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The worl: situction in which particular individucls
<1 nl tacﬁ,clvou heo o octrong relation to the hin
tudes and morale they manifecst, Withous
knowing tae detalls ond na“u“o of thet vork esitua
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etlon, 1% ic ofsen net gossidble to »len bect Tor
izgrearcing and meintolining morgle) Xroving the
prazrures fhat bear vyer pornr dn o sopticoulos
coh, ene con cet ghoul E:Vclcﬁizc‘tcoﬁniﬂvo” Tox’
offnetting and mitireting cuel prec wres, oY can
cecarelr for kinle of mavardo and supperis windeh
nininine the “nflucnce of preoscure or merele,
Desgrintlon o +%a fSswple
This stuly wns conducted fn the Chiceco ored, in
> crall coonmunliders, ond on paln highvers cuteido
Of thO C'.“.".'f'- .

Tvo hindred anéd four intervicvs vore colleectegd
with deolere in the ferlovine nunters:
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1. NMeighboriiood Sorvice Statican . L22¢

Lever Cloce 2080 & o o o 032
Hidddo ifnlosttry orefd o » oO%
Uprerticdla Clean erees, L2302

"2. Centreld Urban Service Statiensg ., 20
3. Yain Hiphee; Service Stptlons . . 05

L. friad) Coprunity fervice Stetlons, 22
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About Rinety por ceat of tho 1ntcrvic'q Vere CONfw
ducted with uﬁﬂle Yo handie 4he 30-colled ciond-
erd Lronde; i0% of thy interviews wers congu cted
with deslers wi handle cut-rate op "iniepcndont®
Lian 3o,

Vo fivse e omgGueted o

Serive of nilot tony inter-
views to deterning tha Linds o o Drobleas e would
o.cﬁanucr Lot Go aiﬁ 45 in doveloning 4he vent
interviev urnvoceh Tho finelly Geveloned intor-

ViCW covoercd;

L. Tootrel inloxrue

A . L]

~noodneSion ond eltilades
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Se Ble focdivoe glhout hie owmn carecy, ]

clther succeug or 1L11L ‘¢, hisc ITuture J
iens, hopus and wvlous, f "‘
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are his cc.trﬁL“~? Thal o ey exe
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he o clout Rostivg $hcliy SrpLebatione?
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free outorprdce ond cunall bunia
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In adl8%ion, v nlded o Slreelific feclnicue, tlepetie
roetuves, to thie cehodule ’n crdey Lo provide cato
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THZ NATURZ OF 7Iz BUSIizsSs

Az with aﬂJ retallen
ccis of Lera 10Se  One cones £oom tihe
{oo certain expecliatlons in torps ol
tiuuucs, end beheviors; %he Sceond o
viho cupplics him ene

s the dealer rusy ha

ndle tvo
cauvo“cv,
uO"V'CQ, ct-

vao

e company

holds his leasze,

I the deoler 15 Yo stey in business. end mak%e a
£O of his cuserprise, e musté scmehou oeet the
verled cdemande that thcse ovier partics to tho
cacoline troncoetion rlace upech hik, I: 4o true
that coene 62 their deaands ean ve phrasced in
Durely cconcmie Terns,. chcvc:, i% is not 4rue
that tiaey con thesclore ve vroated inpcrao:ﬂ‘1j
and dispe ssicnately os tosls wiote fulfillrent
i3 nmerely a neens to a1 cconcnic end

The ceticns »

e
{9

tho dealer kn

¥e & socinl

peaning 4in our JOC;CtJ, ezd e ceannod vo inzensi.

ive or cblivicus to vien, P‘"*“c" his eeticag
arcuse chl:nss ond enotions in hirsc’“ vilch ho
nasY cope vith and bring o ¢ ConsIruCtIve 2030-
lution 1< he 15 to Gee cetisfocticn at nls SO0, .
Our coc: ety has a nunves of diflerent vays o da-
£ininz ana “egarding the Serviee Station Dealew,
The views nz CUlisht aifrevens funecticns o2 his .
VOl -« bus hO“e izipertant, they eve often eca-
flictin;, end we find ¢hat there is p sasic
¢ilcnna 4n the eceupational role of too dealer,
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Pihe Jusiness lMan. Some of hin ccis, related o
noncy aod prolits, mars hin es o non o- indecpend-
cnce, cuthority, disnily, and come Joc. al preoatigo.
These gctionn i:volvc iring end firing, iceping
books, peying Lills, plocing orders Jor cu,ngcq,
initiaving ﬂgvcrvisins end new policlics, mecting
va“ionu co"O“a"cntal cad liccnsing regalations,

Phoy rmari hin o5 o Tusiness rmen through hio olllicn
vori: cod bigsinaess nano-ClolU.

e Seorvont - ttcn?nnt.

acolesr is coungnicious i nin *n -
o quitce ailffercent light i
oil, porZorns minoy qua 5 cuch

oo winiag Yoo windshle » |
hendles Cizty c“u coin vies
cazyy %he soclal sienc s a
gcorvens, one ol litiic o]
obeys tho omall nocos aLANSC,
The Teehnicinon, Thinrd, the dealer cr lico cheeinl
cnncvwlocoe one oliil *o tho puitczovile end 1%c nech-
enles. These act*v sies orovide oa eura ol Teocpect -
and dclorence. The ciners, fn any fleld, getso
prostise fron the lTacy tLul *GJ pocople denrend on

him J¢» help in an a»z2a vaere taey ore igaoront.
Thus, the desler nas & coclal definition et o por-

scn of eunard lnouvlied-o, ‘

Dhese shree Polos, with their different ccclel ec-
cleins end izmplicoticzs, pub the Serviee Siavion
dcaler in o cenpl giguavicon, cad proscent Hrobe
lens that »epeyeuss {urougzlous his vcrh cctivity.
Tron bis comnmonts end cbbitudes, A4 1o anjorcent
thos thae contradieitions inhercnt in the three
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dcfinitions often noke a doep inpression on hin,
e hag Qifs culuj bu*‘uinﬁ Lup an inago of hinmself
wileh 19 ecconnistent end ue*int e, vuich coserto
vio ho isc and Lhnu bu can cxpeet fron hisc world .

Ilfactor and corvent, Lo cannot rest confou Ptedly 6o
cliboy,

Pesitive pnd llorativa “art'"" in the Vorl

FRR

o

any epupocts and chovacserisiics of tho occupa-
tion ol vexvice-siatlcn-rmantesing can bo clessi-
Sicd by Lhelr nositive or negative valus for %he
individual Gealer, Fzon our intorviciz we con
outlinc these o3 fcllous:

ot

O“ﬁ““*un{*" Tan I:ﬁﬁnnﬂﬂ@ncc. Forensst exmonn th
e

LULIRELLVe QuDBievs OX ueinl a dealer fs Lh

Calll RV Y
“lern i"dcﬁﬁnuuncy we Lhe chanee “3 be your ¢
boss, end te dircet your VGTL”““ activitics pezord-
ing to your cwn desires and ebi lity.
Ccucinitant with this indewoudence is = Svoedonm
Srea restrelnt vhieh denlers feol thelr oCCcuUNL.
vien ldeally allcuws. Fheore 15 no eonline=asrd %o
gnpecifie vorl, cr to reneiitive worli, Shog is,
unlilie the cleri Vo &Rds ceolumns of Piguves pll
any, oy the punch ntess oneraio or, the Cealer
enzages in ¢ verlesy of activities. The cecoad
Lreedon from restraind iavoives ¢he faect thns
thore 25 no confinerens to o apeclifie, reciricted
vork axrcs, -- ez23in unlilo the von vho oifs ab
the came deck or veorlz st 4he some pachiine cloat
hours ruzain-~, Thi“H’y, Lher2 I freodonm fren the
rectradnt o en coployer who con Tire and euorcizo
verisus austhoritarian compulslons, There 1s also,
ceecrdling o many of Lheso Qeaiers, Jsecldon Trea
the reciroint o cconcuic ¢yolie -~ nany ¢ then
regard the sorvice stajtion business oo "Cepresslon
vrocsY, '
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finds he nat cnly has major responsiviilty for
the zenuel werk at the stetlion (p:mping cas,

Sgreasing cars, ete.) he also %ad to nerve as

Personael ianager, Publile Relatiocns nan, Advera
ticlces Dirccior and Business Hdaneger wisn the
neecssity dor meeting Layrolls

‘

» tading inventory,
4

OrLering stochs and Supplics, Lfiliin-~ cut ¢ccoplex

~

Governnental forms, and dcaling with 4the Ianiecipal

aathoritics in gotting lieccnscs and parmits,

This 13 the inevitadle othor-side of bvein
ovn Vo35, and to the man zot vell traincd
A
&

o cf ¢
=2 S =

= C oo
boc

; e funcetlons, or who doac nos fipd s
ia thea, they represent a real drawi
aind ol work.,

S

Convany finlationa, Thar

col=-

» furthor, ihuec
sra ol h
o

a L
tro.s escselised by nis su ler ia the 22
provisiovas of hig lease. ke thalnas he
coLte ne uuLt, other things he may not ado
th
c

Q
-

wiches to retain his leasa, Although

tion has positive fectors which vilil b

later, the nepative ecatroiliiag infiucae
tupplier oftea vtands out 1n Ll dealex's
The supplier sess the prices of his prs
Le olten recis inhibiiod Dy those oesaw
would like %o Lorangs the prico ctructy
othier way, cither up or doua. In Chlica
leest, the Union often ceits the vages ho mug
pay his help, so he is siuilarly inhiditea h
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0 cubtonmer comes fnte his station. le must lcave
Bis lunch to f£i11 g ges tenl, get up from the ecn-
fortable chols te chcel seneone's oll and wipe his
vindshicld, leoave on interasting bull oession
with the cther workers 4o cive a puscing tourict
Sone Inlorzation. Wiat all thig oulis coun bu,

is that ha denler oron fircs cat he een't really
control the Llavw of vwork in nis statioa, =nad i3
13 centrillicd By 2nge randem, uacrganlsod Inliuw
end ecxodus of eushomows., Tals Caet citen nives
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olienved LUt s s top iy tend to eunce: o
- gocd dunl L L. foiaz Go.willection Drom fhoiy
j releovlion. lun e Des ..o, end guiehly bdeeoons
draltos:: - SOLCL A when tho responsce o
_ otlicy soeovle 25 e that vLher receive no crosla
Slocttin,
Lo TLetor Anvelved 1 4he v s o2 fo reonet
-. £7anit the denands o2 odhops roouent oo a-.
y L Joo lerooysncivilies ond Sol proecosure i
.-J Tiese nen, -.3ielly, SOV OVOUL L LIl nst to heove
‘ 43 LUNIVE v L 4hola Cootdllcalliaz, “Tiuvew
! TIROY would Lt e 4o Co elenn viih vz o conlovt -
tule enInlltucr of omoy Joenl rzeulve auvnavisalily
F e rratiuilYe faseme ead good renend 00 tha ool
areuzd Tlian® Tiuz, vicn confronbead vith tho Jomon s
*ﬂ',-,{ e e [ el - - ~e v Wam
4420 Lulan craroeterictie is ctronzer 4in these nen
then tho avercae,
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f theso with wvhon they deal, as well as with the
emauda of ceclf reoypeet, that they be aetlive,

.eneapetic and acconplishing, they tend 2lso to

feel resential or hard pressed by thcir circun-
staaces., )

¥aochanlen) Interests., In anothes foecus, we ray
nose thast nooaanicad iaterest Lz net o very sirong
foctor In the personallty and work oricnsatiocn of
read al YLha dnalsrs We fntervisvaeld. A Do ko2 Lt
€af teesr Lo Anelr Legwlice lhztlon Vol the Tliasaves
L repeliving eore, colvino priblions wiish azrize ia
the cars, cte. Lovover, nost of the doalars ive
screine ¥with thet Inteorest and skil) 12 <hey zre
able., Their meehonleol dnterésts ere nmuah i.re on
the level of "patiterian®™ and Cor them tnis e R
o relatively minor opecet of Ltho buislacii., Ly
have a cv..ain enouns of pride in “unoving 6. LL:

wvoy around” & car cad in beoing ehle to fix the mos
cennon 4hinzo whiceh go wroar. Thcy do Lot ahav t2
soane feceliction wivh a2 nutonovil insiaes that
oune finds 4in rejulinr euto n:chnnlcs, racing enr

enthusinsts, stoekh car fans, and the like. “huy
ot

oo

tend, by ond Loevze, to oo Dudl nora meonle orlented
than objeet oricrnted, gluhoust wney aave enocula oi
the latior tc nmeintedn then in ¢his ousincss.
Bocin)l Trnvirccnnaont, Finally, lew o Zale up the
queouicy oJ Lidierinces wnon doeoles . An osumell
tovn, highvay, end urden ciaslionn. Jinre aro peny
nors 'r'lcrit:o- than difizcrences tunwocn these
mnen. Lhe diflerernces wialeh enist een o result
from the differcny cuelic) enviccuzmants of the two
ercas, srell tovn vs., urbdan,

The sccleld differonees selolt Jealers, doih

uh?ou-n d¢oternining wio w1l coarvive end throcuzh

¢llering ph-uic~l-r custener-deeler reloticons,

The date indicete thot this celection eaz be ceen

in trends, but not in basie or esseaticl differcicces.
|
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have moro atnble ties with the peocple wvhon they

'S &
anryes nnd posh, and that thelyr relations with
poeple Slovw along poro cimeothly. Thcre are f'adop
duwices ol oue vypo disecussed oclow, (poreald)

Viioue malu iagol L:.u 10 the Scrviae Statlon udle
neos is noney end soney for 1ts own salie, and
there are fever VQ-J rosily eljusved, erratic
dealers. For the dDulk of the doalers 1n best
ercas, hovcver, ve think $hat ithe patters out-
lined above 15, dy ead larze, chavactesistic.

Thz maln Lighwey dcalers are o mixture of thae
panll :onzialty and the urdes $ypos. Quisa

slaply, thoae h‘*n'ay stavicns ¢losoly adjaccat
- tc the city are often rua by n23 vho ave, in z2ll

recpects, urben londividusls; those cicticns viere

tae deceler growv up aau still identifies with 2

nearovy sm2ll comnaaibty ternd to sistein Lha nor
steble It personal nwttern characstericssic o“
thal area.

Tao charactc liz2d abvove, ve rererd as -
falrly chk-_ f the astority of tha 2calers
1nterv1 wad racveristices are inniriant
in an tﬁnlin acjustnent 2ad ettitedes,
12 the wasle s3ory. In the

sectian belew, v wil Gozeride virinziz "typoo” of
Gealers, ecccoos = nedir vays - 13%1inz ¢
tie oceuzatisza and the darcres Lo wihleh shty aave
baes ablie to oot sueeasslully the consracictory
dennnds of the work, Wo caa Tark off some 3 ases
in tac cc::iﬁa:; Dotveen suevess onl fziiure so

- that oune of the charscterictles of the men mcoking

’ variouc adjustnents becono eozarent.
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~The Enerrevlce, Acconnlisnins Dealers

Tais 45 a broad clascification that can be farsher
adivided into thrce sub-groups. Whet the dealersd

{in this group have in connoa is that they lool &0
thoilr cceupcticn an providing opporbunity Jor hen
to Prosress souard ocone life gobnl. And Lhoy WwoId
tovard it In o falrly vigOrous, well crpeniced
panner.e  Such a gosl nay be quite consciously

eloar and well &eriacd, or nxy »e reletively vocue
ons uparticulated -- that is, wore eiong tiie liuc
of "just vanting to get ahcoad.”" Tae rmen in Lhio
group oro trying Yo mall on 1nsrepcingly productlvo
end profltadle ad ustmont to life, by cperatlisg
their buciness vith o corisin nount of suscee
Altnouph they chooose +he oceupctilon Jor vouryl
voosons and wori atv it with vorying depirces 9
s:ill ond eompoteancc, bthey rove in connon ¢
that the Serxrviec Statvlon ymeinccs proevidces & »0-
teontielly catislylug ond revarains opportunity.

ohe polid citlcen wirne PRk

tis group 1o oac ¥ the Larcest im our sesnple.
alers Hraically ron vie ster.wan Apsricans
rorard o5 tio overasd, epiendly corncr Sorviee
84ations. Uoually they erc Calviy now, at leoold
woell kopt up. The denlero orc guite busy, ound tio
ctatlons roguizetwo or tharcc Dok booides e QURCT.
In pany cascs the ctation 45 manased by o parincr-
ship of ¢v0 nChe

4]
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Dhe motivetion of those daalors for Sorvice Station
vork 1o pocitive .- they vant 4o oot scemetbing frod
it -- and they izve tie rocoasery orive exnd ouill

to Co o 0ol Scu. Thoy rave cscentielly costered
the compionity of tue vorly sivontlon 2und are clearly
gevting cnough catiosfaction 0% ooty wori LqQ coa-
“pencato for tae uarevarding osp2ciis .
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Tho rcescns thcse dealers caphacize for gotting
into their vork aro aulte dlverse. Somo assert
thet they vanted a better liviag, come indenende
cnce, otiers tho desire to vorl with thelr nhands,
end still others bLeing outdoors end dealing u*th
pcow Lo.  Whotever thoin pa"‘icn‘a: cerdvinavicon

o individucl motives, %hey have found veys to
cratify thelr nceds in 4he vorhk situntion and elso
Laintoin the cosentiol control over the activi itics

neecssary Vo nate a go of the job., lany cf these
"s0lid citizcerns® e@ealors atiain roderate SUCeEss
and, finding thet it provides wihal thay reed, do
not continue to sirive so enerzetie elly. Taese
are HWen ¥20 have nastered t"o trade and are cone

teat to do 14 conpoteniiy, Thecy 49 not zove a
constant striving to neve cver "unverd oxnd onva =d”,
end thely JL_oicna cre usually run in en c’“ic*c“t
but not fast-paced or dex anding fashion

o)
£

Coraunity-uise, this 15 a
They ere ceusht up in thel
tizo or ceven iztercs:t Lo
nanity activivies, u"on
they wind thoir ov
at really nard woo J
at the stations, o hore o
vith tiie wilfe exnd Yo sloen,
vorlk the next doy. Dhelr private axn
are scperoted, ead thoy molle 1o eon
Yo inteprate the $vo -« g chovocior
tinguishes ¢hen fron the next sub-g
crergetic type,
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vao is sincercly iatercsted 4in the problens of
the customer's cer. Lvea vhken they do not elways
Live up to thic ideal, it is cloce %o thelr heorts
end they strive to.

these nmon becomo nore axd nore prorescionolized

their oceuncvion, and cos they come ¢loser o

cir idecal ol ach*cvin; a polid scoclieol ciatus,

¢y tend do cpend o poob deal of time Iategrablin

cns nity. Cne fipds
cce Cealers cetively rn***czpat;ng loecl ¢ludo

and eccociaticns. Thoy beeoswme cetive end Yrucicd

community figurcs (thercdy goining in giatus).

Dhey are less often isolated in the cozzunity thaa

the colid citleoen Lype; .¢04 theoy cre isoleted,

they erc unliappy ond Yry to worl out wayc to be-

eives into tue lawzzor comnwa
)

-

¢one leos co. Taey ere nued lecs harassed oy L
demanda of the ucrh) Lo vwith Lhedy drive, clil

and detacihzent, they aeve greduelly risea fron tle
greace pitc end tac islond end moved into o now
orderly office sctup. They sirive 4o rounage thelir
altfeirs 1in such o way that moct of dhnelir ftioe dc
devoted o toking care of tho business ¢ad of the
stotica, ond to contacting cusicucors cad cller

poonle in the coua“‘itJ.

The cccncmicalﬂ" prhitinug

Thts 15 snobier relotively snall group, Dode up

o2 nen who ool abt thio occupnavion purely os o vay
of maling zZoney. oot of tihem huive a prouiy clear
1uca of vhoeit the worll 4s 1lile, end many o toc
dlclito 4ne Service Stotlon duciunens euceny Jol
tho fost shoit 4hey coa oals money fren LU, Llver-
u“clcss, tiacy ore usualliy edficlont, sarcvwd ead
caleulating; Shoy G0 nod led thels ¢islilie ol the
worlk or the ecusisuiys dnterfers dracticclly with
thedr operating o lasge, efftelcent oad profitedle
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1
gtation, Ilany of thase men provebly do not stay
long in sexvice stotion worli; oon2 do. Elnco
thelr mailn Interecy is na“iwﬂ Loney, 1a ono scadle
tacJ would be Jush a5 nuch ot home operatizng o

glf-service Loun urowau or Dry G20du Store. They
@Ay aave ccloetod vho Servict ov
bocause ol gpon yh.v_cnl-r s Dedy
unity, but zany ol Yhe gravi
tvoru nrovidles oare rov lupsricn

-

5

an

R A Lcncc oy oOnLor-
‘leatisns valich tho
_—

Dacause they sce noney in running e ctatlon w virlch

45 gver lovoor and hendles ever groster volume of

puciness, 1n one ccuse ihey are quite efdeevive,

preCuctive workers. Uowever, thoir sinzle-nladed

"} inserest in monoy walies sone of then walneradic

to the touniatlca ol mZore o less unctalenl proce

tices in Ccoling with eust.nmors. Taooy ano hl

Liand of won ulo zeli o bebtery oinply to sell it,

noL beeause “4he eustomer needs it. Thery arc the

I-ind vho il nub 204 o1l An a coy BOd ChOICE TRG

customoy LoZ. Althoush fov ore downrizhi disicnest,

Lo phrons~ cunaosis oa money, anl thce relatlively

veohk cmphacis ¢n prefencionalication nzlco tacy — y
' w4 zlve the

pore vealy Lagn scme, to cul cornerl
5

gushonmer Leos oservice then Lo Larys Iol.

lany of this group are ratlher woll eduenusd (ccume
wlth colleme educadions) and hove agcoely. i
oceupational séotus considercbly lower t.od 1o
crnassted of then. Iy and larga, they suoo bivver
m:n tn gtrons rebeollicn agolzot authorivy aad
eloty and cut to et wiod Loy eon. LLhoy coa-
» vrcl tholr Cosize 40 molic nonoy quichly anid eaxsily,
prinarily tarsugh Jeor oot CuUILInLNS O SULOLICTD
cobaliase ooainst thoen; nod Togause thoy Zavae ooy
ssyoag Teclirpg 4hot thoy chould not eul COTLTIS.
LY
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nathetie Deelers

This type makaes
our conple. 1o
types cdilsecusced
arc notadly leou
ment, Thcy loch
cdrluj fron vaciy
cali of cacrpy 1

up o feirly sicable proporiion of
15 ped ansré {rom the cnorgotic
avove Lecause the dealers ia 1t
wobivascd tovard solid accouplish-
privariiy fox Guhoxliuﬁ and sc-

v vors; tacy do not put a good

aso woriitap for lncreasing roverdsS.

Aubitudcs Lowerd tzcir Jovs end customers ere

neither stronsly
ticy don't want
do thgy fcel a ot
good., A foly nu
vorn during the
¢iros, ot Lo nice
hs’bcc use they
faterccoting

ilotable is tho £
less eneyny to ¥

They ore nod vig
ereise ruch plen
thelr worli. Once
of the Joo, they
wvhich does nch ¢
peelialliy caapviv
tielly, tncse 12

beeouse it was o botiter job tian i

pocitive nor strongly ncnetive;
uO do enyonc aay havro, OUu aclicher
an érive o do anyed lot of
muc“ of thesoe nea got into the
depresslion, or suboscgueat slow

1l beeause vihey realily wvenied to,
could find notiing clse really

ped that they seen to nave nuch
us iato vori than thc fizst gr ups.
orouns o u“'vi* acr do t“ﬂJ [

ning oxr foresd

o o0y hwve

Df

Ha

gntli

Yead to wer ¢ug i a routine

nange pueh aad whichk io nov co-
¢ %o chanping situstions. nosci-

2 ot dnbo Service Stotica work

Ban tihcey could geb

< i A S & Jou,; not

clovvnere - and vacy tolal o8 LY e

'_l

a prolesslon. U
gcell-cipleoyed Wo
epsropricte hole
evaer cublissuiies
business pen, 27
pct* on oc "Servi
"seovice Jtevica
sni* cl thue foch
n’1J even owa the

aoy th¢JL of LacnLelves 1ore as
euers (who puny gasoiina iato the
iy the lelt rear fenlsrs ol waabe

¢rive in) ttaa as indegondend
2uey send vo desesive tihelr occu-
ce Stablon Assencents' »aiier ¢h.n’
vesoaoee op Dealuvl.! Wnlc, in

tha thay vay leese oy odceasion-

atetion.
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SERVICHE STATION MANAGLE PROJECT

".1'1

lntLOuuL.orV

e ———— o o—_s

Int=3viawar Ln

L
Tin ey e e e e HERROA R i oan e e Y ..
U e J..--,.l.."-...',’.- SO IASEI S of A o el PI‘OJ,\.\J a1s ol o
L . K P I T I .
vicow. o Uhe dnterviowor 4101 e aculnny ¢
deow - 1, . S wpd e .
aveeownd typa of stolicas ta ba intorvionod.

I: wil Anterview theo siatlon manager is %o bo
catenraged to talk {rialy ndeut hinmwels, his
:z;tion, custonuers, chrnpany, ¢ta, with o sini-
e of quegslionine or suldnuee. As the inter-

view progressas, coxnivnies end aquestiens may
he u-nd o ged dnve sigrnilicont areas or to
fellow purttrb ldeas. If the basic areas
arc not covered In ons interview, there should

- be repeat dinterviews.

The intorview will .be cxplailagd as a siudy of
gnell roeteail bueincoues and thair MANG LS.
It must not b2 conncetod with oil eampanice
or the o0il inducwry., we do not want thsn to
think that it 4: = ctudy for their conmpany

or supplier, s
Deseribe the statior and repori asliviiy and
otscr significant obszrvalions.

‘&ach interview should be duscussed with the
roject supervisor. A3 soon as a group of

intervievws are comploeted, wz #ill hold a siafs

conferenca to analysz the matarial.

In the interviews try to cover the follouwing
arcas:
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SERVICE STATION MANAGER PROJ C"

Intl Ohuctcr.r I‘n;\‘z‘q };
IntorVviewsr (insorac ol on

[
Ia prelaminary conflference vwith p
- -y . -

i roject supsre
. vigor, the infoervizwer will b2 assligned an
aren ond itype of stotions wo bé intorviswsd,

In the intervicy the slation cansgar is Lo oo
4) encouragea Lo talk friely about himenli, nis
i station, custonurs, company. e¢tc. with & mini-
awn of grestioniag or guidance., Ag tkhe inter-
view progresses, cormnte and guesiions mly
hbe weid to 4t inte sigrilicent arenu or o
follow important ideas. if the basic areas
are not covered In one intorview, ithers should

be repeat interviews.

Tne interview will be expiained as & study of
emall rotail businesoes and their managers,
It must notl bs conncected wilth oil ‘companice
or the 6il industiry. woe do not want tham to

thinl: that it ies 2 study for their conpany
‘or supplier,

Deserive the station ana report aclivity and
other significunt Servavions.

~

Bach interview should be duscussed with the
project supzrvisor. As soon as & croup of
interviswe are completed, we will hold a sta”f
conference to znalysze tne nmaterial.,

¥

h In the interviews try to cover thz following
e arcas!
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Retetl Outlot Study - Schedule 3
Sarvies Statioa Form
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This schedule is gede vwp of ssveral
pages oa which you are ic racord

i the rzespondent ‘s remar¥s coarerning
abme very geoperal guestions you are

" to ask hiwm sbout himsel? auvd hin

i N "station, © series of more speaiiic

questions, two thamatic pictures,
aud & socinl data sreet which sheuld

i . be £i1Ted oul L Juil.
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1. Ask the reapendent to Lell you vnat his Job fs,
what be-deoes at the service stotion., Ask hin
how lozg he has worked st this ctation. "Fiand
out. 1 he owns; leescos, or io ewdioyed hHy sowe-
one elee (got details fully)
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2. Ask the respondent what sort of serviees the
ttation suppliecs to customers. Whot kirds of
thiogs tuey ?xpect it vo previde. Wune cort
of things dons he thaink the cration QTes ita
customers. How docs lLe thinl Ltie cusntorere

regavd him and the statien {vim: 1 their at -
f.itude,) '
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6.

B ™ T A i s ae
T s

Want does L Ltaiank of the soerviea station
businree nov thal he's ia 147 What 4n 14,
.

“ilke w3 8 Job. What ore hig future vloas, vhat

devs he think he will do iz the futues? What
nost ¢f things dces he think will affect
whether 2y not he 18 able to carry out his

fuiure plans?
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Ve wuny scople vork in the sapltioag Wit do
banas A, what, AP Mercat jobo ere basre gz thily
vaskT  Low many of t‘ene vaviens jobg dees he

s

Yeaualy 0. What docs he thisi ore the wost
luvortent 02 the varices thinzs he doct 62
e Job.  Are there eny thisge oo does thut

wa aae else he worke there doeh, O deed

weil? Whut dees he tbink of tipping -- do
eustonerg tip -~ whe do thaey Lip?
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10

As¥ him hov nmueh contact ne hes with the com-
parvy vwhich aupplies nhin with poods, Hov many

‘2{f'feavent susnplicrs does he huve, Which cne

docs he taink 13 2orc inportant to his dusinmea?
Who ave the people a= sees froa thece companiec?
What are ttey like?
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15. Dees hi2, or any wf his ren g0 to ucetings
spenzored bty the company? Why or wiay aot?
What <&n2s he thlakx of thecet Whet Y%ind of
priant=d nuterial dces he raceive from the
conpeny? VWhat dces he think of «these?

. : ,

1

A
©16. Kev dors 22 think ke fits in with the oil
ipdunrry?  Zow 4z he a2 nalt of it, or iz he?
¥heu o3 he thint the really inportent part
of the oil dundusiry is? -
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19.

20.

15

Ask hin to tell you o little nore ptous !

son2 of the idoes he has pbout busirscs in
geacrel, and the il indussry, Whet docs |

e think o7 big buuinens; cid “nineldl dbusirncses ,
these days., Hov Qces the oil 1acdusiyy it : !
in with those ideces. . _ = |

TR )

Ask him 1if he
ners, or ais f
things. Does wverkiar in o ccrvic: cyetlisn
effect how a2 reescts to wict e

regds aboul dusirces in generzl, :bcw Lz
oil irductry,

tellko s
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Agk win vhet oilicr busine anovs 4An
f1in aree?  Heow does ha Yuow Tacal  Vihat
sort of contacts deas he heve 2l4h ihent? :

Wten doucs he sce themt  Doos ae
any Lusicess asasceintionn, yviich ones?
Hhat abeut the loendl vusiaescaan's rizo- :
civtion? I2 noc, why cotl? Docs he Lnos

aboutl ooy other gevvice station nmmizws

and whether ther baloug or net?  {feneerse

Ang hils ansver) iy doss he thins tais is \
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