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Attending Hamburger University, Robin Leidner observes how McDonald's
trains the managers of its fast-food restaurants to standardize every aspect of
service and product. Learning how to sell life insurance at alarge midwestern
firm, she is coached on exactly what to say, how to stand, when to make eye
contact, and how to build up Positive Mental Attitude by chanting "I feel happy!
| feel terrific!"

Leidner's fascinating report from the frontlines of two major American
corporations uncovers the methods and consequences of regulating workers
language, looks, attitudes, ideas, and demeanor. Her study reveal s the complex
and often unexpected results that come with the routinization of service work.

Some McDonald's workers resent the constraints of prescribed uniforms and
rigid scripts, while others appreciate how routines simplify their jobs and give
them psychological protection against unpleasant customers. Combined
Insurance goes further than McDonald's in attempting to standardize the workers
very selves, ingtilling in them adroit maneuvers to overcome customer resistance.

The routinization of service work has both poignant and preposterous
conseguences. It tends to undermine shared understandings about individuality
and social obligations, sharpening the tension between the belief in personal
autonomy and the domination of a powerful corporate culture.

Richly anecdotal and accessibly written, Leidner's book charts new territory in

the sociology of work. With service sector work becoming increasingly
important in American business, her timely study is particularly welcome.
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Attending Hamburger University, Robin Leidner observes how McDonald's trains the managers of its fast-
food restaurants to standardize every aspect of service and product. Learning how to sell life insurance at a
large midwestern firm, she is coached on exactly what to say, how to stand, when to make eye contact, and
how to build up Positive Mental Attitude by chanting " feel happy! | feel terrific!"

Leidner's fascinating report from the frontlines of two major American corporations uncovers the methods
and consequences of regulating workers' language, 10oks, attitudes, ideas, and demeanor. Her study reveals
the complex and often unexpected results that come with the routinization of service work.

Some McDonald's workers resent the constraints of prescribed uniforms and rigid scripts, while others
appreciate how routines simplify their jobs and give them psychologica protection against unpleasant
customers. Combined Insurance goes further than McDonald's in attempting to standardize the workers' very
selves, ingtilling in them adroit maneuvers to overcome customer resistance.

The routinization of service work has both poignant and preposterous consequences. It tends to undermine
shared understandings about individuality and social obligations, sharpening the tension between the belief
in personal autonomy and the domination of a powerful corporate culture.

Richly anecdotal and accessibly written, Leidner's book charts new territory in the sociology of work. With
service sector work becoming increasingly important in American business, her timely study is particularly
welcome.
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Editorial Review

From Library Journal

Leidner (sociology, Univ. of Pennsylvania) uses participant observation to explore aspects of service-
industry efforts to insure sameness of effort and routinization of work. The author chooses for examples the
ubiquitous McDonald's and the Combined Insurance Company, whose founder, W. Clement Stone,
formulated the Positive Mental Attitude (PMA). Both companies achieve service provider-service recipient
relationships that are routinized yet acceptabl e both to the customer and employee. The much-touted "worker
rebellions’ are largely nonexistent; many if not most employees prefer awell-choreographed approach to the
point of sale. Leidner's book includes much of interest to students of business and human behavior, but her
turgid prose does not lend itself to easy reading. For academic libraries.

- Norman Lederer, Thad deus Sevens Sate Sch. of Technology, Lancaster, Pa.

Copyright 1993 Reed Business Information, Inc.

About the Author

Robin Leidner is Assistant Professor of Sociology at the University of Pennsylvania.
Users Review

From reader reviews:

David Wood:

What do you concentrate on book? It isjust for students because they're still students or it for all peoplein
the world, the particular best subject for that? Just simply you can be answered for that problem above.
Every person has distinct personality and hobby per other. Don't to be pressured someone or something that
they don't wish do that. Y ou must know how great in addition to important the book Fast Food, Fast Talk:
Service Work and the Routinization of Everyday Life. All type of book can you see on many solutions. You
can look for the internet solutions or other social media.

Miguel Ross:

Reading a publication tends to be new life style with this era globalization. With examining you can get alot
of information that may give you benefit in your life. Along with book everyone in this world could share
their idea. Textbooks can also inspire alot of people. Lots of author can inspire their particular reader with
their story or maybe their experience. Not only the storyline that share in the ebooks. But also they write
about the data about something that you need instance. How to get the good score toefl, or how to teach
children, there are many kinds of book that exist now. The authors these days always try to improve their
talent in writing, they also doing some research before they write to the book. One of them is this Fast Food,
Fast Talk: Service Work and the Routinization of Everyday Life.



Carl Harber:

The book with title Fast Food, Fast Talk: Service Work and the Routinization of Everyday Life includes alot
of information that you can study it. You can get alot of benefit after read this book. This specific book exist
new information the information that exist in this reserve represented the condition of the world now. That is
important to yo7u to be aware of how the improvement of the world. That book will bring you within new
era of the the positive effect. Y ou can read the e-book on the smart phone, so you can read this anywhere you
want.

Robert Oshea:

In this eraglobalization it is important to someone to acquire information. The information will make anyone
to understand the condition of the world. The condition of the world makes the information simpler to share.
You can find alot of referrals to get information example: internet, newspapers, book, and soon. Y ou will
observe that now, alot of publisher that print many kinds of book. The actual book that recommended for
you is Fast Food, Fast Talk: Service Work and the Routinization of Everyday Life this book consist alot of
the information of the condition of thisworld now. This book was represented just how can the world has
grown up. The vocabulary styles that writer make usage of to explain it is easy to understand. The writer
made some study when he makes this book. Here is why this book suited all of you.
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