a bloody f o o l i t you can get away w i t h i t " , and two more, t h a t ; 

" . . . I l o o k at i t t h i s way, i t t h r y ' r e 
s t u p i d enough t o l e t you do i t , t h e n 
t h e y deserve t o have i t done t o them..." 

"...Mind you, I o n l y used t o do i t t o 
awkward customers, the ones t h a t used t o 
make me run back t o the van f o r t h i n g s . . . 
s o r t o f r e t a l i a t i o n . . . " 

A nother c l a s s i c sense of r e t a l i a t i o n d e r i v e s from t h e d e f 
i n i t i o n o f the v i c t i m as r i c h enough t o e a s i l y w i t h s t a n d t h e l o s s , 
or s u f f i c i e n t l y w e l l i n s u r e d t o r e - c l a i m i t (see, f o r example, the 

( a ) Large s t o r e s again s u f f e r on t h i s score. S u t h e r l a n d (19 37» P 176) 
r e p o r t s t h a t p r o f e s s i o n a l t h i e v e s use the "conscience p a l l a t i v e " 
o f j u s t i f y i n g h i t t i n g b i g s t o r e s because of the low wages t h a t 
those s t o r e s pay t o t h e i r s t a f f . Goffman ( 1952 , P 2J9) suggests 
t h a t i f those " s e r v i c e o c c u p a t i o n s which i n v o l v e r o u t i n e c h e a t i n g " 
d i d n ' t a l r e a d y f e e l i t , t h e y would have t o i n d u l g e i n thus 
i n s t r u m e n t a l "audience-blackening". 
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knowledge t h a t dockers have of the i n s u r a n c e - c l a i m p o s s i b i l i t i e s 
which the ship-owners from whom th e y p i l f e r have, i n Mars, 1 9 7 4 ) . 

One o f t h e salesmen, speaking f o r many of t h e men, s a i d : "You 
don't f e e l so g u i l t y w i t h t h e b i g s t o r e s . . . you knew i t ' s wrong, 
but you know t h a t t hey are a l l o w e d wastage." 

A c l o s e l y r e l a t e d sentiment t o t h a t of "they can a f f o r d i t " 
( a ) 

i s "nobody s u f f e r s " . S h o p l i f t e r s apprehended i n l a r g e c h a i n 
s t o r e s , (Launay, ibi_d) say: " I f t h e y were n i c e , i f t h e y were 
human and cared about you, I wouldn't do i t . But i t ' s l i k e r o b b i n g 
a machine". And a p i l f e r e r who t a l k e d t o H o r n i n g (1970 , p 55) 

suggested: " I t ' s l i k e a c o r p o r a t i o n . . i t 1 s not l i k e t a k i n g i t from 
one person...the people j u s t i f y i t be s a y i n g t h a t the c o r p o r a t i o n 
wouldn't be h u r t by i t . . . t h e j u s t j a c k the p r i c e up and .screw 
the customer." Smigel and Ross ( 1970 , p 7 ) suggest, s e n s i b l y , 
t h a t : 

"...crimes a g a i n s t l a r g e o r g a n i s a t i o n s are 
more acceptable t o the p u b l i c than are o t h e r 
c a t e g o r i e s of c r i m e ( b e c a u s e ) out system 
of e t h i c s l a c k s r u l e s which s p e c i f i c a l l y 
a P p l y "to r e l a t i o n s h i p s between i n d i v i d u a l s 
and l a r g e o r g a n i s a t i o n s . . . " 

( a ) I n v i c t i m l e s s c r imes, i t i s easy f o r the c r i m i n a l t o - i n v o k e the 
s p i r i t of the D e n i a l of I n j u r y . Velarde's (1975» P 262) r e l i e f -
masseuses t y p i c a l l y (and r i g h t e o u s l y ) c l a i m e d : "'Who are we 
h u r t i n g ? We don't have obnoxious signs out on f r o n t , no b a r k e r s 
d r a g g i n g u n w i l l i n g c i t i z e n s i n s i d e . Everyone who comes i n t o ask 
f o r our s e r v i c e s does so of t h e i r own f r e e w i l l and t h a t i n c l u d e s 
the p o l i c e who come i n t o bust us. 1" Brennan (1974» P 390) n i c e l y 
r e p o r t s : " . . . I n a b o r t i o n , a major approach used t o deny the 
v i c t i m i s t h r o u g h a s e r i e s o f words - g l o b o f p r otoplasm, con
c e p t u a l or f e t a l m a t e r i a l , conccptus, a b o r t u s , piece of t i s s u e , 
which convey the i m p r e s s i o n what what e x i s t s i n pregnancy i s a 
less-than-human e n t i t y . These a b s t r a c t l i n g u i s t i c c a t e g o r i e s 
have the e f f e c t o f d e p e r s o n a l i s i n g the unborn t o the s t a t u s of 
a n o n - v i c t i m , an o b j e c t d e v o i d of humanity.." Brennan ( i b i d ) 
adds t h a t t h i s i s t e c h n i c a l l y supported by t h e p h y s i c a l l y des
t r u c t i v e e f f e c t s of vacuum a s p i r a t i o n upon the f o e t u s , and by the 
l a c k of f o e t a l movement b e f o r e 16 weeks. N e v e r t h e l e s s , i t i s poss
i b l e ( a l t h o u g h I cannot r e c a l l b e i n g o f f e r e d t h i s r e a s o n i n g from 
any o f t h e sa.lesmen)for those who have c l e a r l y c r e a t e d v i c t i m s 
t o f e e l t h a t t hey are s i m u l t a n e o u s l y d o i n g them a f a v o u r . For 
example, Z e i t l i n (1971» P 26) quotes the f o l l o w i n g case: "one 
f e l l o w argued inger.nourO y t h a t h i s t h e f t a of men's c l o t h i n g 
a c t u a l l y b e n e f i t e d the s t o r e , by h i s b e i n g seen around the town 
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Calm (1955? P 199) c l a i m s t h a t the f o l l o w i n g maxim a p p l i e s : 
"As soon as the owner becomes too l a r g e or two impersonal t o 
pe r m i t an i m a g i n a t i v e i n t e r c h a n g e w i t h him, even v e r y honest men 
may act as though they.were b l i n d t o h i s r i g h t s " , T h is s u g g e s t i o n 
n i c e l y t r a n s l a t e s Smigel and Ross' ( i b i d ) ' l a c k of moral r u l e s 
s p e c i f y i n g the r e l a t i o n s h i p between i n d i v i d u a l s and c o r p o r a t i o n s ' 
i n t o a c t i o n p r e s c r i p t i o n . For the i n s i d e man, Gort (1959> P 340) 

does a s i m i l a r j o b . He suggests t h a t , f o r the employee.is faced 
w i t h "mere f i g u r e s i n a l o d g e r , which have no moral meaning -", and 
which can be f a l s i f i e d w i t h o u t c o n f r o n t i n g any s c r u p l e s . 

G i v i n g f i n a l b r e a t h t o c o u n t e r - d e n u n c i a t i o n i s t h e f e e l i n g 
t h a t e i t h e r " t h e i r i n a c t i v i t y s a n c t i o n s i t " , or " t h e i r l a c k of 

( a ) 
e nforcement-consistency i n v i t e s i t " . Two of t h e Wellbreads 
salesmen s a i d : 

"...They know what goes on, and they 
don't do much about i t . . . 
(Managing D i r e c t o r ) worked up from the 
ranks...he knows a l l about i t . . " 

"...They seem t o t h i n k t h a t t a k i n g 
bread from them i s wrong and f i d d l i n g 
t h e i r customers i s r i g h t . . . " 

These e x t e n s i v e d i r e c t a t t a c k s are "balanced" by m i t i g a t i n g 
s e l f - a d m i s s i o n s which merely a f f e c t a t a n g e n t i a l , g l a n c i n g blow 
a t t h e f e e l i n g s which the R h e t o r i c of R e c o n c i l i a t i o n i s designed 
t o 'overcome. Where ' q u a l i f i e d admission' i n v o l v e s ( a t t h i s l e v e l 
of s e l f - d e v e l o p m e n t ) a v a r i e t y o f forms of c o u n t e r - d e n u n c i a t i o n , 
' m i t i g a t e d admission' appeals t o h i g h e r l o y a l t i e s . G e n e r a l l y , as 

(Contd) i n the New Look." G e n e r a l l y , howqver, when t h e r e i s a v i c t i m 
r a d i c a l j u s t i f i c a t i o n becomes a p o l o g e t i c . For example, cheque-
f o r g e r s support t h e i r a c t i v i t y w i t h the b e l i e f t h a t "You can't 
k i l l anyone w i t h a f o u n t a i n pen" (quoted i n Gibbons and G a r r i t y , 
1962, p 3 4 ) . 

( a ) ( Cf. W i l k i n s , I 964, p 5 l ) « Another well-known p o s s i b i l i t y not 
e x e r c i s e d by the Weilbreads salesmen may be c h a r a c t e r i s e d as 
the "Capone whine" (see, K o b l e r , 1971)• The "Capone whine" asser 
"they want us t o do i t ( p u b l i c demand s a n c t i o n s i t ) ' . Capone 
f r e q u e n t l y j u s t i f i e d h i s i l l i c i t a c t i v i t i e s ( b o o t l e g g i n g , gamb
l i n g , p r o s t i t u t i o n ) merely by p o i n t i n g out how many u p r i g h t 
c i t i z e n s used t h e s e r v i c e s he p r o v i d e d . 
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Matza (1964j P 15B) t a l k s of the Appeal t o Higher L o y a l t i e s i n 
terms of c o n f l i c t i n g customary c o n v i c t i o n s which: 

"..merely h o l d the o f f e n c e t o be m i t i g a t e d . 
the act i s s t i l l wrong, and warrants o f f i c i a l 
i n t e r v e n t i o n ; but l e s s wrong because i t was 
m o t i v a t e d and i n s p i r e d by sentiments t h a t i n 
a d i f f e r e n t c o n t e x t everybody would consider 
f i n e and noble. Thus, the i l l e g a l behaviour 
obscures an e t h i c a l a c t . . . " ( a ) 

I n the f a c t o r y , t h i s f e e l i n g adopts the t w i n economic 
themes of "we need i t " , and "we deserve i t " . "We need i t " r e l a t e s 
low pay w i t h the management's known knowledge of the f i d d l e . 
The men t h a t t a l k i n these terms are o v e r t l y r e c o g n i s i n g the 
i n v i s i b l e p o r t i o n of t h e i r wages: 

" . . . £ 3 0 a week, do you t h i n k t h a t ' s good? 
when you have t o get up at 3.00 i n the 
morning i n m i d - w i n t e r ? . . . 6 days a week?..." 

" . . . ( s u p e r v i s o r ) I wouldn't come i n at 
the times and work the hours t h a t these 
b l o k e s d o . . . I t h i n k they've got t o be 
rewarded f o r it„,." 

" . . . I don't b o t h e r about i t at a i l . . . I j u s t 
t h i n k i f . o f as s u b s i d i s i n g my wages, t h a t ' s 
a l l . . . " 

"We deserve i t " , on the o t h e r hand, combines e s t i m a t i o n s 
of work done, w i t h d e f i n i t i o n s o f acceptable standards of l i v i n g . 
Two salesmen t o l d me: 

(a ) The words " i n another c o n t e x t " opens the door t o the a n a l y s i s 
of competence i n c o n t e x t - r e a d i n g presented above (Chapter Three). 
To l o o k at 1 t t h i s way, the appeals j u s t do not apply t o t h i s 
c o n t e x t . To read them as b e i n g a p p l i c a b l e mistakes the f a n t a s y 
f o r the r e a l i t y o f power. They d£ apply t o empowered p o s i t i o n s , 
and not t o powerless ones. To miss t h i s m e t a - c o n t e x t u a l q u a l i f 
i c a t i o n i s t o i n c o m p e t e n t l y read the s i t u a t i o n l i t e r a l l y . 

( b ) As Abramson (l949> P 9) notes, t h e r e are some embezzlers who 
o n l y embezzle money t h a t t hey f e e l t h ey are 'owed' because t h e y 
have not r e c e i v e d promised wage-rises, back-pay, e t c . Remarkably, 
i n such cases, when they f i n a l l y get t h e r i s e t o which they 
thought they were i n i t i a l l y e n t i t l e d , i f amounting t o more than ' 
they had c a l c u l a t e d they were worth, they s t a r t p a y i n g money sec
r e t l y back t o the f i r m ; T h is f e e l i n g here, however, r e f e r s t o the 
salesmen's personal c a l c u l a t i o n s of wage and p e r s o n a l worth 
which u n d e r p i n (and i n f a c t arc e s s e n t i a l f o r ) the " i n v i s i b l e " 
s t r u c t u r e d e s c r i b e d at the end of Chanter Four. 
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" . . i t i s a s o r t o f general f e e l i n g . . . 
I koww t h a t i t ' s a bad a t t i t u d e t o t a k e , 
( l a u g h ) . . . i t ' s l i k e i f someone threw a 
stone t h r o u g h my window, and then I s t a r t 
d o i n g i t , j u s t because everybody e l s e 
does...but you can't l i v e on the normal 
wage... t h a t ' s why i t r e a l l y i s need..." 

" . . . I don't l i k e t o do i t . . t h a t ' s a l l 
t h e r e i s t o i t . . . i t ' s p a r t o f the job as 
f a r as I'm converncd...I've got t o do 
i t because everybody else does..." 

Thus, by e x h a u s t i v e c o n v e r s i o n of t h e self-maintenance 
t e r m i n o l o g y , w i t h an emphasis on t i m i n g , r a t h e r than upon success, 
the s p e c i f i c f i d d l i n g s e l f of the salesman i s b o t h i n n o c u l a t e d 
from and i n s u l a t e d a g a i n s t the moral i m p l i c a t i o n s of r u l e - i n f r a c t i o n , 
and from the kknowledge of the s e l f as r u l e - b r e a k e r . 
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THE STRUCTURAL ORIGINS OF NORMATIVE SUPPORT: A SUBCULTURE 
OF FIDDLING 

"...Occupational crime cannot be f u l l y 
u nderstood v j i t h o u t r e f e r e n c e t o the 
s t r u c t u r e and values of s o c i e t y . . . " 

( C l i n a r d and Quinney, 19t>7, p 195) 

Salesmen do not b e l i e v e t h a t f i d d l i n g w i l l e v e n t u a l l y 
overthrow the c a p i t a l i s t economy. Although, as M i l l s (1951> P 16^ 

d e l i c a t e l y puts i t , "they arc not c a p t a i n s o f i n d u s t r y , but the 
c o r p o r a l s or r e t a i l i n g " , t h e y f u l l y b e l i e v e themselves t o be i n 
the same army. The v a l u e system t o which t h e Wellbreaa salesmen 
subscribe i s the v a l u e system of a c q u i s i t i v e , s m a l l - t i m e business 
The s u r r o u n d i n g moral precepts o f business, however, are t i n k 
ered w i t h , and t h i s produces a s u b c u l t u r a l v e i s i o n o f the con
v e n t i o n a l t r a d i t i o n of commerce. R e l a t i v e l y i n t e g r a t e d s u b c u l 
t u r e s o f t h i s n a t u r e are d e f i n e d by Matza (1964* P 52 ) : 

" . . . t h e code i s r e l a t i v e l y l a t e n t . I t i s 
not w r i t t e n . . . ( a n d i s ) c h a r a c t e r i s e d as a 
r e l a t i v e l y i n a r t i c u l a t e o r a l t r a d i t i o n . 
I t s p r ecepts are n e i t h e r c o d i f i e d not 
f o r m a l l y t?" ,ansrnitted. Rather t h e y are 
i n f e r r e d from .action which o b v i o u s l y 
i n c l u d e s speech...Thus, they i n f e r i d e o l 
ogy from each o t h e r . . . I t i s cued...the 
mutual i n f e r e n c e i s a . . . s u b c u l t u r e . . . " 

The customs of the s u b c u l t u r e are d e l i c a t e l y balanced 
between c o n v e n t i o n a l and c r i m i n a l a c t i v i t y , c r e a t i n g , i n e f f e c t , 

( a ) Needless t o say, w h i t e - c o l l a r e n t r e p r e n e u r i a l values are not 
those which b l u e - c o l l a r workers are supposed t o subs c r i b e t o 
(See, D i t t o n , 1975). 
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what Matza ( 1 9 6 I , p 105) c a l l s a "subterranean" v e r s i o n of con
v e n t i o n a l business l i f e : 

"...Thus, the i n d i v i d u a l d e v i a n t i s 
l i n k e d t o the s o c i e t y i n minimal f a s h i o n 
though companies of d e v i a n t s and th r o u g h 
l o c a l i s e d t r a d i t i o n s . To speak of sub
t e r r a n e a n t r a d i t i o n s i s t o extend the 
n o t i o n of l i n k i n g t o the wider s o c i a l 
system; i t i s t o p o s i t connections 
between l o c a l i s e d d e v i a n t t r a d i t i o n " , 
and the broader t r a d i t i o n s of c o n v e n t i o n a l 
s o c i e t y . The n o t i o n of subterranean 
i m p l i e s t h a t t h e r e i s an ongoing d i a l 
e c t i c between c o n v e n t i o n a l and d e v i a n t 
t r a d i t i o n s , and t h a t , i n the process 
of exchange, b o t h are m o d i f i e d . . . " 

The subterranean v e r s i o n of business - f i d d l i n g - l i v e s 
side by side w i t h c o n v e n t i o n a l a c t i v i t y as a s i m p l i s t i c and 
"incompetent" ( i n t h e sense i n which t h a t word- was d e f i n e d i n 
Chapter Three) e x t r a c t i o n and undue emphasis of some of i t ' s 
miner values and moral i m p e r a t i v e s . An iincompetent r e a d i n g , t h e n , 
t h a t takes l i t e r a l l y some m e t a p h o r i c a l l y meant i m p e r a t i v e s . 
Subterranean t r a d i t i o n s , w h i l s t p u b l i c a l l y denounced and o n l y 
adhered t o by a m i n o r i t y of the p o p u l a t i o n , are f a m i l i a r t o , 
and t o l e r a t e d b;v, l a r g e segments of s o c i e t y , who experience 
c o n v e n t i o n a l v e r s i o n s of the same bas i c t r a d i t i o n . The r e a c t i o n 
t o subterranean v e r s i o n s i s c r u c i a l l y d e f i n i t i v e o f the 
p u b l i c a l l y experienced and p r i v a t e l y f e l t sentiment toward the 
f i d d l e . As Matza ( i b i d ) puts i t : 

"...these t r a d i t i o n s are viewed w i t h ambi-
balence i n t h e p r i v a c y of c o n t e m p l a t i o n by 
a m a j o r i t y of a d u l t s , and, t h u s , p u b l i c 
r e a c t i o n s are s u b j e c t t o f a d d i s h o s c i l l 
a t i o n r a n g i n g from sympathetic t o l e r a n c e 

'to o u t r i g h t s uppression.... whenever t h e r e 
are a v a i l a b l e countertjiemes, t h e r e w i l l be 
v a r y i n g degrees of indulgence i n these 
t r a d i t i o n s r a n g i n g from r e l a t i v e l y complete 
immersion t o o c c a s i o n a l v i c a r i o u s apprec
i a t i o n . . . " 
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S t r u c t u r e of Conventional Support and B e t r a y a l 

B a s i c a l l y , the norms s u p p o r t i v e of c o n v e n t i o n a l a c t i v i t y 
are the v e r y norms vjhich support the subterranean v e r s i o n o f 
t h a t a c t i v i t y . Cavan (1964.. P 237) scees a " c e r t a i n degree o f 
comrnensuralism and c o o p e r a t i o n " between crime and business, and 
Schur (1969, p I85-6) sees i n t e r e s t i n g p a r a l l e l s between bus
iness and some types o f crime ( e s p e c i a l l y f r a u d ) : 

"...Of course, t h i s u n d e r c u r r e n t of val u e s 
conducive t o business crimes and r e l a t e d 
o f f e n c e s i s not s u r p r i s i n g , g i v e n the e x t 
ensive i n f l u e n c e of the "business s p i r i t " 
i n cur s o c i e t y . Indeed, c e r t a i n o f the 
valu e s t h a t h e l p promote c r i m i n a l i t y i n 
America are f a r from b e i n g subterranean 
i n c h a r a c t e r . Thus, s o c i o l o g i s t Donald T a f t 
has c i t e d the f o l l o w i n g c h a r a c t e r i s t i c s o f 
American s o c i e t y as having p o s s i b l e s i g n i f 
icance i n the c a u s a t i o n o f crime: " i t s 
dynamic q u a l i t y , c o m p l e x i t y , m a t e r i a l i s m , 
grwwong i m p e r s o n a l i t y , i n d i v i d u a l i s m , 
i n s i s t e n c e upon the importance o f s t a t u s , 
r e s t r i c t e d group l o y a l t i e s , s u r v i v a l s o f 
f r o n t i e r t r a d i t i o n s , race d i s c r i m i n a t i o n , 
l a c k o f s c i e n t i f i c o r i e n t a t i o n i n t h e 
s o c i a l f i e l d , t o l e r a n c e of p o l i t i c a l c o r r 
u p t i o n , g e n e r a l f a i t h i n lav/, d i s r e s p e c t 
f o r some lav;, and acceptance o f q u a s i - c r i m 
i n a l e x p l o i t a t i o n . . . " 

These values c a r i c a t u r e , b u t e s s e n t i a l l y r e f l e c t the s t r u c t u r e 
o f B r i t i s h s o c i e t y . At r o o t , they stern from a normative o r d e r which 
hinges upon business i t s e l f . These norms are r e a l l y q u a l i f i e d 
g u i d e l i n e s f o r a zone o f acceptable a c t i v i t y , r a t h e r t h a n c a t e g 
o r i c a l i m p e r a t i v e s demanding p a r t i c u l a r courses of a c t i o n . Matza 
and Sykes (1957, p 251) r e f e r t o t h i s as the " f l e x i b i l i t y " o f 
c o n f o r m i t y p r e s c r i p t i o n s , i n d i c a t i n g t h a t t h e i r a p p l i c a b i l i t y i s 
l i m i t e d t o p a r t i c u l a r circumstances. Katza (1964, P 62-3) , i n h i s 
i n i m i c a b l e s t y l e , suggests: 
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"...Beneath the s u f f a c e d i f f e r e n c e s l i e s 
an obscured s i m i l a r i t y . . . the c o n t i n u e d ex-
i s t a n c e o f the s u b c u l t u r e i s f a c i l i t a t e d 
and perhaps even dependant upon support and 
re i n f o r c e m e n t from c o n v e n t i o n a l sources, 
The s u b c u l t u r e i s b u t t r e s s e d by b e l i e f s 
t h a t f l o u r i s h i n i n f l u e n t i a l s e c t o r s of 
the normative order...The s u b c u l t u r e . . . 
r e c e i v e s c u l t u r a l support from convent
i o n a l t r a d i t i o n s . . . " 

Support f o r f i d d l i n g d e r i v e s s p e c i f i c a l l y from the i r o n y 
of d e f e a s i b i l i t y i n lav;. Hart (1952, p 161-2) suggests t h a t 
d e f e a s i b l e concepts are " t o be d e f i n e d t h r o u g h e x c e p t i o n s and 
not by a s e r i e s of necessary and s u f f i c i e n t c o n d i t i o n s . " 
L i a b i l i t y , f o r example, depends upon the s u c c e s s f u l d e m o n s t r a t i o n 
t h a t the excusing or i n v a l i d a t i n g c o n d i t i o n s o f the concept do 
not p e r t a i n i n t h i s p a r t i c u l a r case. S i m i l a r l y , licllugh (197^, 

p I64) suggests t h a t "deviance i s t o f a i l i n the absence o f 
c o n d i t i o n s o f f a i l u r e . " I n t h i s sense, n e u t r a l i s a t i o n i s 
based upon what Mat.z.a and Sykes (l957> P 257) r e f e r t o as 
"unrecognised ext e n s i o n s of defences t o crimes". The r e l a t i o n s h i p 
o f t h e d e v i a n t t o the c o n v e n t i o n a l o r d e r i s thus one o f w e l l -
reasoned i n t e r p r e t a t i o n . I n t h i s way, c u l t u r a l support i s i r o n 
i c a l l y r e c e i v e d f o r d e v i a n t a c t i v i t y . Mat?,a (1964, P 59> 7^» 74) 

c o n t i n u e s : 

"...The norms and sentiments of the sub
c u l t u r e are b e l i e f s t h a t f u n c t i o n as the 
e x t g n u a t i n g c o n d i t i o n s under which ( i n 
f r a c t i o n ) . . . i s p o s s i b l e . . . Norms, espec
i a l l y l e g a l norms, may be n e u t r a l i s e d . 
C r i m i n a l lav; i s e s p e c i a l l y s u c c e p t i b l e 
o f n e u t r a l i s a t i o n because the c o n d i t i o n s 
o f a p p l i c a b i l i t y , and thus i n a p p l i c a b i l i t y 
are e x p l i c i t l y stated....because i n law 
the c o n d i t i o n s arc s p e c i f i e d , n e u t r a l i s 
a t i o n i s not p o s s i b l e , i t i s i n v i t e d . . . . 
t h e lav; c o n t a i n s the seeds of i t s own 
n e u t r a l i s a t i o n . . . t h e s u b c u l t u r e (member) 
u n w i t t i n g l y extends the c o n d i t i o n s o f 
i n a p p l i c a b i l i t y . . . N e u t r a l i s a t i o n o f l e g a l 
p r e c e p t s depends p a r t l y on e q u i v o c a t i o n -
the u n w i t t i n g use o f concepts i n markedly 
d i f f e r e n t ways. . .Each p o i n t i n lav; i s 
extended, and i n t h a t sense, d i s t o r t e d . . " 
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But w h i l s t support i s f o r t h c o m i n g , c r i m i n a l a c t i v i t y i s 
a d d i t i o n a l l y s u b j e c t t o p u b l i c d i s q u a l i f i c a t i o n . The v e r y f a c t 
of banning an a c t i v i t y t r a n s f o r m s i t s p r a c t i c e t h r o u g h the moral 
i n j e c t i o n o f g u i l t . A l t h o u g h g u i l t may be managed, or t o t a l l y 
n e u t r a l i s e d , s t r u c t u r a l support i s thus c o n d i t i o n a l upon t h e 
e x t e n t of c u l t u r a l b e t r a y a l . 

I n a d d i t i o n , n e u t r a l i s a t i o n i s not a process t h a t needs 
t o be r e - c r e a t e d , de novo, by each d e v i a n t . N e u t r a l i s a t i o n s are 
ready-made, processed, and d e l i v e r e d t h r o u g h the channels of 
symbolic communication. Stocks of n e u t r a l i s a t i o n s , p o s i n g as 
motives, are c u l t u r a l l y s t o r e d , and e x i s t as shared " h a b i t s of 
t h o u g h t " ( H a r t u n g , 19^5, p 135)> c r e a t i n g what L o f l a n d (1966, 

p 88) c a l l s a "pool of p u b l i c a l l y l e g i t i m a t e d p l a t i t u d e s " . The 
v e r b a l i s a t i o n s d e r i v e d from these popular i d e o l o g i e s are assim
i l a t e d and i n t e r n a l i s e d by i n d i v i d u a l s , and p u b l i c a l l y or p r i v 
a t e l y r e g u r g i t a t e d at m o t i v a t i o n a l ! : / a p p r o p r i a t e i n t e r v a l s . 

The d e v i a n t thus i n e f f e c t p a r t i c i p a t e s i n what Jackman, 
et a l . , II963) r e f e r t o as a "dual w o r l d " . Having a f o o t i n both 
the c o n v e n t i o n a l and subterranean camp gi v e s the f i d d l e r a n i c e l y 
balanced (what Matsa, I964 , p 5^> c a l l s "two minded") w o r l d l y 
p e r s p e c t i v e . 

"Business" and the P i d d l e : Conventional T r a d i t i o n 
and Subterranean V e r s i o n . 

"...A merchant s h a l l h a r d l y keep h i m s e l f 
from doing wrong, and a h u c k s t e r s h a l l 
not be f r e e d from sin...As a n a i l s t i c k e t h 
f a s t between the j o i n i n g s of the stones, 
so d o t h s i n s t i c k c l o s e t o buying and 
s e l l i n g . . . " 

( E c c l e s i a s t e s , 27=2. i n Geis, 1963, p 8) 
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" . . . I l l i c i t p r a c t i c e s , of every form and 
shade, from v e n i a l d e c e p t i o n t o a l l but 
d i r e c t t h e f t , may be brought home t o the 
h i g h e r grades of our commercial w o r l d . 
T r i c k s innumerable, l i e s acted or u t t e r -
er, e l a b o r a t e l y d e v i sed f r a u d s , are 
p r e v a l e n t - many of them e s t a b l i s h e d 
as "customs of the t r a d e " ; nay, not 
o n l y e s t a b l i s h e d , but defended..." 
(Spencer, "The Morals of Trade", i n Hartung, 

1953, P 33) 

The f i d d l e r ' s c o n v e n t i o n a l r e f l e c t i o n i s the s m a l l - t i m e 
c a p i t a l i s t e n t r e p r e n e u r , what Veblen r e f e r r e d t o as the " i d e a l 
p e c u n i a r y man" (quoted i n S u t h e r l a n d , 1949, u 2 1 7 ) , the b a s i c -

(a) 
commission salesman, the epitorny o f the c a p i t a l i s t " s p i r i t " . 
The key f e a t u r e s of th e c a p i t a l i s t g e i s t t h a t the s u b c u l t u r e of 
f i d d l i n g r e f l e c t s are d u t i f u l , n o n - h e d o n i s t i c unscrupulousness. 
Weber ( 1930 , P 5 1 , 53, 57) reminds us: 

"...above a l l t h e idea of a du t y of an 
i n d i v i d u a l toward the inc r e a s e of h i s 
c a p i t a l , which i s assumed as an end 
i n i t s e l f . . . above a l l c o m p l e t e l y d e v o i d 
of any eudaemonistic, not t o say hedon
i s t i c , a d mixture... The u n i v e r s a l r e i g n 
of a b s o l u t e unscrupulousness i n the 
p e r s u i t of s e l f i s h i n t e r e s t e s i n the 
making of money..". 

(a ) I m p o r t a n t l y , i t i s business (and not j u s t c a p i t a l i s m ) which i s . 
c o n v e n t i o n a l v e r s i o n o f f i d d l i n g . White c o l l a r crime (and, p r e s 
umably, f i d d l i n g ) occurs i n the U.S.S.R., (see, F e i f e r , l y o p ) , 
as w e l l as i n the U.S.A. However, the j u d i c i a l d i s p o s i t i o n o f 
s u c c e s s f u l l y prosecuted o f f e n d e r s v a r i e s c o n s i d e r a b l y between 
the two c o u n t r i e s . I n the U.S.S.R., (where w h i t e c o l l a r c r i m 
i n a l s t y p i c a l l y set up p r i v a t e e n t e r p r i s e systems w i t h s t a t e -
owned goods - here, f i d d l i n g _is c a p i t a l i s m ) , w h i t e c o l l a r c r i m 
i n a l s are g e n e r a l l y shot I Mannheim (1965 , P 497) e x p l a i n s : "The 
Russian w h i t e c o l l a r c r i m i n a l s are not those who t r y t o r e s t r i c t 
f r e e c o m p e t i t i o n but those who t r y t o compete w i t h the economic 
a c t i v i t i e s o f the m o n o p o l i s t i c s t a t e . " I n the U.S.A., on the othe 
hand, b o t h business and business crime are c a p i t a l i s t i c , and 
business crime i s processed a c c o r d i n g l y . Only 26/6 of w h i t e c o l l a r 
c r i m i n a l s i n the U.S.A. are imprisoned, the r e s t are j u s t f i n e d , 
Robin, I 9 6 7 . Lane ( 1953 , P 96) i n d i c a t e s t h a t i t i s pro-business 
conservatism ( r a t h e r than any a n t i - b u s i n e s s s e n t i m e n t s ) t h a t feed 
i l l e g a l i t y . T h is i s i n accord w i t h Quinney's (1964, ? 214) f i n d 
i n g t h a t p r e s c r i p t i o n v i o l a t i o n i s more l i k e l y amongst those 
pharmacists who d e f i n e pharmacy as a business, t h a n amongst those 
who t h i n k o f i t as a p r o f e s s i o n . 
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C o n v e n t i o n a l business manages t o succeed o n l y by p r a c t -
(a ) 

i c i n g one set of v a l u e s w h i l s t p u b l i c a l l y espousing another. 
The j u s t i f y i n g p h i l o s o p h i e s o f o r g a n i s a t i o n s are r a r e l y t h e i r 
w o r king ones. To take j u s t one example, ' p r o f i t maximisation' i s 
the j u s t i f y i n g p h i l c s o p h y of the managerial c l a s s . A c t u a l w o r k i n g 
use o f such an i d e a l would be economic d i s a s t e r : o v e r - p r o d u c t i o n 
v/ould c r e a t e a g l u t . So, i l l e g a l c a r t e l s are o f t e n c o n s t r u c t e d 
( f o r example, the I n c r e d i b l e E l e c t r i c a l Conspiracy, Smith, I 9 6 I ) , 

as the i n e v i t a b l e and regx'ettable r e s u l t of u n r e s t r a i n e d c a p i t 
a l i s m . ^ ^ The f i d d l e r , e x a s p e r a t i n g l y , a c t u a l l y operates upon the 
b a s i s of c a p i t a l i s m 1 s j u s t i f y i n g p h i l o s o p h y . To paraphrase I-latsa, 
the f i d d l e r m i s i n t e r p r e t s the c o n d i t i o n s of a p p l i c a t i l i t y ( i . e . , 
j u s t i f i c a t i o n o n l y ) of the p h i l o s o p h y of c a p i t a l i s m , and n a i v e l y 
sees the p h i l o s o p h y ss a set of p r a c t i c a l , p r o c e d u r a l r u l e s . I n 
o t h e r words- the f i d d l e r makes an incompetent r e a d i n g o f the 
p h i l o s o h p y (see Diagram 7 on page 149 5 a ^ d t e x t et s c q . ) . A b surdly, 
the f i d d l e r b e l i e v e s t h a t j u s t because the v a l u e s of business 
may be a t t a c h e d t o the p r a c t i c e s of crime, t h a t t h i s i s enough 

(a) A somewhat more sympathetic i n t e r p r e t a t i o n i s p r o v i c e d by 
C l i n a r d and Quinney (1967 , p 195) v j n o note t h a t many convent
i o n a l business p r a c t i c e s have o n l y r e c e n t l y been c r i m i n a l i s e d . 

(b ) I should note here t h a t t h e r e are two ways o f l o o k i n g at the 
c o i n c i d e n c e of crime and business. To view business as crime, 
and crime as business. I am c h i e f l y concerned w i t h the former, 
but i n terms of the l a t t e r , see S e l l i n 1963? and Ruth, 19°7 » 
p 1 2 1 , who n o t e s : "...The d r i v e toward success i n the l e g i t i m a t e 
w o r l d produces unrneasurable pressures toward i l l e g i t i m a t e rnenns. 
Does o r g a n i s e d crime e x p l o i t a p r e - e x i s t i n g e t h i c ? I s i t merely 
t h a t e t h i c s t r i p p e d of i t s handsome t h e o r e t i c a l g l o s s and p r a c t 
i c e d i n a somewhat cru d e r form?..." For an e x c e l l e n t example of. 
a d e s c r i p t i o n of crime framed i n the business v e n a c u l a r , see 
Cham'bl:i ss, 1972. Sutherland's (1937» P 140) p r o f e s s i o n a l t h e i f 
a l s o seems v e r y i n t e r e s t e d i n d e f i n i n g h i m s e l f as a 'business
man1 . He says: " . . . P r o f e s s i o n a l s t e a l i n g as a business i s much 
l i k e any o t h e r business.. The c o n v e r s a t i o n among t h i e v e s i s a 
p o l i c e s t a t i o n , p r i s o n , or hangout i s concerned p r i n c i p a l l y w i t h 
t h e i r b u s i n e s s , and i t i s not d i f f e r e n t i n t h a t respect from the 
c o n v e r s a t i o n of monument salesmen i n t h e i r meetings. Business 
p o s s i b i l i t i e s , c o n d i t i o n s , and r e t u r n s are the formost s u b j e c t s 
of c o n v e r s a t i o n , and j u s t as the salesman l e a r n s o f f e r t i l e t e r r 
i t o r y , new methods, new lawe which a f f e c t t h e business, so does 
the t h i e f . I t i n v o l v e s as much hard work as any o t h e r business. 
There i s l i t t l e t h r i l l about i t . . . " 
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i n i t s e l f . Schur (19575 P 301-2) a c c u r a t e l y summarises t h e stock 
of v a l u e s common t o b o t h crime and business. The f i d d l e r reads 
t h i s c o i n c i d e n c e of support f o r a s i m i l a r i t y o f support. Schur says 

"...One system of val u e s which may f o s t e r 
c r i m e , and p a r t i c u l a r l y f r a u d , i n our soc
i e t y , i s t h a t r e l a t i n g t o the phenomena of 
salesmanship. As S u t h e r l a n d notes "the 
confidence games are based e s s e n t i a l l y on 
salesmanship". To a g r e a t e x t e n t , our soc
i e t y i s b u i l t on salesmanship, and the 
term i m p l i e s much more than the mere s a l e 
of m a t e r i a l goods. I n an era when an i n 
creased premium i s b e i n g put on "idea men", 
the a b i l i t y t o " s e l l a b i l l o f goods" ( i n 
the f i g u r a t i v e sense as w e l l as the l i t 
e r a l ) takes on added importance. I t i s 
j u s t t h i s a b i l i t y which t h e s u c c e s s f u l 
conman must demonstrate. C l o s e l y r e l a t e d 
t o " s e l l i n g a b i l l o f goods" i s the c u l t u r a l 
s t r e s s on " p u t t i n g a c r o s s " one's "person
a l i t y " . ..These s o c i a l l y sanctioned a t t r i b 
u t e s arc the v e r y h a l l m a r k - of the exper
ienced s w i n d l e r . . . " ( a ) 

I t i s i n these terms o f ge n e r a l s o c i e t a l membership t h a t 
the f i d d l e r makes an incompetent, n a i v e , l i t e r a l r e a d i n g o f the 
support t h a t he can expect from s o c i e t y as a whole f o r f i d d l i n g . 
I t i s the p r e c i s e s t r u c t u r a l powerlessness o f the ( b l u e - c o l l a r ) 
salesman which makes h i s use of such values b i z a r r e , absurd, and 
misplaced. However, t h i s i s not an i n n o v a t o r y usage. Core business 
v a l u e s have sedimented at the b l u e - c o l l a r l e v e l as a s u b t l e , wry, 
r e f l e c t i o n o f the sentiments from which t h e y were i n i t i a l l y d e r
i v e d . L o f l a n d ( 1966 , p 99 )> f o r example, quotes "Honesty i s the 
best p o l i c y , but business i s busi n e s s , and a businessman would be 
a f o o l i f he d i d n ' t cover h i s ' hs-nd" as t y p i c a l of. "the way t h a t 
business has t r i e d "to interweave t h e moral and commercial o r d e r s . 
But such sentiments were meant f o r p r i v a t e r a t i o n a l i s a t i o n , and 
not f o r p u b l i c p r e s e n t a t i o n . The subterranean adherent not o n l y 

(a ) To cut t h r o u g h t h e a b s u r d i t y i n v o l v e d i n t h e f i d d l e r ' s a b s t r a c t 
i o n o f values from s o c i e t y , we may agree w i t h A l e x Cockburn 
(Review of R.A. Hutchinson, Vesco, i n H.Y.R.B., V o l . x x i i , Marc 
20. 1975): "...Swindles and f r a u d s are best regarded as parodie 
of c o n v e n t i o n a l business behaviour. I n the s w i n d l e , greed 
o u t s t r i p s d i s c r e t i o n . I n c o n v e n t i o n a l b u s i n e s s , d i s c r e t i o n 
tempers greed...". 
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misreads "the c o n d i t i o n s of a p p l i c a b i l i t y o f these warped maxims 
( t h e y are not f o r t h e w o r k i n g c l a s s ) , he a l s o mis-takes t h e i r 
epis"fcemological s t a t u s , and sees them ( l i t e r a l l y ) as r e a l i t y , 
r a t h e r than as r e f l e c t i o n . Thus, t r a d i t i o n a l sardonic comments 
upon the unintended consequences of "business p r a c t i c e , such as: 
" I t ' s a dog-eat-dog w o r l d " , "May the best man win", "Business i s 
b u s i n e s s " , "We are not i n business f o r our h e a l t h " ( S u t h e r l a n d , 
1949, P 240), "No bu siness was b u i l t On t h e b e a t i t u d e s 1 , ( i b i d , 
p 246), " P a t r i o t i s m i s a v e r y b e a u t i f u l t h i n g , but i t mustn't 
be a l l o w e d t o i n t e r f e r e w i t h business" ( i b i d , p 174)5 and "Look 
a f t e r number one", are t a k e n by the f i d d l e r t o be the g u i d i n g , 
r a t h e r than the q u a l i f y i n g moral precepts o f a c t i o n . Popular 
i d e o l o g y i s taken t o s a n c t i o n crime. Cressey (1953? P 97) notes: 

" . . . ( t h e f o i l owing phrases)..anount t o 
i d e o l o g i e s which s a n c t i o n the crime: 
"Some of our most r e s p e c t a b l e c i t i z e n s 
got t h e i r s t a r t i n l i f e by u s i n g o t h e r 
peoples money t e m p o r a r i l y " , " I n the 
r e a l e s t a t e business t h e r e i s n o t h i n g 
wrong about u s i n g d e p o s i t s b e f o r e the 
d e a l i s c l o s e d " , " A l l people s t e a l 
when they get i n t o a t i g h t s pot", the 
use of the v e r b a l i s a t i o n s i n t h i s way 
i s n e c e s s a r i l y proceeded by the obser
v a t i o n o f r a t h e r g e n e r a l c r i m i n a l i d e o l 
o g i e s . ..." 

I n p a r t i c u l a r , f i d d l i n g i s an e x t e n s i o n of the excusing 
c o n d i t i o n s of the s u r f a c e p r a c t i c e of s e l l i n g . W i t h i n s e l l i n g 

( a ) 
s i t u a t i o n s , t h e caveat emptor r i d e r p r e v a i l s . And so, s e l l i n g 
s t t u a t i o n s would e x p r o p r i a t e d i f f e r e n t s e c t o r s o f c o n v e n t i o n a l 
j u s t i f y i n g r h e t o r i c t h a n simple s e r v i c e ones. T a y l o r (l971> P 13! 
adds: 

"...So, f o r example, s t e a l i n g money may 
be made e a s i e r f o r salesmen by the p r e s 
ence I n the c u l t u r e of the phrase "making 
a b i t on the s i d e " . A bank c l e r k however, 

(a) As Gibney ( l y o J , p 24) p o i n t s o u t , the phrase a c t s l i k e a red 
rag t o a b u l l when mentioned t o o l d f a s h i o n e d manufacturers, 
a l t h o u g h o n l y one i n f i v e modern e x e c u t i v e s f u l l y adhere t o i 
i m p l i c a t i o n s (Baumhart, D.961, p 121). 
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can h a r d l y assume h i m s e l f as he contem
p l a t e s d i p p i n g i n t o the t i l l t h a t o t h e r s 
would accept a s i m i l a r m o t i v a t i o n a l 
account f o r h i s contemplated bahavious..." 

The subterranean r a t i o n a l i s a t i o n o f the s e l l i n g process 
( e ) 

r e - c r e a t e s the h i s t o r i c form of '"Dooty" c a p i t a l i s m , where 
the p r i c e , f o r example, f o r a p a r t i c u l a r commodity depends not 
on e l a b o r a t e c o s t i n g procedures, but i n s t e a d upon the amount 
of money t h a t a p a r t i c u l a r salesman can e x t r i c a t e from a p a r t 
i c u l a r customer on each occasion. ̂ ) Thus, the d i s t u r b i n g 
r e f l e c t i o n or c a r i c a t u r e of o r d i n a r y business t h a t f i d d l i n g 
r e p r e s e n t s , c a l l s f o r an ambiguous and o s c i l l a t i n g p u b l i c 
r e a c t i o n , a l l o w i n g p r a c t i c a l escape and p r i v a t e i n s u l a t i o n . 
I t i s t h e p r e c i s e absence o f power backing the f i d d l e r ' s p r o d 
u c t i o n of r e a l i t y - d e f i n i t i o n s t h a t f a i l s t o donate the q u a l i t y 
of " c x h o n e r a t i o n " (Hobin, 1974? P ?59) from s t i g m a t i s a t i o n 
accorded t o i n d u s t r i a l and c o r p o r a t e a c t i v i t y . 

A v a i l a b l e support f o r p r a c t i c a l and p r i v a t e se 1 f-maintanaricc 
i s thus t r a c e a b l e t o the way t h a t crime i s i n t r i c a t e l y enmeshed 

( a ) This i s p a r t i c u l a r l y so f o r i n v i s i b l e r e p a i r agents ( i . e . , those 
who r e p a i r r.r s e r v i c e items out of customer s i g h t ) . I n such sase,, 
the p r i c e of r e p a i r i s c o n s i d e r a b l y more than i t ' s cost (see, 
Strodbeck and Sussman, 1961). 

( b ) Cooper (1936), and Henry (1974) b o t h note how the "hidden 
economy" can o n l y a c t u a l l y s u r v i v e because o f the patronage of 
the l e g i t i m a t e community. Henry ( i b i d , p 33-36) very n i c e l y 
suggests t h a t t h i s i s o n l y e x p l i c a b l e i n terms of the norms of 
c o n v e n t i o n a l s o c i e t y . Henry adds: "...Indeed a fundamental f e a t u r e 
o f the r o l e of the consumer i n i n d u s t r i a l s o c i e t i e s i s t o purchase 
commodities at the cheapest p o s s i b l e p r i c e . Condequcntly, t h e r e 
i s a s o c i a l tendency f o r most of us t o purchase goods whoes value 
i s u n d er-represented by t h e i r p r i c e . Such a purchase i s known 
as a " b a r g a i n " , and i m p l i e s t h a t we are a b l e t o get something f o r 
n o t h i n g and f u r t h e r t h a t such a s t a t e of a f f a i r s i s d e s i r a b l e . . . 
however, the r e c e n t evidence suggests t h a t the main support of 
i l l e g a l s a les from the t h i e f i s the l e g i t i m a t e ^ businessman...". 
I n e v i t a b l y (see the i d e a of "asymptotic s w i n g i n g " i n Chapter P o u r ) , 
the p e r c o l a t i o n of watered i n f o r m a t i o n about s t r e e t - g o o d s ha.s 
reached b o t h the h i g h s t r e e t t r a d e r (sec the a n a l y s i s o f " f l a s h 
o f f e r s " - those b a r g a i n - r e d u c t i o n s a c t u a l l y p r i n t e d on the con
t a i n e r - P a i r T r a d i n g , 1975) and the s t r e e t - c o r n e r h u s t l e r , who, 
i r o n i c a l l y , f i n d s c u r r e n t l y th?,t the best way t o s e l l l e g i t i m a t e l y 
cheap goods t o the p u n t e r s i s t o d e s c r i b e them as 'hot'L i j l e n r y , 
1975). 
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w i t h everyday s o c i e t y (see, B e l l , I96O). The s u b c u l t u r e of f i d d l i n 
i s not supported by c o n t r a - v a l u e s , but i n s t e a d by an e x a s p e r a t i n g 
combination o f c a r i c a t u r e d d e f i n i t i o n s of r e a l i t y . 
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THE POLITICS OF IDENTITY 

Paradox i n the P r a c t i c a l D i s p e r s a l o f S p o i l s 

"...A v e r y w i d e l y employed s t r a t e g y o f the 
d i s c r e d i t a b l e person i s t o handle h i s r i s k s 
by d i v i d i n g the w o r l d i n t o a l a r g e group 
t o whom he t e l l s n o t h i n g , and a sm a l l 
group t o whom he t e l l s a l l , and upon whose 
h e l p he th e n r e l i e s . . . " 

(Goffman, I963, P 117) 

Who can t h e Wellbreads salesmen e n t r u s t w i t h knowledge t h a t 
t h ey are s i m u l t a n e o u s l y f i d d l e r s ? G e n e r a l l y , the salesmen keep 
t i . h t c o n t r o l over i n f o r m a t i o n about t h e i r p a r t - t i m e crimes o u t 
s i d e the work s i t u a t i o n . I n f o r m a t i o n r e l e a s e , when i t does occur, 
i s u s u a l l y o n l y t o the w i f e , who p r o v i d e s accomodative i n f o r m 
a t i o n a l s u p p o r t , r a t h e r than any b l a c k m a i l t h r e a t . However, the 
salesman faces y e t another dilemma here. To be o v e r l y s e c r e t i v e 
about h i s f i d d l i n g would ba t o f o r c e the s e l f t o demand t o know 
the reasons f o r secrecy, thus permeating the e x i s t e n t i a l membrane 
between the 'work' and ' r e a l ' s e l v e s . They a l l d i d , a f t e r a l l , 
t e l l nie about t h e i r f i d d l i n g . As Henry (1975 0» P 25) so c l e v e r l y 
deduces, some c o n t r o l ( y e t not too much) i s necessary t o balance 
( j u s t here c o n t r a d i c t o r y ) p s y c h o l o g i c a l and p r a c t i c a l demands. 
Rather t h a n being e i t h e r "open", or " s e c r e t i v e " about h i s work 
l i f e , t h e f i d d l e r i s " c a r e f u l " about such i n f o r m a t i o n . 

I n any case, p a r a d o x i c a l l y , whereas f o r some d e v i a n t a c t 
i v i t i e s , l o o t - d i s p e r s a l can p r o v i d e obvious i n d i c a t o r s t o v a r i o u s 
o t h e r s t h a t the i n d i v i d u a l has a suspect source of income, the 
f i d d l e r ' s income i s s u f f i c i e n t l y s m a l l and r e g u l a r ( i n most cases) 
t o be t o t a l l y immersed i n the f a m i l i a l budget. I t i s al s o v e r y 
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s t a b l e ( o f . t h e income from p r o f e s s i o n a l crime, i n S u t h e r l a n d , 
19375 P 143) - a f e a t u r e which adds morals as w e l l as budgets. 
Thus, r a t h e r than i n c r e a s e d spending power i n d i c a t i n g immor
a l i t y t o i n q u i s i t i v e neighbours, the f i d d l e r ' s a b i l i t y t o 
b e t t e r p r o v i d e f o r h i s f a m i l y i s taken as i n d i c a t i v e o f h i s 

T H ( & ) v e r y m o r a l i t y . 

Howdver, w i t h i n the f i d d l e r ' s knowledgeable w o r l d , a l l 
f i n a n c e s need good management i r r e s p e c t i v e o f the l e g a l i t y o f 
t h e i r o r i g i n . Purchase of a new c a r , f o r example, i s imbued 
w i t h g u i l t i n the eyes of peers who are i n the know. Such pur
chases are do n i n a t e d by the f a c t t h a t the f i d d l e , however i n d i r 
e c t l y , c o n t r i b u t e d t o i t . When one of the salesmen bought a 
brand new Mercedes, i t had, as one salesmen r e p o r t e d , u n f o r t u n a t e 
consequences: 

(a ) S i m i l a r l y , Levcns (19&4> p 334) n o t i c e s t h a t most of the embezz
l e r s i n h i s sample spent t h e i r i l l i c i t t a k i n g s on r e s p e c t a b l e 
( r a t h e r than naughty) m i d d l e - c l a s s t h i n g s . T his i s o f t e n the 
d o w n f a l l of the employee t h i e f : t o a c t u a l l y m a i n t a i n p r o t e c t i v e 
c l a i m s t h a t ( f o r example) the t h e f t was o n l y f o r domestic use, 
the t h e i r must keep i n c r i m i n a t i n g evidence w i t h him. For example, 
CASE 11 ( 1 3 . 5 . 7 3 ) , an Army s t o r e s sergeant was f i n e d £100 f o r 
e q u i p p i n g h i s home w i t h army-supplied b l a n k e t s , alarm c l o c k s , 
d u s t b i n s , c a r p e t s , e t c , and CASE 21 ( 2 4 . 0 . 7 3 ) , a BBC props man 
was f i n e d f o r f u r n i s h i n g h i s f l a t w i t h props. There i s a l s o a 
common "magpie" p a t t e r n amongst p i l f e r e r s , perhaps i n d i c a t i n g 
t h a t a b i l i t y t o p i l f e r exceeds a b i l i t y t o consume the s p o i l s . 
For example, CASE 14 (30.6 .73) 5 "two head teachers ( w i t h a l l e g e d 
assets of £70 ,000) were imprisoned f o r s t e a l i n g p r o p e r t y from 
t h e i r s chools. T h i s h o a r d i n g was not a c t i v e l y "obsessive" as was 
cla i m e d , as th e y had f u r n i s h e d t h e i r C orsican v i l l a from the 
proceeds. P o l i c e d i s c o v e r e d , however, t h a t t h e i r E n g l i s h house 
wss crammed f u l l o f . s c h o o l p r o p e r t y - i n c l u d i n g such e x t r a o r d i n a r 
and u s e l e s s items as b o t t l e s o f school m i l k , and sample tubes o f 
t o o t h p a s t e . "Obsessive h o a r d i n g " does seem t o c h a r a c t e r i s e many 
employee t h e f t s 01 goods. Sec, f o r example, CASE 41 ( 1 0 . 9 . 7 4 ) . 
The defendant, b i l l e d as the "human magpie", c o l l e c t e d a garden 
shed f u l l o f t o o l s (many d u p l i c a t e d ) from the s h i p y a r d where he 
worked. He cla i m e d : " I j u s t had a mania f o r c o l l e c t i n g " . I n 
CASE 56 ( 2 O.ll . 7 4 ) ) i t took p o l i c e 3 days t o c l e a r t h e defendants 
garage of goods p i l f e r e d from c a r g o - v e s s e l s . P o l i c e d e s c r i b e d the 
garage as a "mmaturo wharehousc". The Wellbreads salesmen do 
not r e a l l y face the c o n s u m p t i o n / d i s p e r s a l problems of some of 
t h e i r l i g h t - f i n g e r e d b l u e - c o l l a r c o l l o g u e s as they e i t h e r take 
money which p r e s e n t s no problems, o r bread and cakes, which o n l y 
present d i g e s t i v e ones. 

http://2O.ll.74
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"...you should have seen (Sales 
manager)... went man!-.', .hs s a i d : 'What? 
second hand?' and 'W s a i d , 'Wo, 'H' r e g 
i s t r a t i o n , a c t u a l l y ' . . . w e l l , the f u c k i n g 
manager h i t the r o o f , he s a i d : ' R i g h t , 
the h o s p i t a l ' s coming o f f your r o u t e , and 
so's the Coop'..." 

The salesman w i t h the new car e x p l a i n e d t o me.: 

" . . . I t gets a w k w a r d . . . l i v i n g i n t h i s 
f u c k i n g g r e a t house, and now t h a t c a r , 
when I'm out i n i t , and one of my cus
tomers sees me, I-always say: ' I t ' s the 
manager's 1 ... they suspect you because 
of your standard of l i v i n g . . . ! i n h e r i t e d 
the money...I know i t l o o k s bad..I know 
t h a t they a l l t h i n k I must be on the 
f i d d l e . . . " 

C o n t r o l of one's moral i d e n t i t y i n the bakery, can a l s o be 
punctured by events. Another salesman -reported: " I f you take too 
much o u t . . ( i . e . , come s h o r t ) , t h e y ' l l s t a r t l o o k i n g around your 
car t o see i f you've bought any new t y r e s . " I n a d d i t i o n t o t h i s , 
s i t u a t i o n s can o c c a s i o n a l l y make s p o i l s - h a n d l i n g i m p o s s i b l e . On 
the v e r y day t h a t one i n s i d e d e a l e r was sacked f o r ' s t e a l i n g ' , 
he a r r i v e d t o work i n an u n m i s t a k a b l y new c a r ! 

Obvi o u s l y , i f the consumption of s p o i l s can be s u c c e s s f u l l y 
concealed ( a p a r t from the r a t h e r e x t r a o r d i n a r y i n s t a n c e s t h a t I 
hvee j u s t d e s c r i b e d ) from both the p u b l i c , and from t h e r e a l s e l f , 
t h en the chances of s e l f - a p p r e h e n s i o n as d e v i a n t , and r e s u l t i n g 
g u i l t , are reduced. Do salesmen f e e l ' g u i l t y ' about t h e i r f i d d l i n g 
at a l l ? 

Group I d e o l o g y and I n d i v i d u a l G u i l t 

The v e r y d e f i n i t i o n of an a c t i v i t y as 'banned' (Matza, 1969)3 
imbues i t w i t h g u i l t . That s a l e s m e n - f i d d l e r s f e e l , at l e a s t p a r t -
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- i a l l y , g u i l t y t e s t i f i e s t o t h e i r i d e n t i f i a a t i o n w i t h a s u b t e r r 
anean v a l u e t r a d i t i o n , and i s i n d i c a t e d by t h e i r apparent necess
i t y t o j u s t i f y t h e i r a c t i v i t i e s w i t h a v e r b a l i s a t i o n s o f combin
a t i o n s o f accounts, r a t h e r than w i t h s i n g l e l i n e s . To gi v e another 
example o f t h i s , a s h o p l i f t e r s t u d i e d by Weiner (1970, p 216) 

uses the t y p i c a l p r e s e n t a t i o n a l s t y l e o f non f u l l - t i m e c r i m i n a l s . 
"Well, you know, I don't do i t a l l the t i m e . And I o n l y get 
what I need. L i k e t h a t mascara. But not what I don't need, 
because t h a t ' s dumb. Nobody misses s t u f f i n a s t o r e l i k e t h a t . 
I mean, everybody does i t . I t ' s easy t o get t h i n g s . " 

A l t h o u g h the s u c c e s s f u l r o u t i n e p u b l i c honouring of salesmen's 
accounts means t h a t r e a l i t y r a r e l y i n t r u d e s t o break down the 
d e f e n s i v e i d e o l o g y , a>id a l t h o u g h b i o g r a p h i e s are accounts are 
r a r e l y checked a g a i n s t a l t e r n a t i v e documentation, i t i s i n e v i t 
able t h a t the meaning o f the f i d d l e spreads a b i t , permeates b r i e f 
p e r i o d s , o f the c o n v e n t i o n a l e x i s t a n c e of the salesman. The problem 
i s , as I'latza (1969, P 151) puts i t , i s t h a t : 

"...when a mong th e r i g h t - m i n d e d , the 
s u b j e c t may sense h i s t r a n s p a r e n c y . . . 
the p o s s i b i l i t y o f h i d i n g from r i g h t 
eous s c r u t i n y - o f b e i n g opaque - i s 
subv e r t e d by the conscious e x i s t a n c e 
o f s o c i e t y i n mind..." 

There are times when l i v i n g a d o u b l e - l i f e i s p r o f o u n d l y 
brought home t o the s u b j e c t . A l t h o u g h the processes of s o c i a l i s a t i o n 
( w h i c h I o u t l i n e d i n Chapter Two) t h a t salesmen undergo are designed 
t o a l l e v i a t e misplaced g a i l t , t h e two r e a l i t i e s cannot not always be 
h e l d a p a r t , and "shock" r e s u l t s . For i n s t a n c e , r e c r u i t s t y p i c a l l y 
experience i n i t i a l shock. T h e i r comments echo f a i r l y s t a n d a r d f e e l 
i n g s . One s a i d : " I t shocked me at the time* he d i d n ' t t e l l me why 
I had t o do i t " ; a n o t h er: " i t d i d shock me a t the t i m e , he t o l d me 
t o do i t i f I wanted t o cover s h o r t a g e s " ; and a t h i r d , " I used t o 
worry i n case I might get caught sometimes... when I f i r s t s t a r t e d . " 

S o c i a l i s a t i o n i s never f u l l y success f u l ( i n i t s communicated, 
r a t h e r than i n i t s meta-communicatad aim s ) , and o c c a s i o n a l l y even 
the experienced men f e e l f u i l t y . One t o l d me: "Yeah, I d o . . . I worry 
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"too much... I f e e l g u i l t y about d o i n g i t , " and another, t h a t g u i l t 
was c u r r e n t l y l e s s of a problem t h a t i t c o u l d be, o r , i n f a c t , was: 

"..Yeah, I d i d . . . I s t i l l do see i t as 
immoral... a l t h o u g h I don't t h i n k n o t h i n g 
of i t . . . r e a l l y . . . t h a t ' s n a s t y , bloody 
h o r r i b l e t h i n g t o d o . . . I don't f e e l so 
g u i l t y about i t now, a l t h o u g h i t s t i l l 
s t r i k e s rne as a b i t immoral..." 

G e n e r a l l y , however^ r e s i d u a l g u i l t i s s u f f i c i e n t f o r most 
of the men t o d i s l i k e the f i d d l e ( " I don't l i k e going i n t o a shop 
and f i d d l i n g them...but I have t o do i t " ) and themselves f o r 
d o i n g i t . G u i l t at t h i s l e v e l i s a l l e v i a t e d by v a r i o u s c o u n t e r -
d e n u n c i a t i o n s ( e s p e c i a l l y , "they deserve i t " ) , which are p r i d e f u l l y 
c o l l e c t e d i n g u l l i b i l i t y t e s t i m o n i a l s , and shared w i t h peers. 
The a v a i l a b i l i t y of shared support f o r i l l e g a l i t y s t r e n g t h e n s 
p s y c h o l o g i c a l r e s o l v e . Group defence i s p a r t i c u l a r l y common 
amongst p i l f e r i n g f a c t o r y workers. As Horning (1970, p 62) says: 

"... t h e mechanisms thouugh which these 
nomrns are conveyed t o the workers appear, 
f o r the most p a r t , t o be i n the form of 
f o l k t a l e s about heroes and m i s c r e a n t s . 
These f o l k t a l e s c o n s i s t o f congeries of 
episodes about p i l f e r e r s - each t a l e 
b e a r i n g i t s own message..." 

Every salesman I spoke t o at Wellbreads seemed t o have a 
g u l l i b i l i t y - t e s t i m o n i a l of a past event i n which a salesman 
f i g u r e d h e r o i c a l l y . These t a l e s were repeated t o me as examples 
of g r e a t f i d d l e s t h a t had been p u l l e d o f f , o r , more s e r i o u s l y , 
as i l l u s t r a t i v e of moral maxims or i n d i c a t o r s o f the l i m i t s of 
group t o l e r a n c e and the i n i t i a t i o n of s o c i a l c o n t r o l . 

A f i n a l i r o n y . G u i l t i s not n e c e s s a r i l y a n e g a t i v e exper
ience. A n i c e l y j u d i c i o u s amount of g u i l t can i n f a c t r e e n f o r c e , 
r a t h e r t han condemn, the p r a c t i c e t o which the g u i l t i s d i r e c t e d . 
To f e e l s t r o n g l y g u i l t y i s t o beg f o r punishment: a twinge o f 
g u i l t i s s u f f i c i e n t punishment i t s e l f . 



Chapter Seven 

CONCLUSION: "Part-Time Crime" and Commercial S o c i a l C o n t r o l 
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"ULTIMATE" DEVIANCE 

The v e r y e x i s t e n c e of such ' g u l l i b i l i t y - t e s t i m o n i a l s ' 
( r e f e r r e d t o at the end of Chapter S i x ) , i n d i c a t e s the l a c k of 
s i n c e r i t y placed i n the p u b l i c / p r a c t i c a l accounts t h a t the W e l l -
breads salesmen g i v e . Obviously, t o o , t o some e x t e n t , d i s b e l i e f 
permeates p r i v a t e i d e n t i t y s h i e l d s . The I n c r e d i b l e E l e c t r i c a l 
C o n s p i r a t o r s who, i n communications w i t h each o t h e r , r e f e r r e d t o 
themselves as the "Christmas ca r d l i s t " , and t o t h e i r c l a n d e s t i n e 
meetings as " c h o i r p r a c t i c e " , d i d not ' r e a l l y b e l i e v e ' t h a t t h i s 
was what they were r e a l l y up t o . 

There i s , t h e n , some s p i l l a g e - f e e d b a c k . I n a p o s i t i v e 
sense between p u b l i c a l l y espoused, and p r i v a t e l y h e l d b e l i e f ; 
and n e g a t i v e l y , between l e v e l s o f s e l f - c o n c e p t i o n . P u b l i c p r o 
t e c t i o n a g a i n s t p r a c t i c a l p r o c e s s i n g denies the e f f e c t of the 
s o c i e t a l r e a c t i o n , p r e v e n t s an alignment between p u b l i c and 
p r i v a t e s e l v e s , and m a i n t a i n s acknowledgement of the s e l f - c o n 
c e p t i o n as the master i d e n t i t y . 

On the one hand, w h i l s t p r a c t i c a l p r o t e c t i o n c r e a t e s psy
c h o l o g i c a l s a f e t y per se, p r i v a t e p r o t e c t i o n may be p o s s i b l e even 
w h i l s t the body i s p u b l i c ^ f l y shamed and i n c a r c e r a t e d . Sometimes, 
l a w - e n f o r c e r s p e r c e i v e the s o c i e t a l r e a c t i o n , r a t e the e f f e c t s as 
h a r m f u l , and subsequently a i d the o f f e n d e r ' s s e l f - i n s u l a t i o n . 
P h y s i c i a l n a r c o t i c a d d i c t s , f o r example ( W i n i c k , I964)> n o r m a l l y 
have hushed-up t r i a l s , and o f f e n d e r s , a l t h o u g h c o n v i c t e d , may 
r e f u t e o r p u b l i c j ^ l y denounce t h e sentence. S i m i l a r l y , a f t e r - c o n 
v i c t i o n , the General E l e c t r i c v i c e - p r e s i d e n t (quoted i n Geis, 1967 j 
p 112) r e p o r t e d l y : " . . . i s s u e d a statement t o the press, n o t i n g 
t h a t he had t o serve a j a i l term " f o r conduct which has been 
i n t e r p r e t e d as being i n c o n f l i c t w i t h complex a n t i t r u s t laws...". 
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Sometimes, a l s o , e n f o r c e r s w i l l agree w i t h the p u b l i c ^ i l y 
f a l s e s e l f - c o n c e p t i o n s t h a t r u l e - b r e a k e r s h o l d . I n a r e c e n t case 
(CASE 57: 30.11.74) , 

t h r e e c o a l merchants were c o n v i c t e d , and 
sentenced t o j a i l , f o r d e f r a u d i n g the N a t i o n a l Coal Board by 
' f i d d l i n g the w e i g h b r i d g e 1 . Re l e a s i n g them, the judge e x p l a i n e d 
t h a t he had done so: "Because we f e e l t h a t we can extend a meas
ure of l e n i e n c y toward these men and t h a t i t would be i n the 
p u b l i c i n t e r e s t at t h i s t i n e of year t o enable them t o resume 

( a) 
Christmas c o a l d e l i v e r i e s . " ' . 

Cressey (1953) a l s o found t h a t s e v e r a l c o n v i c t e d embezzlers 
found t h a t they c o u l d m a i n t a i n o r i g i n a l p r o t e c t i v e s e l f - c o n c e p t i o n s 
even behind b a r s . Humphreys (1970, p 134) c a l l s such p s y c h o l o g i c a l 
a b i l i t y donning the " b r e a s t p l a t e o f r i g h t e o u s n e s s " . He d e f i n e s i t 

"...a process whereby the t h r e a t e n e d 
d e v i a n t supplements h i s r e s i s t a n c e . . . t h e 
t a k i n g on of a p r o t e c t i v e c o v e r i n g , the 
assumption of a de f e n s i v e s h i e l d t o ward 
o f f s o c i a l d i s a p p r o v a l . . . a t h i c k nimbus 
of p r o p r i e t y . . . i n donning the b r e a s t p l a t e 
of r i g h t e o u s n e s s , the c o v e r t d e v i a n t 
assumes a p r o t e c t i v e s h i e l d o f super-
p r o p r i e t y . . . " 

(a ) With s i m i l a r , almost t o u c h i n g c h i v a l r y , t h e p r o s e c u t i o n dropped 
a l l charges i n an £880 ,000 f r a u d case a g a i n s t 3 defendants when 
the f o u r t h defendant was u n f o r t u n a t e l y k i l l e d i n a road a c c i d e n t 
(CASE 8 1 : 29 .4 .75) . 

The p r e s e c u t i o n claimed t h a t t h e y acted out 
of "common humanity". A l s o , a French perfumery found g u i l t y o f 
s e l l i n g perfume i n b o t t l e s a d v e r t i s e d as c o n t a i n i n g "not l e s s 
than 7 cc." ( b u t i n f a c t i ncapable o f h o l d i n g more than 5*8 c c ) , 
were g r a n t e d a c o n d i t i o n a l d i s c h a r g e . Doing so, the chairman o f 
the m a g i s t r a t e s s a i d : "...We are of the o p i n i o n t h a t the adverse 
p u b l i c i t y t o an o l d e s t a b l i s h e d company which might occur i s of 
f a r g r e a t e r consequence than any monetary p e n a l t y we might impose 
To be f a i r , a s e n t i m e n t a l s t r e a k seems t o m a t e r i a l i s e i n a l l 
o c c u p a t i o n a l t h e f t case h e a r i n g s a t Christmas t i m e . Perhaps t h i s 
i n d i c a t e s the b u s i n e s s - l i k e n a t u r e o f , and approach t o , the crime 
Ross ( 1 9 6 I , p 207) comments: "..Some companies c a r r y t h e i r i n d u l 
gence of t h i e v e s even f u r t h e r . One employer c a l l e d i n p r i v a t e 
d e t e c t i v e s t o apprehend a salesman suspected o f s t e a l i n g . . . A f t e r 
the man was caught, the employer promised him he would not p r o s 
ecute i f the salesman would s i g n a c o n f e s s i o n - f o r use w i t h the 
insurance company. The salesman agreed t o confess, p r o v i d e d he 
was not r e q u i r e d t o make r e s t i t u t i o n , and r e c e i v e d a l e t t e r of 
recommendation - and two week's severance pay. The" employer 
agreed. " I t was j u s t b e f o r e Christmas", he e x p l a i n e d . . . " 
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Psychic investment may become so heavy i n secondary s e l v e s , 
t h a t the l o g i c a l s t r a t a of the s e l f may get permanently obscured. 
I n Humphrey's (1970) sample, one f e l l a t o r was a f u l l - t i m e c l e r g y 
man (presumably p o s i n g problems i n the unbiased e s t a b l i s h m e n t of 
which 'rne' i s the " r e a l " one), and the problem a r i s e s e x c r u c i a t i n g l y 

( a) 
when both "me's" appear t o demand a l l the a c t o r ' s t i m e . 

The p s y c h o l o g i c a l consequences of exposure as a d e v i a n t 
depends upon the n a t u r e of s k i l l development. S k i l l s t h a t are 
developed i i i d i v i d u a l l y ai'e backed by p r i v a t e i n s u l a t i o n t h a t i s 
much b e t t e r than p u b l i c cover. Those developed s u b c u l t u r a l l y , on 
the o t h e r hand, c r e a t e an e x t e n s i v e p u b l i c cover b a t t e r y coupled 
w i t h minimal p r i v a t e i n s u l a t i o n . T h is d i s p a r i t y becomes p a r t i c u l a r l y 
apparent d u r i n g apprehension s i t u a t i o n s . The s o r t s of s k i l l s which 
are s u c c e s s f u l at a d j u s t i n g and r e c o n c i l i n g s e l f - c o n c e p t i o n s i n 
p r i v a t e are i n s u f f i c i e n t f o r t h e p u b l i c avoidance of l e g a l l i a b i l 
i t y . I n d i v i d u a l l y developed p r i v a t e accounts are not p u b l i c i t y 
l e g i t i m a t e , a l t h o u g h t h e y may seem p r i v a t e l y e f f e c t i v e and 

(a ) Mr. T a k e i , f o r example, i s s i m u l t a n e o u s l y p r e s i d e n t of Z e n - a i -
Kaiga ( a c o n f e d e r a t i o n o f r i g h t - w i n g , and gangster o r g a n i s a t i o n s ) 
and a Bhuddist grand monk (Sunday Times, 7.4*74)• Lcmert (1967, 
p 126-7, 13l) notes an i r o n i c consequence: "...The (cheque) 
f o r g e r , by c h o i c e , enacts the form but not the substance of 
s o c i a l r o l e s . He l a c k s , a v o i d s , or r e j e c t s c o n f l i c t w i t h r e f e r 
ence groups which c o u l d v a l i d a t e those r o l e s , or f i x an under
l y i n g i d e n t i t y . . . . A p a r t from the l a c k o f o p p o r t u n i t y t o do so, 
the f o r g e r dares not put t o much of what he regards as h i s 
" t r u e s e l f " i n t o these i d e n t i t i e s . . . I n a sense the f o r g e r f a i l s 
because he succeeds; he i s able t o fend o f f or evade s e l f - d e g r e d -
a t i v e consequences of h i s a c t i o n s but i n so d o i n g he r e j e c t s 
forms o f i n t e r a c t i o n necessary t o convert h i s rewards i n p o s i t i v e , 
s t a t u s - s p e c i f i c s e l f - e v a l u a t i o n s . . . " . Because f i d d l i n g , d e a l i n g 
and s t e a l i n g are " p a r t - t i m e c r imes" (as opposed t o cheque-forgery 
which i s " p e r i p h e r a l " r u l e - b r e a k i n g ) , assuming t h a t the m a k e - t o t a l 
i s not excessive, and can be submerged i n t o the household budget, 
and thus bulwark neighbourhood s t a t u s r e l a t i o n s . A l s o , a l t h o u g h 
the embezzler c l a s s i c a l l y leads "two l i v e s " (Jaspan and Black, 
1063, p 26-7), and the f o r g e r f e e l s t h a t he has a " J e c k y l l - H y d e " 
c h a r a c t e r (Lemert, 195^5 P 116), the t o t a l c o m p a t i b i l i t y o f p a r t -
t i m e / f u l l - t i m e s elves f o r the f i d d l e r opens no such s e l f - d o u b t 
f o r him. 
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reasonable ( S c o t t and Lyman, 1968, p 34)• P u b l i c c h a l l e n g e s of 
dev i a n c o , t h e n , w i l l not be r o u t i n e l y r e b u f f e d w i t h the simple 
v e r b a l i s a t i o n ' o f p r i v a t e i n n o c u l a t i o n s and i n s u l a t i o n s . 

The s i t u a t i o n o f p o s s i b l e apprehension i s adequately d e a l t 
w i t h by the f i d d l e r because of. h i s c y n i c a l d i s b e l i e f i n t h e 1 t r u t h 1 

o f the p u b l i c accounts t h a t he g i v e s . A p p r e h e n s i o n - s i t u a t i o n s 
do n o t , t h u s , f o r the salesman, p r e c i p i t a t e shocking r e d e f i n i t i o n 
and r e a l i g n m e n t of t h e p u b l i c and p r i v a t e s e l f . The f i d d l e r : 
"leans t h a t a d e f e n s i b l e p i c t u r e of s e l f can be seen as something 
o u t s i d e o n e s e l f t h a t can be c o n s t r u c t e d , l o s t , and r e b u i l t , a l l 
w i t h g r e a t speed and e q u a n i m i t y " (Goffman, 1961, p 15-0 • Alth o u g h 
t o some e x t e n t the degree of s e l f - s h o c k t h a t w i l l be f e l t on 
apprehension w i l l depend on the q u a l i t y o f the i n f o r m a t i o n of 
a d i s c r e d i t a b l e n a t u r e w i t h i n t h e person's biography (Humphreys, 
1070, p 134), o v e r - i n s u l a t i o n o f the s e l f denies the t h e o r e t i c a l 
p o s s i b i l i t y o f apprehension, and t h u s , i d l e i n n e r debate cannot 
prepare t h e s e l f . I n t h i s way, as Cameron (1964, P 150-163) puts 
i t , the shock of entrapment h i t s 'selfmade' d e v i a n t s p a r t i c u l a r l y 
h a r d : 

" . . . I n a t t e m p t i n g t o e x p l a i n away t h e i r 
t h e f t s , a d u l t p i l f e r e r s were u s i n g the 
l i e s , r a t i o n a l i s a t i o n s , and a l i b i s c har
a c t e r i s t i c of c h i l d r e n caught i n a c t s con
s i d e r e d r e p r e h e n s i b l e by adults...(some) 
c o n t i n u e f e e l i n g t h a t a l t h o u g h they are 
a d u l t s , t h e y a r e , i n f a c t , a c t i n g as 
naughty c h i l d r e n and not r e a l l y c r i m i n a l 
...Store d e t e c t i v e s use the n a i v e t e o f 
p i l f e r e r s as an a s s i s t a n c e i n a r r e s t 
procedures... i t becomes i n c r e a s i n g l y 
clep.r t o the p i l f e r e r t h a t he i s c o n s i d 
ered a t h i e f and i s i n imminent danger 
of b e i n g hauled i n t o c o u r t and p u b l i c j ^ l y 
e x h i b i t e d as such. The r e a l i s a t i o n i s 
o f t e n accompanied by a dramatic change 
i n a t t i t u d e s ; and by severe emotional 
d i s t u r b a n c e . . . ' T h i s can't be happening 
t o me'...'This i s a nightmare', 'Oh, why, 
oft why can't I f i n d out t h a t i t i s n ' t s o 1 . . . " 

Apprehension a l s o f o r c e s changes i n t h e i n s u l a t i o n procedure 
t h a t a l l o w e d the i n f r a c t i o n i n the f i r s t i n s t a n c e . Cressey (1953, 
p 100) n o t e s : "Those who r e a l i s e t h a t they are ' i n too deep' are 
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f o r c e d t o recognise t h a t t h e i r r e a s o n i n g i n r e g a r d t o b o r r o w i n g 
has been "phony" or t h a t they have been " k i d d i n g themselves"...". 
For the f i d d l e r , i t i s i n a b i l i t y of wounded o t h e r s t o d i s c l o s e 
the p a r t i a l s e l f of t h e salesman which a i d s him. M a n i p u l a t i o n of 
p r a c t i c a l accounts (and non-alignment o f p r a c t i c a l outcomes w i t h 
s e l f - s u s t a i n a n c e ) means t h a t p u b l i c or p r i v a t e d i s c r e d i t i n g work 
does not spread the deviance, i n a p s y c h o l o g i c a l sense, t o the 
complete, r e a l s e l f . 

For salesmen, the c o n t r o l c o n t e x t o f a c t i o n i s commercial, 
r a t h e r than m o r a l - l e g a l . Above the l e v e l o f s u c c e s s f u l adjustment 

( a ) 
t o ban, d e v i a n t i n s t a n c e s are t h e o r e t i c a l l y "primary". B r i e f l y , 
t h i s i s because the v e r y nature of embarrassment r e - n o r m a l i s e s 
commercial s e t t i n g s (and f a i l s t o s t i g m a t i s e f i d d l e r s ) , a f t e r the 
f r a c t u r e of entrapment. I n the e x c e e d i n g l y r a r e i n s t a n c e s when 
f i d d l e r s who are 'caught-cut' are processed by the l e g i t i m a t e 
c o u r t s , t h e n t h e i r re-employment (and subsequent d e v i a n t a c t i o n 
as thus t h e o r e t i c a l l y "secondary") would be an i m p o s s i b i l i t y f o r 
insurance reasons. Salesmen have t o be 'bonded' by an insurance 
company (as do a l l b l u e - c o l l a r c a sh-handling employees) who do 
not w i l l i n g l y guarantee those w i t h a r e c o r d of f a i l u r e . 

Thus, p u b l i c enforcement i s p r i v a t e reenforcement of p a r t i a l 
and p a r t - t i m e d e v i a n t s e l v e s . Since secondary d e v i a t i o n i s not a 

( a ) As d e f i n e d by Lemert (1964, P 1 7 ) : "Primary d e v i a t i o n i s assumed 
t o a r i s e i n a wide v a r i e t y of s o c i a l , c u l t u r a l and p s y c h o l o g i c a l 
c o n t e x t s , and i t best has o n l y m a r g i n a l i m p l i c a t i o n s f o r the psychic 
s t r u c t u r e o f the i n d i v i d u a l ; i t docs not l e a d t o symbolic r e o r g 
a n i s a t i o n at t h e l e v e l of s e l f - r e g a r d i n g a t t i t u d e s and s o c i a l r o l e s . 
I do net wish t o d i r e c t l y engage the t h e o r e t i c a l problems o f the 
l a b e l i n g p e r s p e c t i v e . One f u r t h e r p o i n t , however. There i s a 
sense i n which f i d d l i n g cannot a v o i d b e i n g d e f i n e d as " s e c r e t 
deviance" (Becker, 19o3 5 P 20: "Here an improper act i s commited, 
y e t noone n o t i c e s i t or r e a c t s t o i t as .a v i o l a t i o n o f the r u l e s " ) . 
L a t e r Becker (1973, p ^8) d e f i n e s " s e c r e t deviance (as b e i n g ; con
s i s t i n g ) of b e i n g v u l n e r a b l e t o the commonly used procedures 
f o r d i s c o v e r i n g deviance of a p a r t i c u l a r k i n d , ' o f b e i n g i n a pos
i t i o n where i t w i l l be easy t o make the d e f i n i t i o n s t i c k . " I n o t h e r 
words, e x a c t l y the sane t h i n g . However, i t does n o t i c e one f e a t u r e 
not shared by the f i d d l e r : the f i d d l e r (and here " u l t i m a t e " r e 
places " s e c r e t " ) has no chance of being processed as such. I f 
caught out and t r a n s f e r r e d t o l e g a l p r o c e s s i n g , he would be p r o 
cessed as a t h i e f of as an embezzler, and not as a f i d d l e r . 
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p o s s i b i l i t y ( f o r the reasons j u s t o u t l i n e d ) , t h e n t h i s a d d i t i o n a l l y 
experienced deviance should be renamed " u l t i m a t e " d e v i a t i o n . I t 
i s not q u i t e p r i m a r y ( i n the p s y c h o l o g i c a l sense t h a t would be 
a p p r o p r i a t e t o s h o p l i f t e r s who have never been c a u g h t ) , and y e t , 
enforcement a t t e m p t s do not f o r c e realignment of s e l f - l e v e l s which 
would p r e c i p i t a t e secondary d e v i a t i o n . I n s t e a d , enforcement r e -
grounds, and e m p i r i c a l l y and p u b l i c a l l y embeds h i t h e r t o p r i v a t e 
d e f i n i t i o n s . 

Since t h e f t i s so b a s i c a l l y c o n t r a d i c t o r y t o the i d e a l 
v a lues o f c a p i t a l i s m (and b u s i n e s s ) , t h e r e w i l l n o t , i n t h e f u t u r e , 
be mass r a l l i e s or p u b l i c meetings f o r f i d d l e r s t o a t t e n d , t o p r o 
t e s t t h e i r s e l f - c o n s c i o u s n e s s , and t o t a c t i c a l l y adopt a secondary 
d e v i a t i o n pose a.s a s t r a t e g y f o r e v e n t u a l y r e l e a s e from s t i g m -
a t i s a t i o n . F i d d l e r s - l i b would not gather much sup p o r t : from t h e . 
f i d d l e r s themselves, l e t alone t h e i r v i c t i m s . S e l f - b e l i e f i n 
p u b l i c accounts i s c r e a t e d by r e t r e a t i n t o consonance o f s e l f -
c o n c e p t i o n p r e c i p i t a t e d by s u c c e s s f u l c o n t r o l . The p o s s i b i l i t y 
o f s u c c e s s f u l l y s i t u a t e d " s e l v e s " i m p l i e s t h a t exposure as a 
p r a c t i t i o n e r need not e l e c t the p a r t i a l s e l f t o the e x i s t e n t i a l 
pantheon, nor need i t increase the o c c a s i o n a l use of the p a r t -
time s e l f t o r e g u l a r and f u l l - t i m e s i g n i f i c a n c e . 
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A NOTE ON COMMERCIAL SOCIAL CONTROL 

"...Apprehension f o r department s t o r e 
t r u s t v i o l a t i o n , t h e n , r e s u l t s i n 
automatic d i s c h a r g e , but o n l y i n f r e 
q u e n t l y i n p r o s e c u t i o n . . . t h e r e f o r e , 
l e g a l a c t i o n a g a i n s t d i s h o n e s t d e p a r t 
ment s t o r e employees as an occupat
i o n a l group must he c o n s i d e r e d m i n i m a l . . " 

(Rohm, 1967, p 688, 689) 

" . . . I n o t h e r words, o n l y 5 percent o f 
the c o n v i c t e d o f f e n d e r s were sentenced 
t o p r i s o n . N o n p u n i t i v e sentences were 
g i v e n i n 95 percent of the cases. And 
of the n o n p u n i t i v e sentences, most were 
nominal, r e p r e s e n t i n g minimal j u d i c i a l 
a c t i o n . Employee t h i e v e s , o b v i o u s l y , are 

; v : 2 ; 
among the 1cast s t i g m a t i s e d o f f e n d e r s 
i n American s o c i e t y . . . " 
( C l i n a r d and Qumney, I967, P 201, 
commenting on Robin 19&7 • Emphasis 
added) 

These two q u o t a t i o n s a p t l y , i f a l i t t l e b l u n t l y , summarise 
the t y p i c a l d i s p o s i t i o n a l c a r e e r of the employee o f f e n d e r i n any 
c a p i t a l i s t s e t t i n g . W h i l s t I undertook research as Wellbreads, 
no salesman was ever taken t o c o u r t f o r t h e f t , e i t h e r by the f i r m , 
or by one of i t ' s customers. ̂ ) Those few who were "caught o u t " 
( d i s c u s s e d i n Chapter S i x ) , 

s u c c e s s f u l l y managed t o w r i g g l e o f f 
the j u d i c i a l hook b e f o r e any involvement w i t h o f f i c i a l l a w - e n f o r c e 
ment agencies. One man's reminiscence i s s u f f i c i e n t here: 
( a ) See Chapter Si;-:. W h i l s t i t i s business which i s bo t h a necessary 

and s u f f i c i e n t c o n d i t i o n f o r the g e n e r a t i o n of f i d d l i n g , i t i s 
the c a p i t a l i s t v e r s i o n of i t which i s r e s p o n s i b l e f o r the ex
c e s s i v e l y l i g h t p e n a l t i e s f o r p r a c t i t i o n e r s . 

( b ) Mars (1974, P 223) s i m i l a r l y notes t h a t none of the dockers t h a t 
he s t u d i e d we re l e g a l l y proseci.rtp.ti, and Z e i t l i n , ( 1971- j P 2/i) 
c a u s t i c a l l y notes t h a t d u r i n g h i s one-year study of a l a r g e 
American c l o t h i n g s t o r e , 32 employees were d i s c h a r g e d f o r s t e a l i n g , 
and none had been prosecuted. 
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" . . . I got caught proper a f t e r I s t a r t e d , 
I had t o c a r r y on where the o t h e r bloke 
l e f t o f f , or i t would have looked bad... 
i t was a b i t embarrassing g o i n g back t h e r e 
at f i r s t , but she j u s t seemed t o t h i n k 
of i t as amusing, she seemed t o t r e a t i t 
as a v i c t o r y . . . h e had t o l d me t o take 
some o l d loaves o u t , and put them on 
to p and book them but she'd marked them 
a l l , put l i t t l e crosses on them'. . . . I 
j u s t had t o admit i t , t h e r e wasn't any
t h i n g else I c o u l d s a y . . ( a n o t h e r t i m e , 
t h i s salesman was r e p o r t e d t o the Manag
i n g D i r e c t o r of Wellbreads)..he s a i d t o 
me t h a t my name had been mentioned t o him, 
about discrepancies,'between c e r t a i n d a tes, 
and I s a i d t o him: ' I was on h o l i d a y f o r 
two o f those dates'...and he s a i d : 'don't 
make excuses 1 1 ... so I j u s t shut up', and 
he s a i d : ' I f your name i s mentioned 
aga,in, you're g o i n g t o take a l o n g 
walk up the road'... n o r m a l l y i f you 
get caught, t h e y leave i t t o you, w e l l , 
the best person t o see i s ( a 
s u p e r v i s o r ) , h e ' l l go down t h e r e and 
s o r t i t o u t , and y o u ' l l p r o b a b l y keep 
the c a l l . . . " 

The c o n t r o l c o n t e x t of o c c u p a t i o n a l t h e f t i s one of bland 
t o l e r a n c e . As Cavan (19645 p 235) puts i t : " I t r e p r e s e n t s a p r a c t 
i c a l adjustment of l e g a l behaviour t o meet c e r t a i n inconveniences 
and e x i g e n c i e s of socio-economic l i f e . " Added t o s y s t e m a t i c f a i l 
u re t o e f f e c t i v e l y and p u b l i c ^ s f l y s a n c t i o n o f f e n d e r s , i s a genera l 
r e s i s t a n c e t o n o t i f y i n g f u t u r e p r o s p e c t i v e employers o f a sacked 
employee t h a t he has been suspected of a c r i m i n a l o f f e n c e , or t h a t 
any u n o f f i c i a l a c t i o n has been taken a g a i n s t him. Th i s i s not born 
out o f an a l t r u s i t i c d e s i r e t o a l l o w an employee t o s t a r t a f r e s h 
a f t e r penance f o r a 'mistake', but r a t h e r out of a more c y n i c a l 
r e g a r d f o r p o s s i b l e l e g a l r e p r i s a l s which .might be sparked o f f i f 

(a ) 
u n o f f i c i a l l y handled misdemeanors are mentioned i n t e s t i m o n i a l s . 

But a l t h o u g h o c c u p a t i o n a l t h e f t may be n o n - r e v e r b e r a t i v e i n 
the moral sense, the most minor o c c u p a t i o n a l t h e f t may have c o n s i d 
e r a b l e i m p l i c a t i o n s f o r the o f f e n d e r ' s o c c u p a t i o n a l s t a t u s . For 

(a) Jaspan and Black (196O, p 2i\2) c a l l t h i s t h e " f l a r e b a c k " r i s k 
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example, (CASE 34: 19.6.74)? an N.C.B. o f f i c e employee was sacked 
from h i s j o b f o r s t e a l i n g £1.25 worth of o f f i c e s t a t i o n e r y from 
the N.C.B., w h i l e he was ( u n s u c c e s s f u l l y , as i t t u r n e d o u t ) cam
p a i g n i n g as a Tory Law-and-Order candidate i n a m u n i c i p a l e l e c t i o n ' . 
I n CASE 44 (22.10.74) a c h i e f i n s p e c t o r of p o l i c e who f a l s i f i e d 
h i s t r a v e l expenses t o the tune of £46 was f i n e d £55? out was 
a d d i t i o n a l l y sacked from h i s j o b , and a u t o m a t i c a l l y f o r f e i t e d h i s 
r i g h t s t o an annual pension o f £1,700 per annum. F u r t h e r , as 
M a r t i n (1962, p 75) notes, s y s t e m a t i c concealment of o f f c n c s s 
from o f f i c i a l s t a t i s t i c s (and, come t o t h a t , from o f f i c i a l e n f o r c e r s ) 
abrogates the need f o r a f u l l , l e g a l t r i a l (and a l l t h a t might 
e n t a i l f o r t h e d e f e n d a n t ) , but n e v e r t h e l e s s c r e a t e s the p o s s i b i l i t y 
t h a t employees may be sacked f o r o f f e n c e s f o r which under law 
the y c o u l d o n l y d e s c r i b e d , a t b e s t , as 'suspects'. The c o n s i d e r a b l e 
r e t i c e n c e t h a t most employers d i s p l a y i n d u t i f u l l y p assing a l l 
cases o f employee t h e f t t o t h e p o l i c e r e f l e c t s v e r y w e l l grounded 
f e a r s t h a t the cost o f d o i n g so c o u l d be i n d i r e c t l y p r o h i b i t i v e . 
The a r r e s t o f th r e e baggage l o a d e r s at Heathrow A i r p o r t on the 5'th 
Au^usfe, 197 3, on s u s p i c i o n p f p i l f e r a g e , sparked o f f an immediate 
walk-out by 500 f e l l o w T.W.A. baggage-handlers, grounding a l l Pan 
Am and T.W.A. f l i g h t s f o r seven hours. Another 1,5^0 ground s t a f f 
from o t h e r a i r l i n e s soon came out i n p r o t e s t (H-CUTTIIICS: 3s 5•^•73 5 
4- 19»8«73).^ a^ By the 8 t h August, a K.L.H. shop-steward a p p a r e n t l y 

( a ) I n these two cases, r e t i c e n c e i n t a k i n g employee-thieves t o c o u r t 
i s w e l l - f o u n d e d upon t h e b e l i e f t h a t such a c t i o n w i l l be c o n s i d 
e r a b l y uneconomic i n t h e s h o r t - t e r m . Very l a r g e t r a c t s of goods-
i n - t r a n s i t management l a n d (such as docks, a i r p o r t t e r m i n i i , and 
r a i l w a y p r o p e r t y ) are a s p e c i a l case inasmuch as they are p o l i c e d 
by s p e c i a l p o l i c e f o r c e s empowered t o act under the 1927 S p e c i a l 
Constabulary A c t . Thus, Heathrow i s p o l i c e d by 38O A i r p o r t Pooice 
(dubbed "Toytown P o l i c e " , and the " P l a s t i c Policemen" by Loaders, 
II-CUTTIHG 3 j : 12.8.73) of which o n l y 25 are of the p l a i n - c l o t h s 
i n v e s t i g a t i v e branch. A l t h o u g h newspaper e s t i m a t e s o f losses a t 
'Theifrow' have been a s t r o n o m i c a l ( f r o m £5 m i l l i o n s per year by 
the D a i l y Express, H-CUTTING 1: i 5 . l l . 7 i , t o £8 m i l l i o n s per year 
by the D a i l y M a i l , H-CUTTING 3g: 8.6.73), o f f i c i a l e s t i m a t e s have 
been c o n s i d e r a b l y s m a l l e r . I n August 1973 (H-CUTTING 3h: 10.3.73), 
the B.A.A. r e l e a s e d f i g u r e s showing t h a t i n the f i r s t s i x months 
of 1973, £615,000 was s t o l e n ( t h i s f i g u r e i n c l u d e d an armed robbery 
of £500,000) compared w i t h £446,000 s t o l e n d u r i n g the whole of • 
1972. By J u l y , 1974, (H-CUTTING 14: 23.6.74) a Tory H.P.- claimed 
t h t t the 3.A.S. l o s t £377,000 i n 1972 compared w i t h £280,000 i n 
I97I5 and £233,000 i n 1970. However, i f these f i g u r e s are put 

http://i5.ll.7i
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speaking on b e h a l f of 10,000 men claimed t h a t baggage-loaders would 
i n f u t u r e be armed w i t h ' p i c k - a x e handles (H-CUTTIHG 3g: 8.8.73) 
t o deal w i t h any p l a i n c l o t h e s policemen suspected of snooping 
on ground s t a f f o p e r a t i o n s . When p o l i c e t r i e d t o get a l l s t a f f 
t o wear i d e n t i t y tags on the 16th August, more t r o u b l e f l a r e d , 
and on t h e 18th, t h e r e was another ( t h i s t i m e , two-hour) walk
out when more ground s t a f f were searched by p o l i c e . S i m i l a r l y , 
(CASE 56: 20.11.74), 300 w^arehou semen r e c e n t l y walked o f f the 
Ip s w i c h docks i n p r o t e s t a g a i n s t a p o l i c e i n q u i r y i n t o a l l e g e d 
• t h e f t s o f goods from t h e p o r t . F i v e days l a t e r , another 37 men 
re f u s e d t o t u r n a P o l i s h s h i p around because t h e y b e l i e v e d t h a t 
the cargo had been broken i n t o i n Poland and t h a t they would be 
blamed f o r any m i s s i n g i t e m s . N e v e r t h e l e s s , f i v e men were event
u a l l y and s u c c e s s f u l l y prosecuted f o r lajge-scale p i l f e r a g e a t the 
same docks. 

"Caught", f o r t h e employee t h i e f , r a r e l y means " c o u r t " . 
N e v e r t h e l e s s , the employer's a t t i t i d e i s not w h o l l y p r a c t i c a l . 
I f the case i n hand i s l o c a t e d a,s unambiguously one of " t h e f t " 
( r a t h e r than as acceptable " p i l f e r a g e " - see Chapter Four f o r an 
extended d i s c u s s i o n o f t h i s ) , o r , r a t h e r , as vaguely " s e r i o u s " , 

(Contd) i n t o some s o r t of p e r s p e c t i v e , a much m i l d e r p i c t u r e emerges. 
F i r s t l y , i t seems acceptable t o suggest t h a t two q u i t e d i s t i n c t 
forms of c r i m i n a l o r g a n i s a t i o n operate a t Heathrow: i n v o l v i n g 
b o t h " f u l l - t i m e " , and " p a r t - t i m e " c r i m i n a l s . The f i r s t form would 
appear t o account f o r the p l a t i n u m t h e f t s (H-CUTTING 12: 27.2.74), 
g o l d bar t h e f t s (H CASE 6 ) , the c a r - o a r k i n g f r a u d s (H CASE l ) , 
gem t h e f t s ( I I CASES: 2,4,5,7,8,13), and t r a v e l l e r ' s cheque f r a u d s 
(H caSE 15). The second ( " p a r t - t i m e " t h e f t s ) are almost e x c l u s 
i v e l y f o r baggage p i l f e r i n g and s m a l l - t i m e r e c e i v i n g ( l l CASES, 
3 . 9 . H . 1 2 . 1 4 j l 6 ) . The f i r s t s o r t , the " f u l l - t i m e " c r i m i n a l s are 
a l l e g e d l y r e f e r r e d t o as the "heavy mob" ( D a i l y Express, H-CUTTINC 
1: 1 5 . 1 1 . 7 l ) j and the " p a r t - t i m e " c r i m i n a l s as e i t h e r "small 
p o t a t o e s " ( i b i d ) , or as "dipper gangs" ( D a i l y Express, II-CUTTING 
3f : 8.8.73). But, secondly, even w i t h o u t t h i s d i s t i n c t i o n , the 
t o t a l l o s s at Heathrow i s not g r e a t . Heathrow i s a smal l town o f 
over 52,000 w o r k i n g people w i t h an annual passenger f l o w of over 
60 m i l l i o n v i s i t o r s . T o t a l a r r e s t s f o r t h e f t i n 1972 (B.A.A. f i g u r e s ) 
were o n l y 376, of which o n l y 79 were employees. Heathrow has at 
l e a s t £3,1000 m i l l i o n s of f r e i g h t moved every year ( F i n a n c i a l 
Times, H-CUTTIHG 3d: 7.8.73), as w e l l as at l e a s t £2,000 m i l l i o n s 
i n passenger v a l u a b l e s . This t o t a l s r o u g h l y £5 > 000 m i l l i o n s , o f 
which the a d m i t t e d t h e f t o f £-g- m i l l i o n a n n u a l l y o n l y amounts t o 
0.001^ of the t o t a l . Compared w i t h a s i m i l a r f r e i g h t flow,'. L i v e r 
pool <bcks( H-CUTTING, 3 i : 12.8.73) lose a r e l a t i v e l y u n p u b l i c i s e d 
£148,000 from t h e f t s , per year. 
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then community r e s p o n s i b i l i t y and c i v i c d u t y m a g i c a l l y appear 
t o s p r i n g t o the f o r e f r o n t of concern, and o f t e n q u i t e i r r a t i o n a l 

( a) 
e f f o r t s are made t o prosecute i n the c o u r t s . But such prosec
u t i o n s are o f t e n d i f f i c u l t t o secure s u c c e s s f u l l y . The ' f u n g i b i l i t y 
(see Chapter One) of some s t o l e n items renders them inadmissable 
as prima f a c i e evidence ( D a v i s , 1957 > P 223), and the i n t e r 
a c t i o n a l 1 i n v i s i b i l i t y ' of some p a r t - t i m e crimes coupled w i t h 
the l a c k of i n v e n t o r y evidence of l o s s , q u i t e f r a n k l y , would 
make many p r o s p e c t i v e cases " u n t r i a b l e " (Newman, 1958 J P 74 ^ ) • 

Sometimes, t h e c o u r t w i l l r e f u s e t o accept i n f o r m a l l y the 
co v e r t d e c l a r a t i o n t h a t the matt e r i s t o be t r e a t e d as a mala 
i n se o f f e n c e ( d e r i v e d from the v e r y d e c i s i o n t o p r o s e c u t e ) , and 
r e d e f i n e the i n f r a c t i o n as merely the breach o f mala p r o h i b i t a 
r u l e s . For example, (CASE 29a: 6.2.74), a housewife f a c i n g 3'J 
charges of t h e f t s from a c l o t h i n g s t o r e where she worked, 'which 
had been committed over a p e r i o d of 17 months, was b a i l e d f o r 
merely £10. However, w h i l s t the i n t e r - i n d u s t r y d i s p o s i t i o n r a t e 
v a r i e s c o n s i d e r a b l y ( M a r t i n , 1962, p 86, found t h a t the l a r g e r 
f i r m s i n h i s sample prosecuted 4 1 % of cases, and s m a l l e r f i r m s 
i n o n l y 24% of cases; and Robin, 1967 , P 689? d i s c o v e r e d t h a t 
whereas banks tend t o prosecute i n 87% of a l l cases o f t h e f t by 
employees, shops o n l y take 17% of t h e i r m i s c r e a n t s t o c o u r t ) , and 
i s g e n e r a l l y low, t h i s i s matched by a g e n e r a l l y h i g h l e v e l of 
s u c c e s s f u l p r o s e c u t i o n . Robin (1967, p 696) comments: 

( a ) To decide t h a t a case of l o s s i s " t h e f t " i s the same s o r t o f 
d e c i s i o n as t h a t o f d e c i d i n g whether or not t o prosecute (see, 
Chapter F o u r ) . I n o t h e r words, i t i s made on the b a s i s of e t e r n 
a l y y e m p i r i c a l l y ad hoc c r i t e r i a . A l t h o u g h the broad e m p i r i c a l 
o u t l i n e s of such d e c i s i o n s are c l e a r ( i . e . , a,s Robin, 1967* 
p 693 shows, the s i z e of t h e f t i s g e n e r a l l y v e r y i m p o r t a n t , w i t 
a s i g n i f i c a n t break a t the $1J0 l e v e l f o r American department 
s t o r e employee t h i e v e s : 19% of those who s t o l e l e s s than '/>100 
were prosecuted, and 57% of those who s t o l e more). A b i l i t y t o 
recove r a l o s t amount i s a l s o conducive t o a benign d e c i s i o n . 
However, these e m p i r i c a l f e a t u r e s are never q u i t e enough t o 
produce a s u c c e s s f u l p r e d i c t i o n of t h e outcome of t h e d e c i s i o n 
as t o whether or not t o nrosecute. 
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"...Two hundred and f i f t y - s i x o f the 259 
prosecuted t r u s t v i o l a t o r s i n Companies 
A, B and C were c o n v i c t e d , 249 (9° p e r c e n t ) 
p l e a d i n g g u i l t y . This n e a r - p e r f e c t con
v i c t i o n r e c o r d was a r e s u l t o f the com
panies' v e r y c a r e f u l s e l e c t i o n of whom 
t o prosecute and when..." 

The v i g o u r w i t h which p r o s e c u t i o n i s concluded i s a l i t t l e 
watered, however, by the sente n c i n g p o l i c i e s n o r m a l l y c o n s u l t e d 
f o r employee o f f e n d e r s . Robin (1967, P 697) c o n t i n u e s : 

"...The o f f e n d e r was f i n e d i n 73 of the 
256 cases. The average f i n e imposed was 
72 d o l l a r s f o r those r e c e i v i n g any f i n e , 
and 20 d o l l a r s f o r a l l c o n f l i c t e d o f f e n d e r s ; 
one q u a r t e r of th e f i n e s vjere 100 d o l l a r s 
or more...The o f f e n d e r ' s sentence was sus
pended i n 55 percent of the 256 cases. 
Among those g i v e n any suspended sentence, 
the average l e n g t h was 11 months, w i t h 
t w o - t h i r d s g i v e n l e s s than 1 year and 
o n l y 9 percent 3 years o r more...the 
o f f e n d e r was put on p r o b a t i o n i n 46 p e r 
cent of the 256 cases..." 

I n r e a l terms, t h e n , the j u d i c i a l d i s p o s i t i o n o f o c c u p a t i o n a l 
t h i e v e s i s non pe n a l . Only 12 percent of Robin's sample ( i b i d , p 698), 
were imprisoned. However, the f i n e s g i v e n t o c o n v i c t e d " q u i e t " 
c r i m i n a l s are u s u a l l y w h o l l y d i s p o r p o r t i o n a t e t o t h e i r a b i l i t y t o 
make r e s t i t u t i o n . As Geis (1974? P 350) n o t e s , w i t h a touch of 
a s p e r i t y , "the $437*000 f i n e a g a i n s t General E l e c t r i c was e q u i 
v a l e n t t o a $3 p a r k i n g f i n e f o r a man w i t h an income o f $175?000 
a y e a r . " But w h i l s t t h i s i n e q u a l i t y i s g e n e r a l l y b e l i e f i c i a l t o 
w " h i t e - c o l l a r o f f e n d e r s , the f i n e i s j u s t randomly d i s p r o p o r t i o n a t e 
t o the cost o f th e crime f o r b l u e - c o l l a r o f f e n d e r s . 

For example, i n CASE 1 ( 1 9 . 1 - 7 3 ) j f o u r b l u e - c o l l a r employees 
prosecuted f o r s t e a l i n g s t o c k worth £1,200 from a c r i s p f a c t o r y 
were o n l y f i n e d from between £20 and £40 each. Conversely, i n 
CASE 3 (21.1.73), a r a i l w a y p o r t e r accused of s t e a l i n g newspapers 
v a l u e d a t 57P from a t r a i n , was f i n e d £20, and ordered t o pay 
£20 c o s t s . I n the f i r s t case, t h e f i n e s amounted t o 1-3 percent of 
the cost of the l o s s , whereas i n the second, the f i n e amounted t o 
40 times the o r i g i n a l l o s s . 
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N e v e r t h e l e s s , i r r e s p e c t i v e of t h e h i g h r a t e of s u c c e s s f u l 
p r o s e c u t i o n s which employees arc able t o secure a g a i n s t t h e i r 
employee o f f e n d e r s , t a k i n g people t o c o u r t i s a c o s t l y and t i m e -
consuming v e n t u r e . The u s u a l managerial folk-wisdom q u i t e accur
a t e l y r e f l e c t s t h i s : the normal ( c y n i c a l , and perhaps i r o n i c ) 
c o n c l u s i o n i s non-moral t o l e r a n c e of employee t h e f t i s cheaper 

(a) ' than p r e v e n t i n g i t i n the f i r s t p l a c e , or than a t t e m p i t n g 
t o r e c o v e r the l o s s t h r o u g h the c o u r t s . W h i l s t t h e r e may be 
s p e c i f i c cases where c o u r t a c t i o n might secure c o n s i d e r a b l e 
r e s t i t u t i o n , i n g e n e r a l , and as f a r as employers are concerned, 
t h e r e i s no room f o r c i v i c s e n t i m e n t a l i t y i n business. A p o l i c y 
of p r o s e c u t i n g a l l those employees a g a i n s t whom emploj rers have 
s u f f i c i e n t evidence t o proceed w i t h a p r o s e c u t i o n would unrem
i t t i n g l y c l o g the c o u r t s , and bankrupt most of the economy. 

A c c o r d i n g l y , t h e r e a l i s t i c c o n t e x t (and the s t r u c t u r a l 
guarantee) of " p a r t - t i m e c r i m e " l i e s i n the nature of the commer
c i a l s o c i a l c o n t r o l s e t t i n g i n which i t i s immediately, p r i m a r i l y 
and i n i t i a l l y enmeshed. The c o u r t s , even when invoked, are merely 
a secondary o f f e n c e p r o c e s s i n g c a p a b i l i t y , o n l y t o be used i f 
i n a d v e r t a n t l y i n v o l v e d (when a t h i r d p a r t y c a l l s i n the p o l i c e 
w i t h o u t f i r s t a t t e m p t i n g commercial c o n t r o l ) , or on those few 
occasions when the o f f e n c e seems t o warrant d e f i n i t i o n as a 
" r e a l " c r i m e , and t h e commercial de t e r r e n c e m i l i e u a l i t t l e d i r 
ect b o l s t e r i n g . 

These c o n s i d e r a t i o n s r e f l e c t a major d i f f e r e n c e i n the 
p r o c e s s i n g and c o n t r o l l i n g of " q u i e t " , r a t h e r than " c l a s s i c a l " 
crimes. The c o n t e x t o f o c c u p a t i o n a l crime i s commercial s o c i a l 
c o n t r o l . I n the f a c t o r y , "crime" i s absorbed i n t o o r d i n a r y work-
l i f e . I t i s " j u s t another management problem" ( F a c t o r y H. & M., 

(a ) See, f o r example, Ross (1961, p 143), and Palmer (1973, P 21) 
f o r a d i s c u s s i o n o f t h i s . I n d u s t r i a l s e c u r i t y i s very expensive 
( j u s t the 7 b i g g e s t companies i n America have j o i n t earnings 
of 648 m i l l i o n s per year, CUTTINGS, 34: 5.5-75). However, 
i n d i v i d u a l losses arc d i f f i c u l t t o c a l c u l a t e , as t h e r e are 
s e v e r a l ways of e s t a b l i s h i n g the e x t e n t of l o s s , a l l g i v i n g 
d i f f e r e n t amounts. 
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1954j P 8 5 ) . I n b r i e f , I f l e g a l c o n t r o l may be c h a r a c t e r i s e d as 
h a v i n g a moral b a s i s , g u i l t - o r i e n t a t i o n , f o r m a l l y b u r e a u c r a t i c 
s t y l e , t e c h n i c a l - j u d i c i a l d e c i s i o n making, and. p u b l i c h e a r i n g s ; 
t h e n , i n c o n t r a s t , commercial s o c i a l c o n t r o l has a c a l c u l a t i v e 
b a s i s , a p r o f i t o r i e n t a t i o n , an e c l e c t i c ad hocness i n the p r o 
cedures by v/hich i t comes t o d e c i s i o n s , a "rough" sense of j u s 
t i c e , w i t h mock ' t r i a l s ' h e l d i n p r i v a t e . Not t o put t o o f i n e , 
a p o i n t on i t , commercial s o c i a l c o n t r o l i s e v e r y t h i n g t h a t l e g a l 
s o c i a l c o n t r o l should not be. I w i l l now t r e a t f o u r c r u c i a l 
d i f f e r e n t i a t i n g dimensions ( d i s c o v e r y - p a t t e r n , t r e a t m e n t i d e o l o g y , 
aims, and procedures) i n a l i t t l e more d e t a i l i n order t o tease 
out some of the p r a c t i c a l i m p l i c a t i o n s of t h e commercial c o n t r o l 
s e t t i n g . 

Commercial s o c i a l c o n t r o l f e a t u r e s a random r a t h e r than 
syst e m a t i c o f f e n c e d i s c o v e r y p a t t e r n . A b a s i c problem i s noted 
by J.aspan and Black (196O, n 5 1 ) : . 

"...An a u d i t o r must conclude, a f t e r he 
examines the documents which have been 
f a l s i f i e d by d e f a u l t e r s i n a wide v a r i e t y 
of cases, t h a t the modern embezzler may 
be assumed t o be s u f f i c i e n t l y c l e v e r t o 
f a b r i c a t e t h e documents which the a u d i t o r 
expects t o see... " 

Sytematic d i s c o v e r y b e i n g thus i m p r a c t i c a l , i t i s c h i e f l y 
r e p l a c e d by a c c i d e n t a l o f f e n c e d i s c o v e r y . For example, Smith (1920, 
p 54) r e c a l l s a case when an employer s p o t t e d a c l e r k i n h i s employ 
wearing an $18 s h i r t - when he was o n l y r e c e i v i n g wages of $25 a 
week. F u r t h e r e n q u i r i e s r e v e a l e d t h a t the employee was p u r c h a s i n g 
them by the dozen'. Ross ( 1 9 6 I , p 142) c i t e s s e v e r a l s i m i l a r cases. 
A concealed t h e f t ' r i n g ' broken merely because s t o r e d e t e c t i v e s 
opened the wrong l o c k e r and found a d u p l i c a t e o f f i c i a l stamp; a 
f i s h i n g t a c k l e w h o l e s a l e r w n o d i d n ' t d i s c o v e r t h a t he had a $40,000 
shortage u n t i l p o l i c e t o l d him t h a t s i m i l a r gear was b e i n g s o l d i n 
a nearby town at v e r y low p r i c e s ; and a l a u n d r y employee who was 
s e r v i n g s e v e r a l "anonymous" c a l l s was o n l y d i s c o v e r e d when these 
c a l l s telephoned the depot t o complain o f l a t e d e l i v e r y ' . I n CASE 
16 (18.7.73)» an o f f i c e c l e a n e r s t o l e two opera t i c k e t s from her 
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employer, and was caught when she t r i e d t o c l a i m her seats at 
the t h e a t r e from her boss who had meanwhile o b t a i n e d two d u p l i c 
ate ones'. 

Supplementing a c c i d e n t a l d i s c o v e r y , i s d i s c o v e r y t h r o u g h 
l e g i t i m a t e i n d i r e c t e x t e r n a l c o l l u s i o n . I n CASE 2A (-19.9.73), the 
g r e a t 'Ford Scrap F i d d l e ' , Ford o n l y d i s c o v e r e d t h a t t hey were 
l o s i n g scrap when an a n a l y s t d i s c o v e r e d t h a t t h e company'were 
buy i n g scrap which had o r i g i n a t e d w i t h the f i r m . S i m i l a r l y , 
Tocchio (1962, p 5 6 ) , c i t e s a case where a company shoe salesman, 
s o l i c i t i n g o r d e r s from a l o c a l r e t a i l d e a l e r , was t o l d by the 
d e a l e r t h a t he c o u l d get the same shoes f o r l e s s money elsewhere; 
from one of the company's stock-room c l e r k s , at i t t r a n s p i r e d ' . 
At Wellbreads, o n l y the " p r o f e s s i o n a l " salesmen s y s t e m a t i c a l l y 
b u y - o f f t h i s p o s s i b i l i t y by b r i n g i n g the r e t a i l purchaser o f the 
'hot' bread i n t o the i l l i c i t a c t i o n . 

I n terms c f t r e a t m e n t i d e o l o g y , the p r i v a t e a d m i n i s t r a t i o n 
of j u s t i c e generates i t s "rough", r a t h e r than " f i n e " j u d i c i a l 
p r o f i l e . At Wellbreads, the managing d i r e c t o r i s p r o s e c u t i n g 
counsel, judge, and j u r y . One i n s i d e d e a l e r , dismissed ( w i t h 
r e f e r e n c e s ) f o r d e a l i n g , s a i d : 

"...so I went i n t h e r e (Managing D i r e c t o r ' s 
o f f i c e ) and t h e r e was these two s e c u r i t y 
men from Head O f f i c e , i n t h e r e w i t h him... 
w e l l , he t o l d them they c o u l d w a i t o u t s i d e , 
and these was j u s t him and (Bakery 
Manager) i n the c o r n e r s c r i b b l i n g n o t e s . 

(Managing D i r e c t o r ) s a i d t o me: ' I ' v e 
got a signed statement here a l l e g i n g t h a t 
you and the s a i d ( a l l e g e d accomplice) 
took £62 w o r t h of cake on October 3rd, do 
you p l e a d G u i l t y , or Not G u i l t y ? 1 . . . W e l l , 
the f i r s t t h i n g I s a i d was 'What a l o a d of 
r u b b i s h , l e t me see t h a t statement'...so he 
l e t me see i t , see, but he kept h i s f i n g e r 
over t h a t b i t where i t was signed...Then 
I s a i d : 'Before I go any f u r t h e r , I want 
t o see my s o l i c i t o r ' , and he s a i d : ' W e l l , 
i n t h a t case, we w i l l have no o p t i o n but 
t o go t o t h e police'...Then I thought a b i t , 
see, and I t h o u g h t : 'Well, i f they do t h a t , 
the amount o f s t u f f I've n i c k e d i n rny t i m e , 
I might get 12 y e a r s l ' . . . s o I s a i d : ' W e l l , 
I admit t o t h a t , except for- the b i t which 
i n c l u d e s , I d i d i t by m y s e l f ' . . . . " 
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An a l t e r n a t i v e i s the q u a s i - o f f i c i a l , s e l e c t i v e l y p u b l i c 
kangaroo-courts p e r i o d i c a l l y h e l d by f i r m s l i k e Cadbury-Schweppes, 
and Kowntree-Mackintosh (CASE 2: 2 9 . I . 7 3 ) . Here, a panel o f 
'judges' ( o f t e n i n c l u d i n g t r a d e u n i o n r e p r e s e n t a t i v e s ) , decides 
upon an a p p r o p r i a t e punishment f o r those employees a c t u a l l y caught 
s t e a l i n g . T h i s i s q u i t e w i t h i n t h e lav?, and t h i s p a r t i c u l a r case 
(CASE 2) r e c e i v e d a stamp o f o f f i c i a l a p p r o v a l from the A s s i s t a n t 
C h i e f Constable o f Birmingham. On occasion, however, secondary 
j u s t i c e of t h i s s o r t . c a n succeed where p r i m a r y p r o c e s s i n g f a i l s . 
CASE 48 (9.11.74) r e p o r t s t h a t 40 policemen o f f i c i a l l y c l e a r e d 
of l o o t i n g an o v e r t u r n e d l o r r y were subsequently f i n e d by t h e i r 
C h i e f Constable, r a t h e r n i c e l y d e m o n s t r a t i n g t h a t "rough" j u s t i c e 
may b l u n t l y o v e r r i d e " f i n e " . 

The aims o f commercial s o c i a l c o n t r o l are a s s i m i l a t i v e 
( r a t h e r than c o e r c i v e ) , and r e s t i t u t i v e and p r e v e n t a t i v e , r a t h e r 
t han r e t r i b u t i v e and a p p r e h e n s i o n - o r i e n t a t e d . Pragmatic, r a t h e r 
t han moral e n t r e p r e n e u r s h i p f i r e s c r i s e s and reform ( f o r example, 
CUTTING 4: 14.3.73 mentions s c a f f o l d i n g - t h e f t by employees, and 
thus c i t e s ' s a f e t y ' as the main reason f o r h e a v i e r p e n a l t i e s 
f o r o f f e n d e r s ) , and the ' d i s t u r b e d o f f e n d e r ' c a t e g o r y f o r o f f e n d e r s 
( i n t r o d u c e d a l o n g s i d e t h e 'normal' and the 'crooked' as standard 
j u d i c i a l i n t e r p r e t a t i v e c a t e g o r i e s ) i s w h o l l y absent. 

I n p r o c e d u r a l terms, the p r o f i t r a t h e r than g u i l t o r i e n 
t a t i o n u n d e r l i e s an e s s e n t i a l l y p r a c t i c a l approach t o i n f r a c t i o n . 
As M a r t i n (1962, p IO4) a p t l y comments: " T h e i r (employers) p o l i c y 
may be d e s c r i b e d as a m i x t u r e of humanity and expediency." J u s t i c e 
may w e l l be rough, but t h i s alone does not n e c e s s a r i l y make i t 
inhuman. I t doesn't make i t democratic e i t h e r . The p r a c t i c a l 
approach t o p r e v e n t i o n has spawned a, r e l a t e d form of c o n t r o l : 
commercial p s y c h o l o g i c a l c o n t r o l . Since i t i s the t h r e a t o f 
enforcement which i s so e f f e c t i v e , the ( p s y c h o l o g i c a l ) t h r e a t o f 
c o n t r o l may e a s i l y be s u b s t i t u t e d f o r c o n t r o l i t s e l f . Palmer 
(1973, P 21) adds: 
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"...There's a l s o -the a d m i n i s t r a t i v e f a c t o r 
t o he cons i d e r e d . As one d i r e c t o r o f an 
e n g i n e e r i n g company put i t : 1 S e c u r i t y can 
e n t a i l so much paperwork t h a t you reach the 
r i d i c u l o u s s i t u a t i o n o f i t becoming more 
expensive t o stop p i l f e r i n g t h a t t o l e t i t 
c o n t i n u e . But t h i s same company used a b i t 
cunning i n overcoming - or at l e a s t c o n t a i n 
i n g - t h e i r problems. Concluding t h a t i t 
was the p r o c e s s i n g of paperwork i n sto c k 
c o n t r o l t h a t was u n j u s t i f i a b l y expensive, 
i t r e t a i n e d the forms, but d i d away w i t h 
the a d m i n i s t r a t i v e checking. ' I n o t h e r words', 
s a i d the d i r e c t o r , 'employees assume t h a t i n 
ha v i n g t o f i l l i n stock r e q u i s i t i o n sheets 
some s o r t o f f o l l o w - u p check i s made. 
I t ' s a p s y c h o l o g i c a l t a c t i c t h a t has proved 
reasonable e f f e c t i v e ' . . . " 

R e c e n t l y , at Heathrow, (H-CASE 13: 6 . 1 0 . 7 3 ) an e l e c t r o n i c 
b l e e p e r device c o n t a i n e d i n a sm a l l box and d i s g u i s e d as a p a r c e l 
of gems, was, t o t h e accompaniment of a f a n f a r e of n a t i o n a l 
p u b l i c i t y , a l l e g e d l y put t o work t o c a t c h l i g h t - f i n g e r e d l o a d e r s . 
(Only one employee has subsequently been caught i n t h i s way). 
However, the w h o l l y p r a c t i c a l emphasis on c o n t r o l , and the subse
quent t r a n s f o r m a t i o n of c o n t r o l from a moral t o a t e c h n i c o l o g i c a l 
issue a c t u a l l y d e t r a c t s from the morally-dependant success of 
p s y c h o l o g i c a l c o n t r o l . Frequent changes i n c r e d i t - c a r d phone 
codes ( t o reduce 'phreaking', CUTTING 6: 16 .9 .73 )? p e r i o d i c r e -
programming of p a r k i n g - l o t e n t r y cards ( t o prevent Los Angeles 
undergraduates from u s i n g d u p l i c a t e d computer cards, CUTTING 3 4 : 

6 .5 .75 )? and the exchange of p l a s t i c f o r l e a d on the seals r u n n i n g 
t h r o u g h t h e l o c k s on l o r r y c o n t a i n e r s ( t o stop d r i v e r - p i l f e r a g e , 
CUTTING 36, 10 .5 .75 )? i n a d v e r t a n t l y c o n f e r s a mantle o f gamey 
r e s p e c t a b i l i t y upon the v e r y p r a c t i c e s i t i s designed t o p r e v e n t . 

A l t h o u g h n e i t h e r the Wellbread management ncc the f i r m 1 s 
customers use these advanced t e c h n o l o g i c a l c o n t r o l ' a i d s ( b e i n g a 
s n a i l f i r m a l l o w s them t o be ' o l d fashioned' i n t h e i r methods), 
t h e i r approach t o o c c u p a t i o n a l t h e f t i s p r i m a r i l y commercial. 
Most o f f e n c e s are summarily and immediately d e a l t w i t h ('Put t h a t 
bloody l o a f dcwnl'.'), and l a u g h i n g l y dismissed. Those few d e f i n e d 
as t h e f t , proceed t o the Managing D i r e c t o r , where they r e c e i v e 
even more summary ( b u t c o n s i d e r a b l y l e s s amusing) t r e a t m e n t . 
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There were o n l y apocryphal cases o f employees who had "been d e f i n e d 
as h a v i n g committed s u f f i c i e n t l y " s e r i o u s " crimes t o warrant passage 
t o the c o u r t s . 
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CONCLUSIONS 

" . . . I have at times doubted whether the 
p r o l o n g a t i o n o f t h i s work, has had any 
o t h e r b a s i s than an i n a b i l i t y on my p a r t 
t o come t o a c o n c l u s i o n . . . " 
( C h a r l e s Booth r e f l e c t i n g upon The L i f e 
and Labour of th e People of London, 
quoted i n A b r a m s , 1 9 6 8 , p 63. ) 

Conclusions, i t i s sometimes s a i d , are i n t r o d u c t i o n s 
w r i t t e n i n t h e past tense.. I s h a l l not t r y here t o r e c a p i t u l a t e 
what was s a i d i n the i n t r o d u c t i o n . To w r i t e an i n t r o d u c t i o n posing 
a few h y p o t h e t i c a l problems; t o examine these problems i n the 
t h e s i s i t s e l f ; and then t o r e t r o s p e c t i v e l y assess the m e r i t s of 
t h a t examination i s p a r t o f the c o n v e n t i o n a l d o c t o r a l r h e t o r i c 
i n t o which I have t r i e d hard t o a v o i d l a p s i n g . I n o t h e r words, 
I wrote the i n t r o d u t i o n l a s t , and the aims presented t h e r e 
f a i t h f u l l y r e f l e c t e d t h e body o f the ( a l r e a d y complete) t h e s i s . 
T his c o n c l u s i o n does not have the c o n v e n t i o n a l f u n c t i o n a l r o l e 
o f t e a s i n g out and a p t l y sequencing the major d i s c o v e r i e s . I hope 
i t does two t h i n g s : count as an i n t e r e s t i n g c o n t r i b u t i o n i n i t s 
own r i g h t , and, n e v e r t h e l e s s , b u i l d upon t h e succeeding m a t e r i a l . 

( a ) One p o i n t . I have not r e s o l v e d the p h e n o r n e n a l i s t / e s s e n t i a l i s t 
t e n s i o n : but I have at l e a s t not avoided i t . I have perhaps 
quoted too many l e n g t h y speeches from t h e salesmen. But i f I 
have, i t was c o n s c i o u s l y done t o a l l o w the s u b j e c t s t o speak 
f o r themselves. And more than t h a t . I have a l l o w e d them t o speak 
the a n a l y s i s f o r themselves. I n case i t i s thought t h a t some of 
the q u o t a t i o n s are s u p e r f l u o u s , I d i s a g r e e . The q u o t a t i o n s (and 
t h i s p r e s c r i p t i o n i n c l u d e s the q u o t a t i o n s from o t h e r a u t h o r s ) , do 
not e l a b o r a t e o r i l l u s t r a t e p o i n t s s u c c i n c t l y made i n the t e x t : 
the q u o t a t i o n s are p a r t o f the t e x t , and more than t h a t , they 
are the p a r t wherein much of the a n a l y s i s l i e s . 
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These f e a t u r e s which guarantee the p r a c t i c a l " p a r t - t i m e n e s s " 
of b l u e - c o l l a r o c c u p a t i o n a l t h e f t , serve a l s o t o produce and main
t a i n i t s p s y c h o l o g i c a l " p a r t i a l i t y " . The s t r u c t u r a l f e a t u r e s o f 
the commercial c o n t r o l s e t t i n g most e m p h a t i c a l l y do not produce 
the c o n d i t i o n s of i d e n t i t y d e g r e d a t i o n , a l t h o u g h they do p r o v i d e 
normal channels f o r t r a n s f e r r i n g m i s c r e a n t s prom p e n u l t i m a t e comm
e r c i a l , t o u l t i m a t e l e g a l realms. F o l l o w i n g G a r f i n k e l ' s (1956) 
c h e c k - l i s t o f the e s s e n t i a l c o n d i t i o n s of s u c c e s s f u l s e l f - d e g r e d -
a t i o n ; the caught, but non-court b l u e - c o l l a r employee t h i e f i s 
not d e f i n e d as "out of the o r d i n a r y " ; n e i t h e r the t h e f t nor the 
t h i e f i s n a t u r a l l y t r e a t e d as an example of a phenomenally e x t r a 
o r d i n a r y b a t c h of s i m i l a r occurences. C o n t r a r y t o p u b l i c d e n u n c i a t 
i o n , t h e r e i s no s o c i a l metaphysic demanding a p e r c e p t i v e s i m i l a r 
i t y between audience and denouncer, and no g r e a t show i s made o f 
r a l l y i n g u l t i m a t e s o c i e t a l v a l u e s t o the defence of the p r o s e c u t i o n . 

" U l t i m a t e l y " ( b o t h i n the l a y sense, and i n the s p e c i a l 
sense o u t l i n e d above), the f i d d l i n g Wellbreads bread salesman 
manages t o preserve h i s s e l f , and conduct h i s o c c u p a t i o n a l l i f e , 
as w e l l as h i s p r i v a t e l i f e , as a "good" c i t i z e n . 
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