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ABSTRACT

EXPERIENCING CLASS DIFFERENCES:
THE CASE OF FOOD RETAIL STORE WORKERS IN ANKARA

Koptekin, Derya

M.S., Department of Media and Cultural Studies

Supervisor: Assist. Prof. Dr. Necmi Erdogan

May 2010, 185 pages

This thesis aims to examine the class experiences of workers who work in food retail
stores in Ankara. In this respect, it focuses on the structure of food retailing as
interactive service work, working conditions of workers, stratification, fragmentation
and unionization of workers in stores. In addition, it examines how workers
experience class as a matter of self-esteem in their workplaces, how they cope with
discourtesy of costumers, how they classify costumers and whether they develop a
sense of deprivation if it is taken into consideration that they work in a consumption
area. It is also analyzed gender and family relations of store workers, and their future
hopes and unfulfilled dreams. The study argues that stores with their workers, their
managers and their diverse costumers profiles are significant places so as to observe
how class differences are continuously reconstructed in everyday life through work
and consumption practices. In regard to these issues, the field research of the thesis
was employed through semi-structured in-depth interviews with 37 store workers

who deal directly with customers and works in various food retail stores in Ankara.

Keywords: class, food retail sector, stores, store workers, customer
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0z

SINIFSAL FARKLILIKLARIN DENEYIMLENMESI:
ANKARA MARKET ISCILERI ORNEGI

Koptekin, Derya

Yiiksek Lisans Tezi, Medya ve Kiiltiirel Calismalar Programi

Tez Yoneticisi. Do¢. Dr. Necmi Erdogan

May 2010, 185 sayfa

Bu tez Ankara'daki gida perakende magazalarinda c¢alisan isgilerin  smif
deneyimlerini incelemeyi amaglamaktadir. Bu dogrultuda, enteraktif hizmet isi
olarak gida perakendeciginin yapisi, iscilerin caligma kosullar, magazalarda
tabakalasma, katmanlasama ve sendikalagsma {izerine odaklanmaktadir. Ayrica,
is¢ilerin isyerlerinde smifsal farkliliklar1 nasil bir 0z-saygi meselesi olarak
deneyimledigini, miisterilerin uygunsuz davraniglar1 ile nasil bas ettiklerini,
miisterileri nasil siniflandirdiklarmi ve tiikketim alaninda ¢alistiklar1 diisiintildiigiinde
yoksunluk duygusu gelistirip gelistirmediklerini incelemektedir. Iscilerin aile
iligkileri ve toplumsal cinsiyet iliskileri ve gelecek umutlar1 ve gerceklesmemis
hayalleri de analiz edilmektedir. Bu ¢alisma, magazalarin is¢ileri, yoneticileri ve
degisen miisteri profilleri ile smifsal farkliliklarin ¢alisma ve tiiketim pratikleri
iizerinden giindelik hayatta nasil siirekli yeniden kuruldugunu gormek agisindan
onemli bir baglam sundugunu iddia etmektedir. Bu konular dogrultusunda, tezin alan
calismas1 Ankara'da bulunan c¢esitli gida perakende magazalarinda ¢alisan ve
miisteriler ile dogrudan ilgilenen 37 is¢i ile yari-yapilandirilmis derinlemesine

goriismeler yoluyla gerceklestirilmistir.

Anahtar kelimeler: Simf, gida perakende sektorii, marketler, market iscileri,

miisteriler
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CHAPTER 1

INTRODUCTION

1.1. Objective of the Study

The rise of shopping centers and large retail stores has been an significant
phenomenon of the Turkish economical and cultural life since the 1990s. Their
numbers have dramatically increased since the last decade especially in big cities
such as Istanbul, Ankara, Izmir, Adana, Bursa (Sénmez, 1997; cited in Durakbasa ve
Cindoglu, 2005). As a result, the proportion of the workers that employed in retail

stores increases in employment market.

Although there are some amount of studies concerning consumption in shopping
centers and their pervading place in our everyday lives, insufficient attention has
been paid to work and workers in this sector. The study argues that food retail stores
with their workers, their managers, and their diverse costumer profiles are significant
places so as to observe how class differences are continuously reconstructed in
everyday life through work and consumption practices. To study working in the
stores' requirs to handle consumption in relation to work and workers. Because, as
Pettinger (2004) argues, workers function as components of how store brands are
performed for consumers, along with the inanimate store design, layout, marketing

and advertising practices.

! Hereafter, I will call both hypermarkets and supermarkets only as "stores", and their workers "store
workers". The interviewees of this study work at both in hypermarkets and supermarkets. Briefly,
hypermarket means food retailers who sell at least 60 thousands kind of food and non-food production
among 2.500-20.000 square metres, generally single-storey. Supermarket is the place between 400-
2500 square metres that sells 400-15.000 kind of productions the large part of which is food. I will
address this issue in Chapter 2.



If it 1s taken into account that large stores are mainly for middle-classes from their
visual display, design, layout to the world of meanings that give its color to the place,
it can be argued that in their workplaces workers can experience intensively the

social-class differences and inequalities in consumption.

Yet the store workers as members of working class have not been studied. As a
result, we scarcely know about store workers, their working conditions, challenges
they face in their interactions with customers and in their relations with their

managers and supervisors, and their social and cultural characteristics.

In this respect, this study focuses on the structure of food retailing as interactive
service work, working conditions of workers and stratification, fragmentation and
unionization of workers in stores. It mainly examines how workers experience class
differences as a matter of self-esteem in their workplaces, how they cope with
discourtesy of costumers, how they classify costumers, and whether they develop a
sense of deprivation. The position of women workers, family relations of store

workers and their future hopes and unfulfilled youth dreams are also handled.

It is to be noted that the arguments and findings of the study cannot be generalized as
it 1s based on the very limited number of interviewees. Since there are so many
variables that may influence the answers of the workers such as sex, age, her / his
department, in which store s/he works, and even the location of the store, what her /
his duty is in the store, whether s/he is a part-time or full-time worker, and whether
s’he 1s a trade union member or not. However, if individual behavior is “a certain
specification of a collective history of a group or a class”(Bourdieu, 1984; cited in
Bora, 2005: 27), it should be kept in mind that the position of the each worker vis-a-
vis power structures, the way of conveying their experiences, and how they cope

with problems caused by customers are related to their class positions. In other

? Paint and white wash workers who were not admitted by security personnel to CEPA shopping
center, which is located on the Eskischir highway in Ankara, because their clothes were not clean is a
proof that these locations are given meaning by the mentality of the middle class. (Is elbiseleri kirli
olan isgilere alisveris yasagi, 2008, http://www.emekdunyasi.net/tr/article.asp?ID=3681 )
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words, as Erdogan (2001) claims these singularities produce common or similar
demands, practices, feelings or "worlds of meaning" which depend on the same

domination and subordination relations.

1.2. The Literature on Working Class in Turkey

There are very limited number of studies concerning the everyday practices and
ordinary workday experiences of workers in Turkey. As Genis (2002) argues, the
dominant working class imagery is limited to the organized segments of working
class. The academic literature about working class in Turkey mostly deals with trade
unions and political organization of workers. They are generally studies of working
class history which are not based on testimony of workers. In addition, there are
some studies which concern with the historical development of working class
movements and unionization from Ottoman Empire to present in Turkey. These
studies deal with organized workers and working class movements, rather than their
everyday life practices (Enginsoy, 1968; Yazici, 1996; Kog, 1998; Giizel, 1993;
Siilker, 2004; Stilker, 2004; Siilker, 2002; Yarasir, 2006; Akkaya, 2008)

There are a limited number of studies that consider not only organized workers but
also other workers, especially the ones employed in small sized production sector
companies. For example, the study of Quataert and Ziircher (1998) examines the
working class in general in the period from the middle of nineteenth century to 1950,
just like many other studies in Turkish working class history researches, which are
given above. However, in his introduction Quataert argues that he both emphasized
the state and modernization and tried to examine the history with a “bottom up”
approach. This compilation, which not only examines organized workers but also
others and examines both small sized production sector workers and workers in large
factories, gives examples of the status of workers, changing economic conditions,
class conflicts, movements of workers and the birth of the class awareness and leftist

movements.



Boratav (2004) suggests that we only know the dramatic change in the distribution of
income in Turkey in 1977 - 1988 because of his macroeconomic studies. Boratav
informs that the data obtained in those studies are not enough to fill in some gaps.
These gaps are related with how and how much the comparative and absolute decline
in payments, salaries, and prices for the goods of farmers effected workers’ daily
lives, wealth levels and lifestyles. In his study, Boratav examines how negative
impacts on macroeconomic level effects micro levels. Nichols and Sugur, (2004)
conducted research in 1999 and 2000 with workers who produce white goods, car
and textiles. They examine working conditions of these factories and the meaning of
working there for workers; differences within the labour force that relate to gender
and ethnicity; modern management in global sense; trade unionization in these

factories; etc.

There are some academic studies that diverge from the above mentioned prevailing
tendency in class literature (Genis, 2006; Ozugurlu, 2005; Berber, 2003 and Kogak,
2009). For instance, in his dissertation Genis (2006) attempts to develop a
sociological analysis of the workers in the small industry. Because, according to him,
workers of the small-scale industrial enterprises have been excluded from academic
research and writings. Hence, he argues, our knowledge about this group of workers,
their conditions of work, their social, cultural, political and ideological
characteristics, their perception of the other segments of the working class have been
very limited. Ozugurlu (2005) discusses the phenomenon of “global factory” in the
case of textile sector in Denizli. He thus contributes to the study of the formation of

working class in Turkey.

One should also cite Erdogan et al.'s study (2001) although it is not directly related
with the working class. Based on semi-structured interviews it examines the life
stories of the poor, their personal experiences and thoughts and says that the starting
point of the study is the importance of the political and cultural processes where the
poor are excluded or included, their positions vis-a-vis social hierarchies and power

relations and their representations about themselves and about others. In addition,
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Bora (2005) and Ozyegin (2005) deal with the concept of gender in a specific
context, that is to say, in household service relationships. They examine how this
relation is constructed due to the class differences between household cleaning

women and their employers.

1.3. Theoretical Framework

In this thesis, the concept of class will be used in its Marxist sense. The main
argument of this study is that classes become apparent in people's everyday life and
"class differences find expression in status distinctions that rank individuals and
groups on scales of social honorability rather than in terms of economic interest
alone" (Swartz, 1997: 151). Thus, in order to analyze the main questions of the
thesis, 1 will employ the theoretical framework that is developed by Marx,

Thompson, Bourdieu and Sennett.

Marx and Engels (1998: 6) argue that "the history of all hitherto existing society is
the history of class struggles.” For Marx, class conflict is the most determinant
feature of history. Classes form all societies, except the most primitive of them, and
throughout history, there is an inherent conflict between the classes. According to

Marx, the basis of these classes was formed by the class structure.

The class structure is evaluated in terms of the ownership of means of production.
The ones who own the means of production and those who do not. In capitalism,
these two classes are named as capitalist class and the proletariat. Those who do not
own the means of production, provide the owners of means of production with their
labour power for the production and re-production of their lives. Thus, it is possible
for them to earn wages to meet their living needs. That is what is called as
proletarianization. For a while, they have to transfer their bodily capacities to the
owners of productions in order to produce something which is not relevant to their

needs and which is not determined by them. The owners of means of production are



in need of labour power, that is, living labour that produces value by using these

means of production.

This model that is created by Marx in order to explain the capitalist society consists a
polarized dual-class structure of which the conflicts are the motor of social change.
Marx certainly talks about the other classes apart from the capitalist class and
proletariat in his descriptive studies. For example, in The 18th Brumaire of Luis
Bonaparte, Marx (1972) draws a multi-classed society and talks about many
significant political groups, such as the landed aristocracy, the financial capitalists,
the industrial capitalists, the peasantry, the urban petite-bourgeoisie, the proletariat,
the lumpenproletariat, as well as the army, the civil servants, the church, and the
intelligentsia. However, what Marx is really interested in is determinant dynamics
that transforms the societal structure (capitalist-worker or, more generally, ruler -

ruled, owner - non-owner, exploiter — exploited).

Within the last quarter of the 20th century, the Marxist studies viewed the middle
classes as the ones which should not be ignored. We should mention about the works
of Wright. The managers, the professionals, the service workers, etc., who are called
as middle classes, have a dual character. This view based on the empirical studies
argues that those who belong to the middle class on the one side have the character
of the proletariat and on the other side that of capitalist class. For example, Wright
calls these as ‘contradictory locations within class relations’ (Wright, 2000: 20).
Because of this reason, it is not possible to mention about a certain political
positioning of the middle class. For example, a foreman, a manager or an engineer is
a capitalist who controls the means of production and therefore the workers in the
context of his relation with the workers who work under the control of him.
Nevertheless, at least he is also under the control of a capitalist as the working man
of the capitalist and on that sense he is a worker. That part of the society oscillates

according to the political conjuncture.



As Chibber (2008: 359) points out “the labour process occupies a central place in
Marxist class theory, because of the underlying centrality of exploitation.” The
pressure coming from the struggle of the capital against the proletariat and the
domestic competition of the capital, which leads the capital to obtain more surplus
value, directs the capital to establish more control over the labour power through the
production process. To obtain more surplus value is only possible by decreasing the
cost of production and therefore the costs of labour and by intensification of the
production process. Workers offer work for the capitalist and sell their labour power
to the capitalist. However, within this process how the labour power will be

evaluated is under the control of the capital. According to Marx:

“... at first, the subjection of labour to capital was only a formal result of the fact,
that the labourer, instead of working for himself, works for and consequently under
the capitalist. By the co-operation of numerous wage-labourers, the sway of capital
develops into a requisite for carrying on the labour-process itself, into a real requisite
of production. That a capitalist should command on the field of production is now as
indispensable as that a general should command on the field of battle capital” (Marx,
1999a: 216).

Here, another dimension of the class antagonism appears: while the worker tries to
spend his labour power in the least amount, the capitalist is in need for using this
power in the maximum sense. To do this, intensively the capital tries to keep labour
under control within the production process. Several mechanisms and techniques are
developed and mechanization is preferred in order to produce more, to extract
surplus from the labour power, and to make labour power under the control of the

capital.

There are two main results of the disqualifying of labour continuously: the first is
that only the physical force implementation ability was left to the workers. This
banalizes and atomizes him as bare labour power seller. Secondly, this reduction of
labour to simple, unskilled labour by estranging him from the intellectual
potentialities of the labour-process and from control of the production process lets
the capitalist to control the workers more firmly. In this manner, the worker loses his

autonomy and becomes a mere “living appendage of the machines” (Marx, 1999a:

7



279). All of these mean that the control of production process, control of shop floor

in capitalism, determines the class positions.

In Marx’s approach, the term class is not just explained through the class structure
and production process. In addition to these, it is necessary to look at the terms like
class war and class consciousness. Class war appears as a result of that both classes
follow their class interests by realizing the antagonist structure of their class interest
and have a class consciousness. According to Marx, following the class interests by
realizing them, that is, transforming to itself from a class in itself into a class for

itself takes a class away from just a descriptive element and make it the real class:

"The separate individuals form a class only insofar as they have to carry on a
common battle against another class; otherwise they are on hostile terms with each
other as competitors.” (Marx, 2000a: 34)

As Andrew asserts (1975: 464), “Marx refers to a transitional stage between a
collection of disunited workers and a politically conscious working class, namely,
when the workers constitute ‘a class as against capital, but not for itself.”” The
proletariat proceeding of their interests and their war against to the exploitation
gathers them up, creates solidarity and reveals the class consciousness as a joint
identity. This class consciousness and war spreads not just over the daily life and

culture, but also to the social relation networks and is fed through them.

However, while the approach of Marx on class is a starting point in order to
understand the social life, it includes several limitations. Nowadays, the expansion of
the service sector, the rise of communication technologies transformed daily life

experiences and class cultures.

Another important figure in class analysis is Thompson. For Thompson (1963), class

is a relationship embodied in real people and in a real context:

"By class I understand a historical phenomenon, unifying a number of disparate and
seemingly unconnected events, both in the raw of experience and in consciousness. |

8



emphasize that it is a historical phenomenon. I do not see class as a ‘structure’, nor
even as a ‘category’, but as something which in fact happens (and can be shown to
have happened) in human relationships." (p.1)

Thus, Thompson views class as a relationship and the working class as a class that
‘makes its own history’ (Thompson, 1963). Similar to Marx's conception of class,
Thompson (1963: 1) argues that "class happens when some men, as a result of
common experiences (inherited or shared), feel and articulate the identity of their
interests as between themselves, and as against other men whose interests are

different from (and usually opposed to) theirs".

Class formations and the discovery of class consciousness grow out of the process of
struggle, as people 'experience' and 'handle' their situations. It is in this sense that
class struggle precedes class. To say that exploitation is 'experienced in class ways
and only thence give(s) rise to class formations' is to say precisely that the conditions
of exploitation, the relations of production, are objectively there to be experienced

(Thompson, 1978: 149; cited in. Wood, 1996: 80).

He also argues that:

"Nevertheless, objective determinations do not impose themselves on blank and
passive raw material but on active and conscious kistorical beings. Class formations
emerge and develop 'as men and women /ive their productive relations and
experience their determinate situations, with in "the ensemble of the social relations",
with their inherited culture and expectations, and as they handle these experiences in
cultural ways'"." (Thompson, 1978: 150; cited in Wood, 1996: 80)

Thomspson's analysis of the making of the English working class is quite suggestive

for a study of the Turkish working class.

Bourdieu's analysis of social class is also important for this study, as I will refer to
his concepts like cultural capital, symbolic power / violence, social space and social
distinctions.

Bourdieu was centrally concerned to transcend the antinomy of structure and agent

by establishing a multidimensional stratified social reality. Bourdieu conceives that
9



together with class structure based on mode of production, there is a need to look
into stratified social world whose class structure is embodied in social practices of

agents.

‘Practice’ is the key concept to enter into Bourdieu’s analysis of the social
phenomena. He maintains that “social world does not work in terms of
consciousness; it works in terms of practices” (Bourdieu & Eagleton, 1999: 268).
According to Bourdieu, every social practice is both a part of the cognition of the
world and helps the reproduction of it in a certain way (Thompson, 1991: 2; Jenkins,
1994: 69). In accordance to his understanding, in these practices, which encompass
wide ranging activities, such as the way of talking, style of dressing, entertainment
manners, residence preferences, interior design etc., it is possible to find out class

relations.

Bourdieu, by dissociating from Marxism, extends the idea of capital to all form of
power, whether they be material, cultural, social, or symbolic (Swartz, 1997).
Individuals and groups draw upon a variety of cultural, social and symbolic resources
in order to maintain and enhance their positions in the social order. Bourdieu
conceptualizes such resources as capital when they function as a “social relation of
power,” that is, when they become objects of struggle as valued resources. In this
sense, Bourdieu proposes a peculiar stratification model of social space; and on the
basis of this framework he develops specific concepts on various types of capital,
and unequal distribution of those capitals with regard to their quantity, relative

density, and their changing position in relation to time.

Bourdieu generally speaks of four types of capital: economic capital (material wealth
in the form of money and properties), cultural capital (cultural goods and services
including educational credentials), social capital (acquaintances and networks: being
in relation to various kinds of significant others), and symbolic capital (legitimation:
legitimate authority in the form of significance, respect, status and celebrity).

Bourdieu treats capital as power relations founded on quantitative differences in

10



amount of labor they embody. In this context, this thesis attempts to analyze which
types of capital the interviewed workers refer when they designate the class
differences which appear in their relations with customers and other workers, and
also within which maps of meaning they describe their customers; that is, if they
apprehend them through dualities such as illiterate - uneducated / educated, poor /

rich, cultured / uncultured.

Bourdieu is centrally concerned with power and domination, nevertheless his concept
of capital is not linked to theory of exploitation in the sense of Marxian
understanding which points out extracting surplus value or a dynamic of capital
accumulation. But a key contribution of Bourdieu to the concept of labor is that
power resources are constituted by a much broader range of types of labor (political,
religious, familial) and they can be transformed one into another under certain
conditions and at certain rates. Indeed, Bourdieu’s sociology focuses centrally on the
study of how and under what conditions individuals and groups practice strategies of
capital accumulating, investing, and converting various kinds of capital in order to

maintain or enhance their positions in the social order.

The accumulation of cultural capital in its embodied form begins in early childhood.
It requires “pedagogical action”: the investment of time by parents, other family
members, or hired professionals to sensitize the child to cultural distinctions. The
acquisition of cultivated dispositions presupposes “distance from economic
necessity” and therefore translates original class-based inequalities into cultural
differences. The investment of inherited cultural capital returns dividends in school.
Those who have large amounts of incorporated cultural capital are rewarded and

those who have not are penalized (Bourdieu, 1989; cited in Swartz, 1997).

Nevertheless, Bourdieu does not constrain his analysis of cultural capital with
explaining differential school achievement. This form of capital operates much more
broadly and ranges from hiring practices in firms to choice of spouse. Both of them

tend to produce a high degree of class endogamy, whether in business or marriage.

11



Thirdly, cultural capital exists in an institutionalized form, by which Bourdieu means
the educational credential system. Bourdieu attaches great importance in the
advanced societies to the growth of the higher educational system and the role it has
come to play in the allocation of status. Since educational credentials increasingly
have become necessary for gaining access to desirable positions in the job market, it
becomes essential for parents to invest in a good education for their children so they
can reap the “profit” on the job market. This process of investment involves the
conversion of economic capital into cultural capital, which is strategy more readily
available to the affluent. According to him, cultural capital is becoming more and

more the new basis of social stratification historically.

The family according to its legitimate definition is a privilege, which is
institutionalized in the form of the universal norms such as being married, having a
child, having a house and a car. This de facto privilege consists of symbolic privilege
of being as expected, conforming to the norm, and there for enjoying a symbolic
profit of normality. According to Bourdieu (1998) this ‘privilege’, in reality, is one
of the basic requirements in accumulation and transfer of economic, cultural and
symbolic capital. The family is not predominant only in biological reproduction; it is

also affective in the reproduction of the social space structure.

Formation of the habitus and acquiring dispositions occur through a process of
inculcation starting from early childhood experiences (Thompson, 1991). That is
why it may be relatively homogeneous across individuals from similar backgrounds.
If habitus is a “logic derived from common set of material conditions of existence”
(Garnham & Williams, 1986:120), then we can also define it as a class phenomenon.
As habitus is not an individual phenomenon, logic of practice is always a variant of a
group or a class practice. The habitus is a set of dispositions which orientate agents
to act and react in certain ways. The dispositions generate practices, perceptions and
attitudes which are ‘regular’ without being consciously co-ordinate or governed by

any ‘rule’. According to Bourdieu, "social class is not defined solely by a position in

12



the relations of production, but the class habitus which is normally' (i.e., with a high

statistical probability) associated with that position" (Bourdieu, 1984: 372).

Bourdieu emphasizes the role of symbolic forms and processes in the reproduction of
social inequality. For Bourdieu, the traditional Marxist emphasis on economic and
class structures underestimates the importance of the symbolic dimension of power
relations. As Swartz (1997) argues, Bourdieu believes that in the advanced societies
the principal mode of domination has shifted from the overt coercion and the threat

of physical violence to forms of symbolic manipulation.

In contemporary capitalism, the dominant class has shifted to use indirect,
euphemized, cultural mechanisms to sustain the existing relations of domination and
subordination. Bourdieu defines it as ‘symbolic power’ (or violence, domination). It
means “an unperceived form of everyday violence” (Bourdieu & Eagleton,
1999:266). Through symbolic violence, domination becomes more effective and
brutal, because “it is something you absorb like air, something you don’t feel
pressured by it” (Bourdieu & Eagleton, 1999: 270). Bourdieu (1987) thinks of
symbolic power as “worldmaking power,” for it involves the capacity to impose the

“legitimate vision of the social world and of its divisions”.

Bourdieu argues that the habitus only functions related to social field (Jenkins,
1994). Because when individuals act, they always do so in specific social contexts or
settings. Hence particular practices or perceptions should be seen, not as the product
of the habitus as such, but as the product of the relation between the habitus, on the
one hand, and the specific social contexts or ‘fields’ within which individuals act, on

the other (Thompson, 1991).

Social space is constructed in such a way that agents or groups are distributed in it
according to their position in statistical distributions based on economic capital and
cultural capital. As Bourdieu expressed in the diagram in Distinction in which he

tried to represent social space, agents are distributed in the first dimension according
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to the overall volume of the different kinds of capital they possess, and in the second
dimension according to the structure of their capital, that is, according to the relative
weight of the different kinds of capital, economic and cultural, in the total volume of

their capital (Bourdieu, 1998: 7).

The model thus defines distances that are predictive of encounters, affinities,
sympathies, or even desires. Concretely, this means that people located at the top of
the space have little chance of marrying people located toward the bottom, first
because they have little chance of physically meeting them (except in what are called
"bad places," that is, at the cost of a transgression of the social limits which reflect
spatial distances); secondly because, if they do accidentally meet them on some
occasion, they will not get on together, will not really understand each other, will not
appeal to one another on the other hand, proximity in social space predisposes to
closer relations: people who are inscribed in a restricted sector of the space will be
both closer ( in their properties and in their dispositions, their tastes) and more
disposed to get closer, as well as being easier to bring together, to mobilize. But this
does not mean that they constitute a class in Marx's sense, that is, a group which is

mobilized for common purposes, and especially against another class.

Indeed, Bourdieu’s conception of class is defined regarding both economic and
cultural capital. “For Bourdieu, classes are sets of agents who occupy similar
positions in the social space, and hence posses similar kinds and similar quantities of
capital, similar life chances, similar dispositions, etc.” (Thompson, 1991: 30). In
addition, some secondary characteristics such as sex ratio or a certain distribution in

the social space are also taken into account (Bourdieu, 1984, pg.102).
Sennett in his studies about work environment of modern capitalism explores the

effect of the capitalist economy on human relationships. That is, he focuses on

people’s own experiences. Thus, his research involves interviewing and ethnography.
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According to Sennet (1993) the material conditions in a capitalist society undermine
the working class person's feeling of self~worth ". Sennett (2005) claims that “the

specter of uselessness” haunts skilled as well as unskilled workers.

In Hidden Injuries of Class Sennett and Cobb (1993) define the internal, emotionally
harmful forms of class differences in modern society. They examine human relations

within and among classes. As they points out:

“Class society takes away from all the people within it the feeling of secure dignity
in the eyes of others and of themselves. [...] The result of this, we believe, is that the
activities which keep people moving in a class society, which make them seek more
money, more possessions, higher-status jobs, do not originate in a materialistic
desire, or even sensuous appreciation, of things, but out of an attempt to restore a
psychological deprivation that the class structure has effected in their lives. In other
words, the psychological motivation instilled by a class society is to heal a doubt
about the self rather than create more power over things and other persons in the
outer world." (Sennett and Cobb, 1993: 170 - 171)

According to Sennett (2005: 9) the new economy which is characterized by
flexibility, instability and based on the principle of “no long term” have direct
consequences on people and in particular on their character defined as: “Character
particularly focuses upon the long-term aspect of our emotional experience.
Character is expressed by loyalty and mutual commitment, or through the pursuit of
long-term goals, or by the practice of delayed gratification for the sake of a future
end.” As a result, in contrasted to the 'iron cage' of bureaucracy described by Weber -
those pyramidal corporate structures in which individuals knew their place and
planned their futures narrative, the changes characterizing new capitalism can be
destructive, eroding the sense of sustained purpose, integrity of self, and trust in
others and makes it difficult to the majority of workers who face uncertainty to make
long term commitments and to shape a “narrative" for their future. Consequently,

Sennett (1998: 138) argues that:

“One of the unintended consequences of modern capitalism is that it has
strengthened the value of place, aroused a longing for community. All the emotional
conditions we have explored in the workplace animate that desire: the uncertainties
of flexibility, the absence of deeply rooted trust and commitment, the superficiality
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of teamwork, most of all the spectre of failing to make something of oneself in the
world, to get a life through one’s work. All these conditions impel people to look for
some other scene of attachment and depth." That is why “a regime which provides
human beings no deep reasons to care about one other cannot preserve its
legitimacy” (Sennett, 1998: 148).

In this sense, the thesis focuses on how the store workers explain the class
differences when they encounter consumers and what kind of strategies they use in
order to cope with these situations when this relation is in injurious and degrading
manner, and take away their feel of dignity. Since the stores are the places in which
people from different social positions meet each other and get together characterized
by class stratification and fragmentation of workers, it would be possible to observe
the hierarchical structure which is created by stratification among workers (such as
the hierarchical structure of shop-floor workers, supervisory workers, second tier
management posts, administrative positions and the top-level management positions)
and by the relationships between workers and customers. Furthermore, the interviews
with workers would be helpful to explore how they see this hierarchical structure

from their position, how they explain its causes, and whether they legitimize it or not.

1.4. The Research Method

In regard to these main questions of the study, the field research of the thesis was
employed through semi-structured in-depth interviews method on the basis of
snowball sampling with 37 store workers work in various food retail stores in
Ankara. They were non-supervisory front-line workers, those who dealt directly with
customers such as cashier, self-packer, greengrocer, butcher or bakery. I interviewed
the retail sector workers from 12 different stores which belong to 8 different
companies. Some of these companies are the sub-brand of one corporation. Four of
the stores were hypermarkets, the others were supermarkets. Three of the stores
operate only in local level. Hereafter, I will mention these eight different brand
names as A, B, C, D, E, F, G and H (the local level stores are A, and F with two

stores in different districts) The sample was composed of nearly equal numbers of

16



men and women: the number of female workers were 19 and of male workers were

18. In addition, there was only one female cashier focus group interview.

As Apple (1982) claims "empirical analysis provided the means for firstly, capturing
the structural and cultural phenomena at the level of everydayness" (cited in Skeggs,
1988: 133). Accordingly, the thesis takes to hearth their ordinary workday
experiences and how they have influence on workers. Thus, fieldwork was not be
restricted by some stores which are members of the union. The interviews were
conducted both by members of the union and by workers who are not members of the
union and are in the majority. While the 15 of workers I interviewed are members of
a labor union, 22 of workers are not. 17 of those who are not members work at stores
in which unions are not organized. One of these stores operates nationally and two of
them work locally. 4 of the non-union workers work at national level stores but since
they were employed as subcontracted, they do not belong to a union. Only one of the
workers work in a national store in which a union has the competency of the
common job agreement but the worker is willingly not a member of a union. In
addition, the workers who were interviewed in focus group were also members of a
labor union. We reached to union members by offices of Tez- Koop-Is Union. In
each stores, from the first respondent that was contacted it was possible to reach
other potential participants. Hereby, I found the chance to interview with more than
one worker in the same store. Apart from these, I interviewed workers who work in
stores which I usually go for shopping. The expectations of the workers from their
unions, how they evaluate the union, why the workers who are not a member of the
union are non-unionized, whether they think that there is difference between the

working conditions of unionized workers and their conditions are all asked.

It 1s inevitable for this study to handle these issues relevant to food retail sector
workers in a selective manner. It could not include everything about labour market
and labour process in Turkish food retailing. Therefore, I restricted myself with
elaborating on certain questions I have asked to interviewees. These questions can be

collected under those topics: demographic information about workers; the working
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conditions and their employment status; how they give meaning to hierarchical
structure which is created by stratification among workers and by relationships
between workers and customers; if they are a member of union or not and what are
their comments about it, how they feel class differences in their interaction with
customers and managers and how workers experience class as a matter of self-esteem
in their workplaces, how they cope with discourtesy of costumers, how they classify
costumers and whether they develop sense of deprivation or not. Specifically, the
position of women workers and gender relations in stores, family relations of store

workers and lastly workers future and unfulfilled dreams are also addressed.

Interviews with workers were conducted individually and lasted around an hour for
each worker (although some lasted for as long as two or three hours) and were tape-
recorded in order to keep and transcribe their experiences by their own words. |
interviewed the respondents privately as much as possible, free from the distractions
of their colleague (three interviews were conducted with the colleague present).
Interviewing both colleagues simultaneously presents the potential problem of one
person involving the other's responses. In addition, all quotations in the text are
verbatim, but some have been condensed for easier reading. In Appendix A, a table
notes the respondent's age, gender, educational level, and occupation. All

respondents' names were changed to ensure confidentiality.

This thesis focuses on the thoughts of workers on their own position, their feelings
and their experiences and their expressions with the suggestion that it is inadequate
to analyze store workers only with economic indicators. However in this study based
on interviews with employees, defining the social positions of workers only based on
their personal views is avoided; and personal lives, memories, thoughts, feelings,
views are examined by their relation to certain social conditions. In order to achieve
this, daily living practices of store workers and their explanations and the relation of
such with historical social context need to be given due care. Even if I could not do

this enough and even if I have been lost in the explanations of the interviewees, I

18



hope, as Erdogan (2002:10) said in the introduction of “Yoksulluk Halleri”, that 1

have made a micrological contribution to analysis of the “social macrocosmos".

1.5. Outline of Chapters

The study consists of four chapters. In this chapter the main objective of the thesis
and the importance of evaluating such kind of a subject has been given. The working
class literature in Turkey and the field research method has been also presented. In
addition, the main theoretical framework of this study has been presented. Thus the
concept of class has been discussed with reference to Marx, Wright, Thompson,

Bourdieu and Sennett.

In Chapter 2, the structure of retail sector both in the world and in Turkey -especially
food retailing will be my main point of focus. In this chapter, I will also dwell upon
working conditions of workers, stratification and fragmentation of workers in stores,
their impact on relationship among workers and unionization in stores. All these

issues will be supported by experiences of workers through their own narratives.

The main focus of Chapter 3 is the relationships between consumers and workers
with reference to their own narratives in order to discuss how store workers
experience the class differences in the moments of meeting with consumers; how
they develop strategies in order to cope with these situations when this relation is in
degrading and injurious manner, and how they classify their customers. This chapter
also concerns with the roles of gender in the (re)construction of hierarchical
structure; impact of social class on families and worker’s hopes about their future life

and their unfulfilled child or youth dreams.

Finally, Chapter 4 will offer an interpretation of the findings of the research.
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CHAPTER 2

THE STRUCTURE OF THE INTERACTIVE SERVICE
SECTOR

2.1. Introduction

Today it is no longer possible to locate “manual” labour within the industrial sector
and “mental” labour within the service sector since many service works, including
the occupation of store workers, rest on manual labour and since there are many
white-collar employees in the industrial sector. According to Ongen (1994), the
creation of the use value or exchange value by labour is far from becoming the
criteria to designate class status due to the fact that the classes are determined
through their place in the relations of production, the considerable element is the
property relations established by means of production within the social groups.
However, the complex class structure precludes designating the class status only
through property relations. Nevertheless, in the interviews with the store workers one
can observe that the internal class stratification dramatically changes the class
relations. As we climb up the stages of the bureaucratic order we find a clear
distinction between the status of for example some senior officials and the lower
class workers groups (department employees, cashiers, etc.). After all the former are
the social group who controls the lower class workers and accordingly take a part in
the exploitation of the workers. For this reason when analyzing their class position,

their relation with the management should be taken into account (Ongen, 1994).

This chapter will begin with the elaboration of the structure of the retail sector, the
food retailing and the employment status, working conditions and class positions of

workers in the food retail stores. When discussing the retail sector in Turkey,
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references to other cases in the world will also be made. Then I will focus on
unionization in the stores and the attitude of workers towards trade union. Besides,
some aspects of the everyday life of workers such as leisure time, gender and family
relations and their future hopes and unfulfilled dreams will also be briefly examined.

For this purpose, workers personal narratives and experiences will be analyzed.
2.2. Retail Sector

There has been an "inflation" of shopping malls, outlet centers and food retail stores.
It has had dramatic affects both on the economic relations and on the culture of

consumption in everyday life in urban spaces.

By the end of 2007 with its total 150 billions dollars sale, the retail sector is the
fourth biggest sector in Turkey after energy, education and health. It is anticipated
that the financial turnover of the retail sector will arrive at 199 billions dollars in
2010. According to the report published by Cushman & Wakefield, the Turkish retail
sector is 7™ biggest in sector in Europe and 10™ biggest in the world. Further, the
report on ‘The Global Power of Retail 2008 published by Deloitte designates that
Turkey is the 5™ biggest market for food consumption and 8" biggest market for the

consumption out of the food within Europe.

By the end of 2007 a total of 2.7 million people were employed in the retail
sector, 360 thousand of them were hired by the organized retail sector. The basic
reason for the increase of employment observed in the organized retail sector is the
shopping malls which have spread all around Turkey. The number of shopping malls
increased from 179 at the end of 2007 to 225 in November 2008. While it is
predicted that the number of the shopping malls will be around 350 in Turkey in
2010, it 1s calculated that every new shopping mall creates approximately among

1000 and 4000 new employments.” The pioneer retail sector in Turkey is “Migros™

j http://www.ampd.org/arastirmalar/default.aspx?Sectionld=97, available at 2010, April
ibid.
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Servet Topaloglu, who worked in Tansas as CEO in the period between 2002 and
2005, states in his book, entitled 'Perakendede Diriligi Kaybetmeden Irilesmek’
insistently that costumer satisfaction is the most crucial factor in the success in retail

sector. Yet he never mentions the workers who produce this success:

“Yet in the place where they do shopping the costumers expect an emotional
affiliation from the retailers offering service apart from the rational advantages such
as price and variety. The association of rational and emotional affiliation brings
along the branding” (Topaloglu, 2008: 18).

Here it is clear that the emotional affiliation will be created by the workers.
Topaloglu (2008: 12) explains the secret of success: becoming a ‘vending machine’
and providing service fast and with less fuel, put it differently, realizing the hectic
pace of growth while decreasing costs. It is already known that this can be done by

reducing labour cost.

Mehmet Nane (2010), the head of the Trade Council of Shopping Centers and
Retailers (AMPD) who objected to the law proposal about closing the shopping
malls on Sundays claimed that “this means that 81 thousand active workers within
the sector will lose their jobs. Who wants to commit this sin? A shopping mall is not
just a shopping mall, but it is also an entertainment, meeting and culture center. It
became an inseparable part of our towns. It became a part of the urban equipments.”
While the achievement of shopping malls in general remains unquestioned, the

workers are not mentioned. Thus the workers are being remembered when what is at

stake are the profits and they being mentioned just to warn that they will pay the cost.

On the other side, it is apodictic to say that the rapid increase in the number of these
big stores in the urban centers threatens the grocers and medium stores. Solakoglu

(2008) cites a speech held by the mayor of Erzurum during the first opening of

> As of 16.04.2010 Migros Inc. has covered an erea of 1.491.307 square metres and owns a total of
1.705 stores. 1.683 of them are in Turkey, composed of 270 Migros, 308 Tansas, 1088 Sok, 9 Macro
Center ve 8 5M; and 22 of them are in foreign countries with the name of Ramstore.

6 "Aligveris merkezleri pazar giinii kapatilirsa 81 bin kisi issiz kalir", Radikal Newspaper, 10.02.2010
22



Migros in Erzurum “Does Kog¢ find this wide-ranged grocery shop appropriate
enough as an investment for Erzurum? This store causes 40 grocers to be closed in
Erzurum.” According to an article from Referans Newspaper'dated in 2008, in the
retail sector, where the number of chain stores has quadrupled in the last ten years,
one out of four grocers or one of the medium stores have been closed. According to
the news, in particular, the local chains such as Migros, BIM and Tansas by
increasing their branch offices through the investment of the global chains such as

Metro, Carrefour, Dia and Tesco in Turkey have a significant role in this process.

However, Nane (2010) argues that “in Turkey the corner-shop (bakkal amca) is not
in opposition to the hypermarket and hypermarket is not in opposition to the corner-
shop (bakkal amca), there is a change because of the consumers choice. We are the
actors of this change as well. We are the parties, but we are not the parties standing
against one another, we are the parties going hand in hand.” However, his speech

makes it evident that he is not sincere about it:

“The artificer, the craftsman must be absolutely supported. We are always obliged to
grow together. However, the retail sector must not block in order to support the
artificer. If the establishment of the automobile manufactories is blocked because of
the fact that coachmen lose their jobs or if the textile factory is prevented due to not
allowing the tailor to make a loss, what happens? Today what we would like to do is
that. This subject is as important as not to abuse for the short-term interests and for
sectoral electioneering.”

Also the Prime Minister of Turkey Recep Tayyip Erdogan said when opening a
shopping mall in Istanbul “I know the complaint of the handicraftsman. However,
Turkey is changing; they should unite by realizing this reality. At one time, there

were convenience stores in the alleyway. Today the reality of life is the shopping

7 "Siipermarketler 4 kat ¢ogald, hizli tiiketim pazar1 31 milyar dolar1 buldu," Referans Newspaper, 12
May 2008.

¥ "Alisveris merkezleri pazar giinii kapatilirsa 81 bin kisi issiz kalir", Radikal Newspaper, 10 February
2010
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malls.”® Here it is worth to emphasize the similarity between the speech made by the

Prime Minister of Turkey and the bosses of the shopping malls.

Lastly, the retail sector is a sector within which the circulation is considerably
intensive. Topaloglu (2008: 7) cites that in Wal-Mart at present approximately 2
millions people work and the employee turnover rate is at the level of 25 percent. In
other words, every year 500 thousands people are employed instead of the people
who are dismissed. The circulation in stores in Turkey is not that high. Yet its
intensity can be observed in the following statement of Nuri who is a store worker I

mterviewed:

"Inanin ki kasiyer arkadaslarm cogunu tanimiyorum. Ve bes yildir, alti yildir da
buradayim. Hesabini sen yap.[...] Ben sizi bi kere gordiim, ikincide gordiigiimde
simanizi hatirlarim, de mi? Onlar1 hatirlamiyorum ki ben, ¢ilinkii her giin degisiyor
kasiyer. Nasil hatirliytyim? Nerden ¢ikartayim." "

2.2.1. The Food Retailing

In general, the word food retailing signifies different kinds of stores in terms of their
size and their range of goods to be sold. In this regard, it is important to clarify how
the food retail sector is classified. Topaloglu (2008: 33-34) classifies food retailing as

follows:

Hypermarket means food retailers who sell at least 60 thousand kinds of food and
non-food products in a space of 2.500-20.000 square metres, generally single-storey.
For example, the French Companies Carrefour and Auchan, the English company
Tesco, the German Real, and the American company Wal-Mart. Hypermarkets

generally allocate more than 50 percent of their selling space for non-food products.

? "Kahraman Bakkal Siipermarkete Kars1!", M. Y. Yilmaz, Hiirriyet Newspaper, 1 February 2010

' “Believe me, I do not know most of my cashier friends. And I am here for five, six years. Do the
math. [...] I saw you once, do I remember you when I see you again, too? I do not remember them,
because every day the cashiers change. How should I remember? How should I recognize?", Nuri,
interviewed in Ankara, 2008
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Supermarket 1s a place between 400-2.500 square meters and it sells 400-15.000
kinds of products large part of which is food. For instance, Migros-Turkish, Kiler,
Carrefour Express, the German companies Edeka and Rewe, and the Spanish
company Mercadona. Supermarkets make 85 percent of their selling over food
productions. Furthermore, there are discount stores which are between 400-1000
square metres and sell 600-3000 kinds of products, for example, BIM, French-Spain
Dia, German Aldi and Lidl.

Tesco serves both as a hypermarket and as a supermarket. During recent years,
Carrefour began to operate as a supermarket and as well as a hypermarket (Carrefour
Express). Besides the wholesale selling merchandising called "cash and carry”
whosetarget group are the owners of the businesses, grocers and restaurants rather
than individual customers must be seen in the format of the food retailing in spite of

its different operating system, for instance, Metro C&C.

Apart from these retailers as mentioned above, we know that there are over 250 local
/ district food retailers in Turkey whose annual sale changes between 10 million and
250 million and we know that they have much power in their regions. For example,
Makro Markets, Gimsa and Soykan in Ankara, Uyum Markets in Istanbul,
Pehlivanoglu in [zmir are some of them (Topaloglu, 2008: 34)

Whereas the proportion of the organized retailers is 90 % in Europe, more than 60 %
of the retail market is hold by the traditional retailers such as the grocers, distinct
bazaars and mobile stands (seyyar tezgah) (Topaloglu, 2008; AMPD, 2007). 25
percent of the market is controlled by the organized retails such as Migros,
Carrefour, BIM, Tesco, Metro, Kiler, Teknosa, LCW, Boyner, YKM, Koton, Mudo,
IKEA, Kogtas, Bauhaus, etc. and 15 percent by the hundreds of half organized
retailers which have more than 10 stores. (Topaloglu, 2008: 36)
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With its 3.5 million dollars giro Migros is the leader of the retail market. Today BIM
is the second retail firm (Topaloglu, 2008: 41). With its 2,710 stores, it is the retailer
which has the most stores in Turkey as of April 2010.

Delen and Akgeyik (2009) indicate that relatively there is a young labour power
profile in the retail and service sectors. Labour power employed in the service sector
has an education level higher than manufacturers. According to their research, while
the rate of the graduate students in the call centers reaches 66.1 %, among the store

workers this rate is 21.8 %.

While Topaloglu complaining about the fact that the retail sector is not perceived as
an alternative career for those whose cultural capital is large, in fact he asserts the
image of the quality of the labour power in food retail stores in the eyes of the middle

and upper classes:

“The retail sector must be explained well to the new generation who study
undergraduate and graduate in our universities that this sector is a serious alternative
and opportunity for career, this area must cause to be loved to them. It must not be
the sector that new graduate students would prefer least. Because in their eyes the
retailing sector is the field that the “persons with a skill but without much education”
work in, less money is paid, it requires heavy working times but does not offer any
career opportunity. However, the reality is not that. Today the senior managers of the
big retail companies appear in very high wage categories which yearly approaches
two-digit million dollar” (Topaloglu, 2008: 57).

After examining the structure of the food retail sector in Turkey, it will be useful to
overview the present situation of food retailing in the world so as to predict the future

of the food retail sector in Turkey.

2.2.2. The Prevailing Inclination of the Food Retail Sector

Food retailing is an important component of the world economy in terms of both
sales and employees. It is useful to examine Wal-Mart, the leader of retail industry,

in order to get a general idea about the inclination of the world's retail industry. The
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rapid growth, size and strength of Wal-Mart have made it the leader of a new global
industry (Rosen, 2005; Yarasir, 2006). The retail industry in America and in the
world has been reformed by Wal-Mart with an unequaled market power: "Where
Wal-Mart leads, others follow" (Rosen, 2005: 32). Its organizational structure runs
autocratically — from the top to down. Therefore, messages flow from corporate
headquarters directly to the store managers, and down through the ranks to sales
associates. Wal-Mart uses the technological information very well. The business
analysts express that the achievement of Wal-Mart is based on its advanced logistics
and information technology. That is true only because of the way that Wal-Mart
deploys that technology. It controls labour costs both legally and illegally by making

employees work more than they are paid for:

"At Wal-Mart, the work rules and corporate culture enjoin workers to do more tasks
for the same rate of pay. To be “flexible” means to shoulder more tasks in less time.
From management on down, information technology at Wal-Mart demands that
employees master new skills. Yet Wal-Mart spends very little on training, relying
instead on authoritarian management and deceptive ideology. Fear and humiliation
motivate personnel to work hard. Managers and workers indoctrinated in the Wal-
Mart culture often start the job with great expectations, but in time, Wal-Mart’s
modus operandi generates anger and betrayal." (Rosen, 2005: 38).

The explanation of a worker who has been working at CarrefourSA for one and a
half year in one of his articles in the RED Magazine suggests that the modus
operandi of the stores in the Turkish case is not much different from that of Wal-

Mart:

"[se ilk girdigimde nispeten daha iyi sartlarm saglanacagim diisiinmiistiim. Heniiz
kurumsallagsmamis yerlere oranla daha iyi bir magazayla karsilagmay1 bekliyordum.
Ancak kurumsallagsmanm bizim degil onlarin lehine oldugunu anladim. Burada
inanilmaz disiplinli bir sistem var ve is¢i bu sistemin en 6nemsiz pargasi. Raflardaki
iriinler bizden daha degerli. Yapilan en ufak yanlisliklarda dahi yaptirimla
karsilastyoruz""!

"' "When I started the job, I expected that better working conditions would be provided. Compared
with the places which are not institutionalized, I expected to come across a good store. But I
understood that the institutionalization is on behalf of them, not of us. Here, there is a strict
disciplined system and the worker is the least meaningful part of this system. The products on the
shelves are more valuable than us. For the smallest mistakes, we are sanctioned", a store worker, RED
Magazine, 2007, "sepeti dolduruyorsunuz ya...” Vol. 12, Sept. 2007 - 9, p. 23.
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Furthermore, Rosen (2005) claims that sex discrimination at Wal-Mart is not
accidental but it results from the Wal-Mart authoritarian aspect and paternalistic
culture. Approximately 70 percent of sales associates in Wal-Mart are women.
Women are paid significantly less than men, making it cost effective for Wal-Mart to
keep women at the lowest ranks. New studies indicate that women are more
underpaid and excluded from high-level positions at Wal-Mart than at comparable

retailers.

The relations established with the suppliers constitute the decisive character of the
Wal-Mart organizational structure. Because of purchasing substantial amounts of
goods, Wal-Mart, which has a serious hegemony over the suppliers, asks for a price
reduction from the producing companies and undercharges them. In addition, it
forces the suppliers to produce with minimum cost without making any concessions
in the product quality. Therewith the suppliers turn towards other countries or places

where there is the cheapest producing'? (Yarasir, 2006).

Wal-Mart's principle of “in the shortest time gaining the utmost profit” means
fundamentally extracting maximum surplus value. For this reason, Wal-Mart began
to fight seriously against the unionization in the workplace. For example, the whole
Wal-Mart employees joined in the unionization in Canada and the firm closed all of
its stores and left Canada. In this respect what Jeffery Masson, the worker of Wal-

Mart said about the working conditions in Wal-Mart is important:

“In Wal-Mart a typical work day lasts between 4 and 6 hours. We do not know in
which days we can make holiday but generally, 2-3 days in a row are free. Wage per
hour is 7,5 dollar. This corresponds roughly to minimum wage as monthly wage.

'2 There is a good example which indicates the power of Wal-Mart over the suppliers: while the
federal authorities conducted an inspection in farms in Michigan canton, they discovered that there are
five year old children being employed in a farm that produces cranberries for Wal-Mart. When the
reactions occurred against the supplier employing the children for reducing the workers cost in order
to supply the inappeasable cheap goods demands of supermarket, Wal-Mart had to declare that it
broke off the whole relations with its supplier Adkin Blue Ribbon Packing Co. Thereupon Adkin
announced that they don't wont to risk loosing their customers like Wal-Mart and that they had no idea
that children of that age were being employed in the agricultural production. However, it is claimed
that, because it is easier and faster to collect cranberries with the small hands of children of that age,
the big firms consciously employed these children, denying their actions later to get out of the story.
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The wage stays always the same. I got a pay raise just once since ['ve been working
here. My hourly wage was raised by one cent. I am not kidding. In Wal-Mart, the
word union is forbidden. Employers do everything in order to forbid the
unionization. In Wal-Mart stores, the atmosphere is so that people do not smile.
While I work there, I do not trust my friends (cited in Yarasir, 2006).

In Turkey we bear witness that there is substantial competition in the food retail
sector. However, the World's third biggest retailing company French Carrefour
bought the chain stores Gima and Endi which are part of the association of Fiba
Holding with its 132.5 million dollar price. The head of Sabanci Holding Food and
Retailing Group, Haluk Dinger, commented this deal as follows: “our target as
CarrefourSA was the leading position in the organized retailing sector, today we are

catching it. We will continue our aggressive growth”

. Similarly, the fact that
Migros Inc. took Sok after Tansas and Makromarket taking the Nazar chain stores

implies that there is also a serious tendency to monopolization in the sector.

Jos Simons, BIM’s Dutch CEO (that is, chief executive officer), was annoyed by the
image of the BIM in Turkey as a shopping center for the poor with its discount prices
and commented that in a Retail summit organized by AMPD as follows: “ We do not
offer a store for the poor, we do offer a store for the clever ones. [...] We have hard

. . . 14
price-lines. We are more productive than other markets." .

What was described in this chapter gives an idea about the way. From this point of
view, the changes in employment due to the neo-liberal policies will be briefly
elaborated. In this context, I will focus on how these policies change the relationship

between workers and generally the working conditions of store workers.

13 nCarrefour, Gima be Endi'yi satin aldi", www.ntvmsnbc.com, 3 May 2005.

' "Biz yoksullarin degil akillilarin magazasiyiz", Sabah Newspaper, 01 March 2007
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2.3. Employment, Working Conditions and Fear of Losing Job

Nichols and Sugur (2004) argue that if younger workers in Turkey have higher
expectations, it might be expected that they would be relatively less satisfied than
older workers with a number of aspects of their work. This is the case that has been
suggested by a Turkish sociologist Erman (1998: 558): 'young second-generation
migrants who have higher expectations are more keen and outspoken about material
and social advantages' (cited in Nichols and Sugur, 2004: 188). If it is taken account
that workers who are employed in food retail stores are relatively younger, so it can
be supposed that store workers are mostly dissatisfied with these working conditions.
Indeed, although most of the workers who were interviewed, complained about their
working conditions, they said they endured these hard working conditions because of

high unemployment rates in Turkey.

Rosemary Crompton (2006) argues that changes produced by neo-liberal policies
have caused a disruption on the conventional relations of genders and families, and,
the conditions of employment from past to present. In comparison with the stable and
bureaucratically organized working conditions of the Fordist era, neo-liberal working
conditions represent changes such as the more flexible organization of work
arrangements and the employment preferences for the unskilled jobs (Crompton,
2006: 4). She claims that in contradistinction to contemporary working conditions,
these large bureaucratically organized employment of the Fordist era offered stability
in careers, therefore many employees spent their entire working lives with a single
organization. Moreover, the number of the subcontracted workers which are hired
from an employment agency on a semi-permanent basis increased both in public and
private sector. Furthermore, international companies have found ways to exploit
lower wage rates and cheaper skills global wise. Crompt argues that deregulative and
competitive content of the neo-liberal policies are main dynamics behind those

changes.
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It is obvious that there is a shift from manufacturing to service work, if we use
Leidner's (1993) concepts: the shift from "factory hands" to "smiling faces". These
encouraging changes in character structures, which are implemented based on
scripted service interactions, lead to interpersonal dehumanization and alienation and
entail ‘emotional labor’. In other words, through planned or scripted interactions,
workers become estranged and feel detached from their true self (Leidner, 1993). In
this context, not only organizations, but also property of relationship among workers
has changed. Similarly Crompton (2006) affirms that individuals’ career expectations
in accordance with structural development by means of organizational hierarchy
have changed along with the decrease of the long-term single organization
bureaucratic career. Instead they are supposed to organize their career development
strategies by themselves by moving one job to another etc. Thus Sennett (1998)
argues that development of flexible capitalism has resulted in the 'corrosion of
character. "Particularly those qualities of character which bind human beings to one
another and furnishes each with a sense of sustainable self" (Sennett, 1998: 27). For
Sennett rupture in social bonds and missing trust relations between individuals have
accompanied the end of Fordism and the development of global, flexible capitalism

(Crompton, 2006: 5).

The working class in Turkey which earns its life by selling its labour power has
become doubled in terms of size in the last 20 years. While the total number of the
wage workers in 1988 was 7.170.000, this number increased to 12.937.000 in 2008
(Bakr and Akdogan, 2009). Also there had been change in the situation of the
employed population in their works between the years 1998 and 2008. Namely,
while the ratio of those who are self employed or as unpaid family workers

decreased, the ratio of those who worked as wage workers increased as it is seen at

the Table I:
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YEAR 1988 1998 2008
WORKER 40,4 % 44,6 % 61 %
(Wage worker / day worker)
EMPLOYER 3,5% 5,90% 5,9 %
SELF EMPLOYED 25,9 % 23,6 % 20,4 %
(shopkeeper, farmer, etc.)
UNPAID FAMILY WORKER 30,2 % 25,9 % 12,7 %
Table I”

Correspondingly, while the ratio of agriculture workers decreased within the total
employment, the ratio of those who worked within the sectors of industry and service

increased. The increase within the service sector is striking as it is seen at Table II:

YEAR AGRICULTURE INDUSTRY CONSTRUCTION SERVICES
1988 46,5 % 15,8 % 57 % 32%
1998 41,50% 17 % 6,1 % 35,3 %
2008 237 % 20,9 % 59 % 49,5 %

Table I1'°

When the number of people who earn their lives by selling their labour power
increased, accordingly the unemployment and informal works are increased. As
Nichols and Sugur (2005) emphasize, jobs in large corporate companies are preferred
because of the supposed advantages of formal economy. Similarly the workers I
interviewed often noted the benefits of working in a large company. For example
Sultan who works as a cashier in a hypermarket talks about the advantages of her job

when asked whether she is satisfied with her job or not: "Yol, yemek... Yemegimiz

1% source: Bakir, O. & Akdogan, D. (2009)

' Agriculture: Agriculture, forestry, hunting and fishing; Industry: mining and quarrying,
manifacturing industry, electricity, gas and water; Construction: Construction and public works;
Services: Direct and retail commerce, restaurant and hotels, transportation, communication and
storage, financial institutions, insurance, immovable goods and institutions related to them,
contributing job services, public services, social and personal services. (Source: Bakir, O. & Akdogan,
D., 2009).
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buraya ait, tabi. Servisimiz var, sigortamiz yatiyor. Ceklerimiz var bizim, gida

yardim ceklerimiz var. Giizel bence"'’

Nichols and Sugur (2004: 21) argue that such considerations also influence workers'
preference to work in big private companies since "compared to millions of people
who are less fortunate, and for many, this is not only a 'last hope', it is the hope.”
They further claim that the competition for well-paid, relatively secure jobs is fierce
because workers are increasingly forced to rely on corporate welfarism (company
pensions, health care, and dental care) thanks to the decline of state welfarism (Wells

1996: 199-200; cited in Nichols and Sugur, 2004: 38).

However, they argue that the legal changes in the subcontractor working system
threaten the secure and relatively well of working conditions in the private sector.
The legal permission for a broader recruitment of subcontractor workers enables
companies to get rid of the burdens of all social and legal responsibilities of workers
(work accidents, insurance responsibilities, firing compensation, obtaining reports
from the company doctor, holiday permissions, etc.). Through subcontracting,
private companies transfer informal working conditions into formal areas (Nichols

and Sugur,2005: 257).

According to Nichols and Sugur, enabling private employment bureaus to be
established is a further step of subcontracting This bureaus perform a kind of
“Brasilianisation” of Turkey in which none of the workers are employed by main
companies and almost every section of the company consists of subcontracted
workers. The main company has no legal responsibilities for workers and the
workers are subject to low-waged working conditions and additionally unions are
kept away from workers. For sure, the short term, contracted, non-union and
powerless labour force will threaten the full time, unionist and high waged job

opportunities (Nichols and Sugur, 2005: 257-258).

'7 “Transportation, meals... Our food is given by the store. We are provided with the service, our
insurance is being paid. We have cheques, food aid cheques. It is good, I think.”
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An article written by a worker who has been working at CarrefourSA for one and a
half years shows that subcontracted workers also emerge in large stores. He explains
that the cleaning, security and restaurant services of Carrefour is transferred to
subcontractor firms and in other services, the main company decreases the number of
its workers and make the employees of subcontractor firms to work for them.
Besides, he tells that the company workers of subcontractor firms do not have
insurance and security. Cleaning the storage and to work in counting the goods are

some of their responsibilities. According to him:

"bir nevi ikinci smf ig¢i olarak goriildiikleri sdylenebilir. Tim c¢aligma kosullari
Carrefour tarafindan belirlenen bu isgilerin her tiirli maliyeti firmalara ait ve
iscilerin sendikali olma haklari ellerinden almmustir."'®

Even though the subcontracted people work more than the main company workers,
they face the risk of being fired more frequently. This causes a discrimination among
a main company worker and a subcontracted worker within the store. Even though
both sides are being subject to the unemployment threat, Asiye whom I interviewed
and who is a subcontracted person told me that she was discriminated within the

store:

“Ya firmacilara bakis soyle: B'ciler magazanin kendi personeli oldugu i¢in, yani
birazcik daha sey, daha rahatlar. Yani firmacilarm higbi garantisi yok bu markette.
Yani istedigi zaman haa senin ¢aligmani begenmedim, ¢ikisini yaptim deme yetkileri
var, reyon seflerinin uyar1 yapmadan. Kendi keyfine kalmus... Ciinkii, sey, biz burda
magaza calisan1 olarak goriilmiiyoruz. Aslinda magazanin ¢ogu isini firmacilar
yapiyolar ama magaza calisan1 olarak gériilmiiyor""

Apart from that, such workers could no longer rely on structured progress through an

organizational hierarchy in order to develop their careers, but rather, were supposed

' nit can be argued that these workers are seen as second class workers" within the store. All of the

costs of these workers, whose working conditions are being determined by Carrefour, belong to the
firm and their right of being a member of a union is taken away from their hands", a store worker,
RED Magazine, 2007, "sepeti dolduruyorsunuz ya...". Vol. 12, Sept. 2007 - 9, p. 23.

' the image towards the subcontracted people is like... People from B are more comfortable.
Subcontracted people have no guarantee in this company. The section heads have the right to say that
they do not like the work you do and I fired you. It depends on their will. Because we are not seen as
workers of this company. Actually most of the work is being done by these subcontracted people but
they are not seen as store workers", Asiye, interviewed in Ankara, 2008.
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to self-develop their own career paths as they move from job to job, company to
company. This leads to a 'corrosion of character' particularly those qualities of a
character which bind human beings to one another and furnish each with a sense of
sustainable self' and in term of broken social bonds and an undermined sense of
belonging to the class relations as a collective identity (Sennett, 1998: 27). Onur's
explanation is a good example of their developing their own career paths individually

and of rising to a higher rank by their own efforts:

"[sini yapacaksin. Isin senin ne gerekiyorsa odur. Ezileceksin, siiriineceksin, yeri
gelip her seyi yapacaksin. Ama ezilerek gelmek her zaman iyi bir seydir. Ben o
yiizden bu yola ¢iktim. Yirmi dort yasina kadar ¢calismadim diyorum bak. Bu yiizden
simdi bu saatten sonra ¢alistyorum. Demin de dedin ya sen sekiz sene calistin simdi
daha ¢ok sey... Ben bu sekiz senenin her dakkasini her saniyesini ezilerek ¢aligmak
istiyorum ve de Oyle yapiyorum. Ezilerek ezilerek yani. Bakin parmaklarimi
dogruyorum yeri geliyo. Parmaklarimi kesiyorum. Ben kasap miyim normalde?
Hayir. Ama niye, istek var. Biseyleri hepsini Ogrenmek...Orta reyonu olarak
kendimi kisitlamak istemiyorum. Acilmak istiyorum, her seyi 6grenmek istiyorum.
[...] Yiikselcegine inanmazsan zaten kaybedersin. Kaybetmek de senin elinde,
kazanmak da senin elinde"”

In terms of unemployment, Turkey is the first among OECD countries and is the
second in the world. Besides, informal employment is a structural problem. As the
rate of the informal employment among workers is % 25-30 and it is % 45-50 within

the total employment (Bakir & Akdogan, 2009).

The threat posed by the increase in unemployment forces the workers to adopt
themselves to the established system. What is expected from workers is not just to do
their jobs but to identify themselves with the company they work in and to give their

souls and bodies to the company. What is important is to have a job and wage is not

» "You have to do your job. Your job is the one which is needed. You will be oppressed, you will
suffer, you will do everything whenever needed. But there is a good aspect in this, too. Look, I have
not worked until I was 24. This is why I work from now on. Remember, you said before that you had
worked for eight years... I would like to work in every minute of these eight years by being oppressed
and this is what I already do. By being oppressed, in other words... Look, I sometimes cut my fingers.
Am I a butcher normally? No. But why, I have an intention. To learn everything. I don’t want to
restrict myself to the shelf packing. I would like to open myself, I would like to learn everything. [...]
You lose if you do not believe that you may rise. Both losing and gaining are in your hands,” Onur,
interviewed in Ankara, 2008.
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so important as Gorz notes: "in other words, be ready for humiliation, competition,
betrayal, abasement and concessions to hold your job or to have a job because “ a
person who loses his/her job also loses everything” (Gorz, 2001: 82). This is the
message of the dominant discourse. The slogan of Wal-Mart summarizes the
situation of workers: "If you don't work hard today, you'll look hard for work

tomorrow".

Store workers I interviewed stated that they have the fear of losing their jobs. For
example, Ferdi who works in the grocery department of a store says that “Valla, seye

baktigim zaman, 11, issizlik oranma baktigin zaman, mecburen memnuniyetimiz var

n2l

yani."”" When I asked him whether he is satisfied with his job:

“Fatih’te oturuyorum da, yani ne bileyim is degistirmek benim seyim degil,
prensibim degil yani. Bilmiyorum yani, disardan bakiyorum bazi vatandaslar boyle
ok is degistiriyo. Is degistirdigin zaman da tutmuyo yani... Yani bence paraya biraz
daha tmmiyoz, ise devam ediyoz. Onun igin bence boyle daha iyi yani”*

Ferdi’s silence is a must in his conditions with low wages and the threat of

unemployment.

Many of the interviewees noted that the difficulty of finding a new jobs is a threat.

Yigit is aware of it but thinks that he cannot get the allowance he deserves:

“Aslinda bu iilkede, kimsenin, ben, tam olarak emeginin karsiligin1 aldigini
sanmiyorum. Bilhassa isci statlisiindeki insanlarin, ¢iinkii somiiriilityorlar. Daha 6nce
de soyledim hani, bu insanlarin aile gecindirmek gibi bi derdi olabilir, hasta olan
insanlara bakmak zorunda olabilir, ya da sadece kendi gec¢imini saglamak i¢in bile
calismak zorunda olabilir. Senin ¢aligmak zorunda oldugunu anladiklar1 zaman
inanin dstiiniize bi baski kuruyorlar, onun i¢in, iste, bu adam benim her dedigimi
yapar, bu adam bana muhtag, bu ise muhtag, dyle oldugunu anladiklari zaman

21 "No, but when you, we forcibly have a pleasure in this job.

2" live in Fatih, but how to say, changing jobs is not my principle. When I look at it from outside,
people usually change their jobs. But when you change your jobs, it does not fit you. For me, we do
not consider Money that much, we continue to carry out our jobs. So, this is better for me", Ferdi,
interviewed in Ankara, 2007.
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iistiinde baski kuruyorlar. Siirekli seni somiirmeye kalkiyorlar, ¢alisma saatlerin
artiyo, ¢alisma sartlarin degisiyo.””

As Yigit expresses, the threat of unemployment both results in silence about
unbearable working conditions and makes the working conditions harder. Similiarly

Duygu, who is a mother and works in a hypermarket as a shelf packer says that:

“sessiz insanlarin iizerine daha ¢ok gidiyorlar yani. Diger sey yapanlara, arkadaglara
bi sey yapmazlar yani. Uzak duruyorlar onlardan da, ama sesini ¢ikartmazsan,
calisirsan, tamam sen iyisin, sen hossun dedikleri zaman yiiklenirler sana.”**

Of course unemployment is not the only bad thing that happens to workers. Usually,
employers send workers to other stores before firing them. This is named "rotation"
by workers and functions as a firing strategy of employers. If a workers faces a
problem within the store, s/he is sent to other stores. Therefore, employers, instead of
paying the compensation, make the conditions of workers harder which in the end
pushes workers to quit jobs. Employers have legal basis to do this. For Nichols and
Sugur, in accordance with the June 2003 Labour Law, for the purpose of competition
an employer may change employees’ position from one company to another
company. These replacements may last for six months to one year and this procedure
may be repeated after the employee returns to the main company. In this case, there
is also a possibility that workers who have been given to another company, may be
lent again to any other company. Although it should be considered that this process is
carried out through the employees’ agreement, in reality their decisions are limited as
it is seen In a manager’s comment; 'it's a wonderful way of getting rid of

troublemakers' (Nichols and Sugur, 2004; 205). It can be argued that this is a usual

3 "Actually, I don’t think that anybody gets the required amount in exchange of his/her labour in this
country. Especially those who are workers, their labour is exploited. As I said before, these people
may have the problem of keeping a family, looking after a patient, or they might be working just to
look after themselves. When they understand that you have to work, they put an enormous pressure
over you, because of this reason, they think that these people do whatever we tell them, these people
are bound to us and put pressure on them. They always attempt to exploit you, working hours
increase, your working conditions change”, Yigit, interviewed in Ankara, 2007.

* “They put more pressure on silent people. They do not do anything to those who put their demands

forward. They keep themselves away from them, but if you keep silent, if you work, when they say
you are good, they lay on you,” Duygu, interviewed in Ankara, 2007.
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policy within stores based on what the interviewee workers said. For instance,
Nilgun who is a cashier in a supermarket says that: "Isten atilmak olabilir art:
rotasyon diyoz biz, baska markete, baska subeye veriliyorsun. Bir de bizim

servislerimiz kaldirildi. Adam diyo ki, sen nerede oturursan otur, gel buraya diyor."*’

Workers who are sent to distant stores are not usually offered transportation and thus
bound to accept these working conditions in order not to become unemployed. Yigit

who faced the threat of being fired tells us how he was confronted with this threat:

“Zamaninda G'ye tip mezunu bir arkadas basvurmus, biz bi sey dedigimiz zaman,
mesela mesaimizi falan istiyoruz. Arkadaslar kapi agik bize tip mezunlar
bagvuruyor, gidebilirsiniz, bize sdylenen bu toplantilarda. Yani, sdyle bi sey olsa,
hani, aile gegindirme gibi bir derdi olan bir insan olsa orda mecburen ¢aligmak
zorunda."*

Workers feel more uselessness because of unskilled jobs and increasing
unemployment in general. As Sennet (1998) emphasizes "who needs me?" is a
question of character which suffers a radical challenge in modern capitalism. For
him, in the organization in which trust and feeling of being useful do not exist,
indifference is spread by the system. Institutions are reproduced in this system

thereby people are disposed and their feeling of being necessary is reduced.

Unemployment threats, the hardships of the feeling of insecurity and physical and
psychological problems due to the working process are part of the working
conditions of workers. For example, Yigit who works 6 hours a day when he works

part time and 13 hours when he works full time told his problems as follows: .

» “It can be named firing plus we name it rotation, you are sent to another store. In addition, our
shuttle service vehicles are taken away. Employers ask us to come to the store wherever you live,”
Nilgiin, interviewed in Ankara, 2007.

2% "In the past a person who graduated from medicine faculty applied for a job in G store. When we
complain about something, for example when we ask for our wages, they tell us that graduates from
medicine faculty wait in front of the door for jobs, you can leave. Namely, when something happens
like this, since people have to keep a family, they compulsorily have to work there,” Yigit,
interviewed in Ankara, 2007.
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“Mesela bize her giin kamyon geliyo, kamyon indir bindir isi var. Zaten, o bizim
meyve sebze kasalarimiz plastik kasalar, hep etrafi capaklidir onun igin, mesela
domates kasasi rahat bi on bes yirmi kilo var. Onu kaldirdigin zaman elini
mahvediyo o kasa. Tamamen ¢izik i¢ginde kaliyo, zaten iki ii¢ ay ¢alis elin nasir
tutmaya basliyo. Zaten en ¢ok insan1 bunaltan miisteri iliskileri zaten."*’

The psychological burden of heavy and stressful working conditions resulted in the

hesitation for Nilgiin not to enter in stores even for shopping:

“Cilinkii oradaki insanlar1 goriince benim buradaki yasadiklarim, diger caligma
arkadaglarimin yasadiklar1 falan geliyor gdziimiin 6niine... O beni ¢ok sey yapiyor
yani... Mesela ben biskiivi fabrikasinda calisirken daha simdi halen biskiivi yemem
ben, birinin 1srariyla 1-2 tane, fazla yemem... Oyle bir sey oluyor insanlarda
psikolojikmen etki yaratiyor.”*

Similiarly, Sevim who works at a delicatessen department of another store tells us

how she feels when she goes to large stores:

“Seylere gidiyoruz ama boyle gida satan o tip marketlere girdiginde hani insanlar
bakar, hani ‘aa bu ucuzmus aa bunun fiyati iyiymis!” falan derler ya ben hepsini mal
olarak goriiyorum yani bana lezzetli, yenilebilecek seylermis gibi goriinmiiyor
hi¢birisi... Ve oradaki o ugultu, anons sesleri, o miizik sesi, vardir ya hani, hani o
marketlerin ugultusu... Basima hemen agr1 giriyor...”*

When she goes out and looks at the store, she thinks that:

“Kurtulmaya calisiyorum yani icerde benim param var 10 milyar kadar, yani
tazminatim var, 10 senemi verdim ¢iinkii... O paranin benim i¢in manevi degeri var
¢linkii biitlin genclik yillarim burada gecti. Kendim istifa edersem o parayi
alamayacam ama iste onlar da bizi ¢gikarmiyorlar, onun i¢inde bdyle ¢alistyorum yani

7 «“For example everyday a truck comes to us and we take goods out of it and put them on back.
Already, grocery boxes are about ten - fifteen kilograms. When you hold them, your hands are being
damaged. When you work for two months your hands starts to have callosity. Customer relations are
the worst,” Yigit, interviewed in Ankara, 2007.

8 "Because when I see people there, the things that I and my friends lived comes in front of my eyes.
This makes me like... for instance, when I worked at a biscuit factory, I still do not eat biscuits, at
most 1 - 2. Something like this happens to people, this creates psychological effects", Nilgiin,
interviewed in Ankara, 2007.

? "When we go to markets which sell foods, people look at them and say “well, its price is good

really” but I see all of them as goods and nothing as something to be eaten. The murmuring and the
annnouncements in the place gives me a headache...", Sevim, interviewed in Ankara, 2007.

39



simdi ¢ikip gitsem hicbir sey alamayacam, onca yillik emegim kalacak yani. Yoksa
emeklilik hayal burada...”

In addition, customers can cause troubles for workers as they are unaware of or do
not care about the fact that workers suffer from unfriendly flexible and / or
unsociable working practices. For example, Fatos complains about thoughtless

costumers that render their working conditions worse in discount days than usual:

“Uriin indirimdeyse, hiicum ediyorlar, dyle diyeyim ben sana, bakmiyorlar yiiziime
bile. [...] indirim giinlerinde zaten mesela &zellikle bayram arifesi, haftasonlar1 en
sevmedigimiz giinler olur bizim. Cok yogun oluruz. Tantyamazsin miisteriyi, normal
miisterini de tantyamazsin, hiicum eder. Mesela sabah sekiz bugukta gelmigsindir, on
saattir caligma siiren, aksam altida bilemedin yedide gideceksin ama gidemezsin, ya
sonugta senin saatin dolmus, onu miisteriye de anlatamiyorsun, bi kasa daha agin,

yok mu burda kasiyer, yok mu buranin sorumlusu, olayi karistirirlar yani”'

In addition, the physical conditions of stores can be unbearable for workers. A
worker who has been working at CarrefourSA summarizes the working conditions

very well in his article in the RED Magazine:

"If you start working in the afternoon, it means your life continues here. Without
seeing the sky, everyday evening comes up and I do not have anything to do when I
go back home. Six days in a week, I stand more than eight hours a day and because
of this, I have health problems in my back and feet, like many of my friends. [...] We
have to listen to the same music from the morning until the evening. It becomes
unbearable when the discount announcements are added to this. In summer, even
though air condition works, they are operated according to the customers’ intensity. I
request the customers to warn the consultant to put on the air condition.*

3% «T try to rescue myself, I have my money saved like around 10 billion, because I worked for ten
years. This money represent a moral value form e because I spent all of my youth here.If I resign, I
will not be able to get this money but they also do not fire me, so I continue to work. If I resign I will
not be able to get anything and all of my work will stay here. In other words, retirement is just like a
dream here," Sevim, interviewed in Ankara, 2007.

31 "If the goods are in discount, they even do not look at my face. Discount days, for example pre-
holidays or weekends are the most unpleasant days for us. We are really busy these days. You cannot
recognize customers, even your regular customers, they go for the good. For instance, suppose that
you come to your workplace at 8.30, your working time is 10 hours and you should leave your job at
6-7 p.m. but you cannot since customers do not understand you, they want new cashiers and they
confuse everything," Fatos, interviewed in Ankara, 2008.

2 RED Magazine, 2007 - 9, p. 22
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Giilcan who works in a local store notes that the food they have is bad and that they

are always up to their eyes:

"Ag kalirdik yogun oldugunda, saat 5-6’da yemege inerdik. Bazen de yemek igreng
cikardi. Kokan etleri tavuklar1 bize yediriyorlardi. Normal bildigin kokmus etleri
kofte yapiyorlard: bize yediriyorlards, tavuklari."*

Metin who works at a grocery department of a local store and who says “supermarket
sector is the last job for workers to work in” also told us that the working conditions

are not humanitarian:

"siirekli ayaktasin. 9 saat ¢alisiyosun, yarim saat dinleniyosun. Hani bi insan giiciinii
bence zorluyo yani. Haftanm 6 giinii ¢alistyosun. [...] Indir bindir yapryosun. Belin
agrima durumun oluyor. Boyle bi rahatsizlanma sonucunda igverenin sana duyarlilig
olmuyor. Senden kurtulmanin yollarimi aryor."**

Similarly, Giilcan who works as a cashier in a local store thinks that workers are

worthless in the eyes of the store managers:

"Tirkiye’de markette calisilmaz. Hele F'de hig ¢alisilmaz, zaten F i¢in hayat énemli
degil, is... Az is¢i, ¢ok is... Yani ti¢ kurus para veriyorlar, onu yaptirtyorlar, bunu
yaptirtyorlar."’

There are two important parameters of bad working conditions of stores which cause
low quality of life for workers. These are long working days and low wages.
Timelessness and poverty are barriers in front of workers in terms of their
participation in social activities when 1 asked workers, who have long and tiring

working days and only one day within a week as holiday, what they do after work

33 “When it is busy we usually stay hungry, we go for lunch at around 5-6 p.m. sometimes the food is

really bad. They make us eat the fusty meat and chickens. They cook fusty meat and make them
meatballs out of it for us to eat,” Giilcan, interviewed in Ankara, 2008.

** "You are always standing. You work 9 hours a day and take rest for half an hour. You work 6 days
within a week and you take off and put on the goods which makes your back ache. Upon such a ache,
the employers never takes care of you but looks for ways to fire you," Metin, interviewed in Ankara,
2007.

3% «“A person cannot work at supermarkets in Turkey. However, for F you should never work, already

the important thing for F is not your life but the work you do. Less worker, more work... In other
words, they give less amount of money, they make you do this,” Giilcan, interviewed in Ankara, 2008.
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and how they spend their leisure times. When I asked what he does after work, Baris

replies:

“Bagka bir sey yapamiyorsun ki! Bak, bu sektdrde kimse sana anlatamaz sunu
yaptyorum bunu yapiyorum diye! Anlattt m1? Anlatan oldu mu? insan yapamaz ki. ..
Haftanm bir giinii tatilin var, ben ne yaptim bugiin? Hicbir giin yarin sunu yapacam
demiyorum. Yatarim kalkarim. Iste gercekten Kizilay'a Ulus'a veya baska bir yere
gidecegime, bence evde durup kalktiktan sonra temizlik yap, yemek yap, evi diizenli
tutmak hepsinden daha rahat geliyor ve daha iyi geliyor™

Timelessness is a greater problem for women workers when compared to men
including part time workers. As Yonca told, the work of a woman continues even

after her working hours at workplace:

“Yani benim mesaim burdan sonra basliyo. Cocuga kosturma, esime kosturma. Yok,
vaktim yok. Halbuki ben burda hafta i¢i burda 4 saat ¢alistyorum, sadece 4 saat™’

Similarly, Asiye tells us what she does in her leisure time as follows:

“Bos zamanlarimda evde temizlik yapiyorum.... Zaten eve gittigimde de yapmak
zorunda oldugum islerim var. Yemekti, caydi, bulasikti, cocuktu, okula gittigi igin
onun ddevleriydi, vaktim de kalmiyo.”®

Ayten told that poverty is also one of the barriers for them besides timelessnes:

“Zaten paramda yetmiyor hicbir seye. Insanlarin artik sey etmesi de tamamen paraya
bagli. Disar1 ¢ikmak diinyanin parasi. Insanlarla gériismek de paraya bagli. Otobiis,
oturdugun yer falan filan bakiyon para bitiyor™”

3% " cannot do any other thing at all! In this sector, nobody can tell you that s / he does another thing.
Has anybody told you? Human beings cannot do this... You have one day holiday within a week,
what did I do today? I never say I will do this tomorrow. I sleep and wake up. Instead of going to
Kizilay, to Ulus or to another place, cleaning, cooking and keeping the house tidy makes me feel
better”, Baris, interviewed in Ankara, 2007.

37 “My working hours start after here. Look after your child; take care of your husband. I don’t have
time. But I work for only 4 hours here, only 4 hours,” Yonca, interviewed in Ankara, 2007.

¥ “In my leisure times, I tidy up my house... Already, when I go home I have things to do. Cooking,

tea, washing up the dishes, children, their homeworks, I have no time,” Asiye, interviewed in Ankara,
2007.
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As a result, it is clear that store workers are mostly dissatisfied with their work.
Although most of the workers who were interviewed complained about their working
conditions, they said they put up with these hard working conditions because of high
unemployment rates in Turkey. Because of the decline of the public sector and
increase in informal sector, it is argued that for workers the formal sector has a high
degree of job security and so it is a big chance to join the big private sector for
workers. Therefore, in this study some workers especially those who work in
hypermarkets talked about the advantages of working in a large company. However,
it 1s asserted that there are some changes which may threaten the future position of
workers in the formal sector such as occurrence of the private employment agencies.
The large stores generally employ subcontracted workers for cleaning, security,
restaurants and packing section which were non-production areas. However, as
Nichols and Sugur (2005) claims, the previous Labour Law (before the June 2003
Labour Law) enables the subcontracting of most of the sections of a company.
According to subcontracted workers I interviewed, who work generally in large
stores, there is discrimination towards them in the stores and they are not being seen

as a worker of the main company.

Moreover, some workers have explained that the threat of unemployment both
results in the silence about the heavy working conditions and makes the working
conditions worse for them. Another policy adopted by employers as a firing strategy
is sending workers to other stores before firing them. By this, they make working
conditions of workers more difficult. As a result, workers feel more uselessness
because of unskilled jobs and increasing unemployment in general. They work in an
organization in which trust and feelings of being useful do not exist. Their narratives

have presented that working conditions of a store cause low quality of life for

3% " Already, my money is not sufficient for anything. Everything of people depends on money. Going
out means lots of money. Meeting people is the same. Busses, your house, etc., you look your money
is exhausted," Ayten, interviewed in Ankara, 2007.
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workers because they have long working days and low wages which restrict their

attendance to social activities.

Below, I will deal with the question how workers feel themselves as a worker of a
certain store and create a bond with the company when the current situation of

working in a store is taken into consideration.

2.4. Workers' Identification with Stores

Workers cannot live the security of a long-term working life in this period, so they
want to have a shelter, a safe place through identifying with the company that they
work at. It can be said that the store workers do this as well. Identifying oneself as a
“worker of Migros” rather than a member of the working class represents a similar

situation.

For example, two workers who work in a hypermarket explain the belonging bond

with the store as follows:

"Simdi soyle E’in sOyle bi 6zelligi var, ben is yerimi ger¢ekten seviyorum, miisteri
iligskilerinden 6te ben insan iliskilerini ¢ok seviyorum...hizmet sektoriinde insanlarla
bire bir iliski icersindesin, E’de ayrica gergekten nezih bi kurulus, biitiin bu bi takim
seyleri anlatiyorum iste, isglicli agisindan yani insanlarin, maaglarini.... Diyorum
ama her seyden once isletmemi seviyorum, sektérii seviyorum.”*

"Ben her ¢alistigim markette o markayr temsil ettigim i¢in... yani sonugta ordan
ekmek yiyoruz. Bdyle firmama karsi bi suglama oldugu zaman tabi ki onu
savunurum. Yani sonugta ben ordan ekmek yiyorum, artik benim olmus orasi. O
anlamda yani ¢ok savundugum igin, yani ne bileyim, genelde ben hep firmami hakl
¢ikartmaya calistyorum; boyle biriyim."*!

0 "E has such features, I like my workplace, apart from customer relationships I like human relations,
you are in a one by one relationship with people in the service sector. E is a decent company, I tell
these things, wages of people from the perspective of labour force... I say this but in the beginning I
like my company, I like the sector,” Arif, interviewed in Ankara, 2007.

' "Since I represent the brand of the market I work for... I mean eventually we win our bread from
there. When there is an accusation like this of my firm of course, I’ll defend it. I mean I have my
bread from there, it is mine any more. In that sense since I mean since I defend it so much, I mean I
don’t know, generally I try to justify my firm; I am such a person," Kamile, interviewed in Ankara,
2008.
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One of the strengthening factors of the bonds of the workers with their companies
may be the participation of these workers to the training courses that the stores
organize. We cannot just relate training just with the communication of workers with
customers or professional training. Besides, by explaining how a definite store
worker should behave, it is tried to create a bond between the worker and this store.
In this way, a worker does not just wear the uniform of the store but regulate her/his
behaviors as a worker of a definite store. Even though the success of such training
can be discussed, I noticed workers who represented themselves as a person
representing the store instead of a class identity. In-service trainings focus on
customers. Besides, based on the training programs, companies also denote their
employees as members of the same family. In some cases, it can be said that the
workers own the role they are attributed to. In this study, I did not have the chance of
observing the in-service trainings. However, the language used by workers when
they talk about the in-service trainings and the language of the companies on their
websites becomes similar. In this context, for example the store Real defines itself as

such in its website:

"One of the most important personnel principles of Real Turkey, which sets out from
the view that unconditional customer satisfaction is possible only with the
satisfaction of the workers, is to enable the continuity of the development of its
workers and so to structure a trainee organization."*

The sentence of BIM in its 2008 annual report which says, “BIM which rewards its
employees with upgrading their status sets value on the fact that its employees have
the highest motivation and feelings of belonging to their companies” shows how
much importance is given by the market to its employees belonging.

Depending on this, Hasan who works at E comments on trainings as follows:

“E her sene miisteri odakli ¢alisan personeline kendi personeline veya kendi
biinyesinde ¢alisan firma elemanina egitimler veriyor ve bu egitimlere de ¢ok maddi
paralar harciyor, hocalar geliyor... Boyle toplantt odamiz var, bire bir nasil
calisacagamizi nasil hitap edecegimizi gelen miisterinin nasil yaklastigini, nasil

2 http://www.secretcv.com/uye_firma.php?id=599, available at 2010, April
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yaklasacagmizi, sorcagimiz sorulara varana kadar bize egitimler veriliyor, ger¢ekten
bu egitimleri onceleri ilk baslar1 biz diyoduk ki aa bunlar ney falan diye ama sonra
goriiyosunuz ki belirli bi donemden sonra siz market ¢alisanisiniz bagka bi markete
ister istemez alisverise gittiginiz zaman o farki kendiniz yasiyorsunuz... "*

Similarly, Carrefour also puts its difference due to the capabilities of its employees:

“Carrefour gets its main power from the motivation of its employees. They are the
most professional and skilled ones in their jobs. Employees of Carrefour are
accepted for profession in Carrefour based on whether they have the thought
structure of retailing, entrepreneur spirits and their capabilities of accommodation.
Personal development and training is inevitable for development of our
professionalism as in our daily life, sharing the company values and acceptation of
them, enrichening the Carrefour culture and for spreading it.”*

Related to this discourse, while talking about why customers choose their store, Eray

compliments about his store’s giving importance to its customers:

“Adam orda geliyo parasiyla aligveris yapiyo, yani sana bir tiir ciro kazandiriyo,
tamam mu? Iste, senin cironu o belirliyo, maasim o belirliyo. Ondan dolay1
kaynaklantyor. Burasi da miisteriye 6nem verir™®

Ali who works at a grocery department of a store, told me after the interview when I
switched off the recorder told me that in the past he sold the rotten apples to the rich
and the good ones to the poor. When I asked what he meant by “past,” he answered:
“egitim Oncesinde, C markette caligmadan onceki zaman.”*® However, it still cannot
be said that these trainings are sufficient in establishing a belonging relationship

between the workers and the store. Because, as Metin told before, apart from those

> "E provides trainings to its own employees or its subcontracted employees who work in a costumer
oriented manner and spends much money on these trainings, brings experts... we are provided with
trainings in which we are taught on how we are gonna approach the customers and which questions
should be asked to them, firstly we are asking why do we need these trainings but when you go to
another store you feel the difference...”, Hasan, interviewed in Ankara, 2007.

* http://kurumsal.carrefour.com.tr/Tr_Default.aspx
* "The man comes and does shopping with his money, in other words he makes you earn turnover, is
this right? Therefore, he determines your profit he determines your wage. Its source is this. Here we

give importance to the customers,” Eray, interviewed in Ankara, 2007.

46 nthe time before I was working for C, before the training," Ali, interviewed in Ankara, 2007.
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who have to work in the store since they do not have the opportunity to find a better
job, this is a job which can be carried out for a while and the number of those work

only for a while and quit is really high.

2.5. Stratification and Fragmentation of Labour in Stores

Stratification and fragmentation of labour that can be observed in their relations with

managers, supervisors and each other is a barrier to the collective action of workers.

Ongen argues that there is a controversy about the class positions of some of the paid
waged sections of the society which are part of the control and administration
processes. For Ongen, labour process does not have the same meaning for every
labour group, in other words while some of the groups can be in lower positions
within the same labour process, others may be in privileged positions. Because of
this reason, it is important to differentiate the relations of production from the
relations in production. Relations in production refer mostly to intra-class differences
rather than relations between classes. Technical division of labour which causes
expertise based on professions and which creates professions is just a differentiation

that determines the intra-class stratification (Ongen, 1994).

One of the factors that establishes and secures the hierarchical relationship between
the workers and the managers based on the intra-class stratification is related to how
much the information is transferred from top to bottom. As Yarasir (2006) states,
information has turned out to be the most important source of profit and it has
become commodified. The continuation of information as the source of profit
depends on its remaining secret. In other words, the information should be secret
instead of being reachable, usable and producible. Therefore, the control of access to
information is crucial for intra-class stratification. Nuri who works in the
greengrocery department of a store gives an example of how this situation is

experienced within the food retail sector:
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“Burdaki miidiirler bizi cahil gordiikleri i¢in tamam mi her seyi yapariz ederiz
diyorlar. [....]. Alt tabaka her zaman ezilir. Simdi senin yukarda yaptigin toplantiy1
ben duymam. Reyon sefiyle sen ayr1 toplant1 yapiyosun, reyon sefi gelip de o sana
toplantiy1 aktarmak zorunda, o bilgiyi sana vermek zorunda. Yukarda ne olduysa
benim haberim olmak zorunda. Her sirkette boyle olmasi gerekir. Ama yapmiyolar,
hi¢ bi seyin bilgisini vermiyorlar. Oturup da ya kardesim sen sunu yapacaksin
demiyorlar. Kalem fiizerinde hi¢ bi sey gostermezler. Hepten alttakini cahil
birakacasin ki, tamam mu, {ist tabaka rahat etsin. [...], bilgiyi senden saklar kendisi
iistiin olur."47

Sennett and Cobb (1993: 77) argue that "now a badge of ability seems the perfect
tool to legitimatize power. This concept of human potential says that the few are
more richly endowed than the many and that only the few can know themselves - i.e.,
recognize themselves as distinctive individuals." Obviously, cultural capital is a
mechanism that reproduces power and distinctions. Store workers also indicate that
those whose cultural capital is more than the one of others can move upwards into

intra-class hierarchy.

For instance Sevim, who argues that the way of upward mobility is being a university
graduate, complains about not having cultural capital which creates class differences.
According to her, the cultural capital is one of the conditions of being rich: "...ee
okumuslar tabi zamaninda, bizim gibi aptallik etmemisler, glizel mevkilere gelmisler,

giizel yerlerde calisiyorlar"48

One of the important changes which fragment workers in food retailing face is that
subcontracting becomes a new form of control in retailing. By this way, the
employment status of workers differentiates. As it is mentioned above, some workers

are employed directly by the store, but others are subcontractors who are hired from

47 "Since the administrators here see us as uneducated, they argue that they can do everything. The
lower class is always oppressed. I cannot hear the meeting you hold upstairs. If you do a seperate
meeting with the section chef, he should come and convey the details of this meeting to you. I have to
get the information of what is going on upstairs. This should happen in every company. However,
they don’t do this, they do not give any information. They do not tell us what we should do. They do
not show anything on paper. You should keep the lower class illiterate so that the upper class gets
comfort. They hide information from you to become dominant," Nuri, interviewed in Ankara, 2007.

* «“They got education in time, they did not behave stupidly, they acquired good positions and now
they work in prestigious places,” Sevim, interviewed in Ankara, 2007.
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an employment agency. Subcontracted workers do not have the same job security or
benefits as permanent store workers. Hence, workers identify themselves as
"subcontracted workers" or "store workers.” For example, subcontracted workers I
interviewed referred to themselves as 'firm workers' as distinguished from workers
who are employed by the store, not as 'workers' as distinguished from managers.
According to Kenny (2004), unfortunately, subcontracted labour is not being counted
separately in retail industry employment statistics, and little research has been
conducted on it. In addition, even though it does not make sense as much as the
separation between "subcontracted workers" and "store workers", there is also a
separation between part-time and full-time workers, who are both employed directly
by the store.

Intra-class stratification within the stores is also experienced as a problem of self-
respect as it can be observed in the interviews with store workers. One of the most
striking one is the interview with Barig who works as a shelf packer. Speaking about
his worst day in the store, Baris told me that he applied to the store together with his
childhood friend Alper to become accountant in the store, and then he started
working as a shelf packer while Alper became the accountant. He told the worst

moment as follows:

“Alper’in odasina paspas attiZim giindii. Benim ¢ocukluk arkadasim, yedigim
ictigim bu yasima kadar ayr1 gitmemistir, hala burada da oyle. O orada bilgisayar
basindayken ben paspas yapiyordum. O an dedim ne yapiyorum ben dedim. [...]
Uziildiim yani. Aslinda iiziilecek bir sey yok ama iiziiliiyor insan. Bir tuhaf oluyor
insan. Anlatamiyorum ki nasil ne hissettigimi. O da {iziiliiyor ve ben ilk ise basladim,
hi¢ bilmiyorum bir sey, iste Ecer Bey bana odaya paspas at diyor, ben paspasi
aliyorum, Alper beni gériiyor hemen gidiyor. Uziiliiyor o da iiziilityor”49

It is striking that this situation not only makes Baris feel bad but also it affects Alper.

We can understand that Alper is also not comfortable with this situation from the

9 "It was the day when I was cleaning the floor of Alper’s office. He is my childhood friend and we
did almost everything together, it is still like this. He was in front of his computer while I was
cleaning his office. I felt bad. Normally there is nothing to feel bad about, but you feel strange. I
cannot understand how I feel. He also feels bad. When I started to work, x (the manager) told me to
clean the floor and Alper was in the room, he saw me and left the office since he felt bad", Baris,
interviewed in Ankara, 2007.

49



words of Barig: “O ka¢ kere ‘ya birak, benim param ikimize de yeter, ben buna
dayanamiyorum’ dedi”. Nevertheless, Barig says that: “Ama Ankara’dayim, caligmak

zorundayim, o paspasi da atmak zorundayim. Su anda onlar1 astik tabi hi¢ seyi yok da...”50

Cleaning the office floor of his childhood friend is the worst moment he experienced.
“Aslinda tiziilecek bir sey yok ama iiziiliiyor insan”51 is the expression of how this
deep pain is felt intensively’>.

Moreover, the focus on the teamwork by the stores as an administrative policy is to
be assessed with reference to the class injuries of workers. Sennet (1998: 111) points
out that "a fiction arises in modern teamwork at work: employees aren’t really
competing against each other. And even more important, the fiction arises that
workers and bosses aren’t antagonists; the boss instead manages the group process."
However, it is difficult to say that the fiction that is told by Sennett is similar to the
relationship which is established by workers in the store with their team leaders.
Some workers imagine and experience a kinship with their supevisors. Eray who
works in the butchery section at B speaks about his relationship with his chiefs as
follows: “Ya arkadas gibiyiz yani. Ismet abim var, yani bitane. Ekip sefi. Daha yeni
ekip sefi oldu o da. Bizim gibi elemandi. Benden sonra girmisti. Sef oldu yani,
hakketti. Sonugta da benim de onu desteklemem gerekiyor.”> When I asked him

about how he became the department chief, he answered:

3% «Alper told me to leave the job for several times, my money is enough for both of us, I cannot stand
this.”, “But I am in Ankara and have to work and have to clean the floor. Now, we left discussing
these issues...” Baris, interviewed in Ankara, 2007.

S " There is nothing to be sad about but one gets sad,” Baris, interviewed in Ankara, 2007.

52 1t is significant that some of the workers when they talk about their feelings use third person
singular suffixes instead of first person singular, like Alper saying, “one gets sad”. Here on one hand,
it can be inferred that they find it difficult to express their feelings and they abstain from giving away
their injuries, on the other hand it can be inferred that they have a more general “human” conception.
Namely, to get upset and frustrated about being insulted and looked down at attributed to “human” as
intrinsic aspects of human beings.

33 “We are like friends. I have Ismet Abi, he is perfect. He is the team chief. He became the team chief

recently. He was one of us. He entered the job after me. He deserved this. Consequently, I have to
support him,” Eray, interviewed in Ankara, 2007.
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“Yani sonugta reyonu taniyan biri, reyon ne kadar ciro yapar, ne kadar sey yapar, ne
kadar satis yapar biliyo, bilen birisi. Yani daha iyi oldu bence. Ondan sonra
aramizdan bi kisi daha ekip sefi oldu. Iste bi yenilik tarzinda gidiyo yani. Siirekli bi
seyleri yenileniyo, ne diyeyim sana”*

Eray legitimizes his “big brother”’s new supervising position with reference to his
knowledge and capability. It is also possible to come across with an opposite
portrayal of distance between himself and the team leaders. Arif who works in the
grocery department at E does not describe the distance between him and the team

leaders as follows:

“Oyle ilging bi tip sohbet edemezsin, muhabbet edemezsin, dostluk yapamazsin,
arkadaslik yapamazsin, [...] 500’in tizerinde g¢aligani var Real’in, 500 Kkisinin
icersinde samimi oldugu bir tek kisi var onun disinda hi¢ kimseyle samimi degil, en
fazla iliskisi meraba'dan ibaret, dyle bi tip”>

Metin who works at the grocery department of a local store told me about his

problems with his managers as follows:

"Yoneticilerle sdyle sorunlar yasiyoruz: yoneticinin farkli bir igi var. Yoneticilik
gozlemcilik. Yani benim yaptigim bir seyi gormeyebilir. Ya da {stlerinden,
isverenden zor bi giin yasar. Gelip onun stresini bizden ¢ikardig1 anlar olabilir yani.
Mesela hi¢ yokken gelip “bu niye boyle?” diyebilir. Belki onun Oyle olmasi
gerekmez, onun dedigi gibi olmasi gerekir ama o anda yapilmayabilir. “Reyon niye
bos, niye bu mal ¢ikmamus, ne bekliyosunuz?” gibi tavirlar koyabiliyolar. [...] Bunu
sOyleyis tarzlari insanin zoruna gidebilir. Zaten diyorum ya market sektdriinde
personelin, elemanin hi¢ bi degeri yok. Niye degeri yok? Coklu calisilan yerlerde
biri olmazsa Sbiiriisii olur. Kimse vazgecilmez degil yani. Istersen agzinla kus tut, bi
hatan goriildiigii an hemen yolcusun. Ya baska bi magazaya gidersin ya da sana gidis
gelisinde zorlastiracak bir yere gonderilir. Isi birakmak zorunda kalirsin">

> “He knows about the section, how much profit the section makes, how much selling it brings, he
knows everything. It is better for me. After him, another person from us became the team chief. It
continues in a renewed form. Continuously something is renewed, how to tell you,” Eray, interviewed
in Ankara, 2007.

%% “He has an interesting profile, you cannot chat, you can not have a friendship. Real has more than
500 employees, and he has only one person among these 500 people with whom he is a close friend
with. The most sincere attitude of him is to say hello, he is like this,” Arif, interviewed in Ankara,
2007.

% "We experience such problems with administrators: the managers have a different job. Being an
administrator means being an observer. He may not see something I did. Because of his employers, he
experiences bad conditions. He may come to us and convey his anger to us. For example, he may
come and ask “why is this like that?”” may be the thing he is mentioning should be what he demands,
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Different from the examples above, some of the workers I interviewed stressed moral
human values while talking about the employees in higher positions. This might be
assessed as one of the strategies they developed to render their lower position more
bearable. For instance, the conversation among a group of female cashiers working
in the market about a cashier woman who has been appointed to another agency of

the store as a "clerical staff" exemplifies this issue:

(The cashier 1): Ozlem denen kizin babasi Erkan beyin arkadasimiymis neymis.
Biitiin magazalarda duyuldu, bizim magazada da konusuluyor. Ozlem, D’ye biirocu
olarak gitmis, tamam mi1? Okudum mesaji, dedim iyi hayirli olsun. Esim de sey diyo
gordiin mii bak kiz, diyo Ozlem tassakli ¢iktr. O kadar sorunlar yasadik ki onun
yiiziinden, goérdiiniiz mii o kadar 6ttiiniiz, o kadar konustunuz diyo.

(The cashier 2). Biiro eleman1 olarak mu gitti?

(The cashier 1) Evet.

(The cashier 2) Vay be, biiroya gitti, biz hala oturalim kasada.

(The cashier 3) Nuran ne yapiyor Semra?

(The cashier 2) Napsin kasada. Adamlar biiroya gecsin, bizimki hala kasada.

(The cashier 3) Hayatim olsun 6nemli olan... Kasada olmak problem degil ki, igini
adabiyla yapmak daha iyi bence.

(The cashier 2) Valla bence de. Ben hep onu bilir onu sdylerim, {iniversite okumanin
hig bi anlamu yok yani. Diplomalar1 baska sekilde de almabilir.”’

but maybe it is not be what he wants. He may ask “why is the section empty, why haven’t these goods
been taken out, what are you waiting for?” the style of saying these things may hurt people. As I said
before, in the market sector the workers have no value. Why doesn’t this person have a value?
Because in places where there are many people, if one of them does not exist, another one may take
his place. No one is inevitably required. You can do very good things but whenever they see your
fault, you may be fired. You are sent to another store or you are sent to a place which is not suitable
for you in terms of transportation. You are forced to quit the job,” Metin, interviewed in Ankara,
2008.

37 (The cashier 1): That girl named Ozlem’s father is said to be Erkan bey’s friend or something like
this. All the stores heard it, they gossip about it in our store too. Ozlem is said to have gone to D as a
clarical staff, ok? I read the message and said may it bring good luck. My husband says did you see
girl, look, Ozlem turned out to be bold. We have gone through so many things because of her, look
you have wagged so much, you have talked so much he says.

(The cashier 2): Has she gone there as clerical staff?

(The cashier 1): Yes.

(The cashier 2): Wow, she went to Office, we stil sit here as cashier.

(The cashier 3): What is Nuran doing Semra?

(The cashier 2) What could she do, she is working as a cashier. People succeed to work in an Office
while ours is still a cashier.

(The cashier 3) Honey, the important thing is... it is not a problem to be a cashier; it is beter to work
with decency, I think.

(The cashier 2) Actually, I agree. I always know and say this, going to university means

nothing. The diplomas they have can be attained in a different way.
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Onur too complains about his friends who got promotion through immoral ways:

"Benim arkadaslarimdan miidiirliik yapanlar var. Ama ben iste bu tartigsmalarin yiiziinden
geri planda aldim. Onemli degil. Calisarak... Yalakalik yaparak, insanlara goriintii vererek
digil. Ben yapmam bu olay: iste. En sevmedigim olaylardan biri yalakalik yapmak. Isimi
yaparim, tirnaklarimla gelirim bi yere."®

These examples give an important clue about how the workers in lower positions
cope with the feeling of failure. By associating their position as a cashier and not
having any higher position with their moral values and “doing the job with decency”
(“isi adabryla yapma”), it might be deduced that in this way they are abstaining from

any threat of reference to their own failure.

Consequently, intra-class stratification and hierarchy are not experienced without any
problems but it can be argued that in the service sector workers adopt specific

strategies to legitimize this situation for themselves.

Another important issue is the relation between workers. If it is taken into
consideration that the character takes shape in the process of time, then it can be
argued that the short-term frame of modern institutions reveal corrosion of character.
Because, the working life in which short-term is a prevailing principle corrodes trust,
loyalty, and mutual commitment among workers. "The strength of weak ties" is
embodied in teamwork, in which the team moves from task to task and the personnel

of the team changes in the process (Sennett, 1998: 24).

When I asked about their relations with other workers, some interviewees said at the
beginning that they have good relations with each other but when I reiterated or
reformulated the question they came to speak about competition between workers.

While the workers indicated a good friendship environment, they also stated that

3% I have some friends who are managers. But due to these discussions I have remained in the back
ground. It doesn’t matter. Working... Not flattering, showing off to people. I never do this. One of the
most disgusting things is flattering. I do my job, I get somewhere by working,” Onur, interviewed in
Ankara, 2008.
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there is no trust to anybody. Duygu whose husband also works at the same place
argued that the relationships between the workers are damaged and this created a

problem of trust:

“Su anki toplum, insanlarla bunu goétiiremiyor. Her ne kadar, mesela Derya'yla...
Olur ya insaniz, bi seyle atissam, Derya’yla, ne bileyim, anlagsamadik, o anda tartigtik
yani, ben Derya’ya ne kadar ¢ok laf sOylesem o kadar kendimi sey goriiyorum
Derya’yi alt ettim ben. Ya ben daha fazla sdyleyeyim ya, diisiineyim de sonra iki laf
daha soyleyeyim. Burdaki ortam bdyle oldu. Burdaki siire¢ bdyle oldu. Bunu da ben
gbtiiremiyorum yani. Istiyorum ki her sey giilliik giilistanlik gegsin yani.”59

She expresses the sorrow she feels about the competition among them as follows:

“Kendi béliimiimde olsun, diger arkadaslarla olsun yani, yani ne i¢in? Insanlar neye
diismiis artik biliyo musun? Mesela bi bayan yapiyo yani benim hemcinsim yapiyo,
Derya’nin kiipesi giizel, ben bunu kiskanglik yapiyorum, aynisindan benim de olacak
veya farklis1 olacak ama olacak yani veya Derya benden daha giizel veya Derya
benden daha giizel is yapiyo, o onu sey yapiyo yani hirs yapiyo. Birebir ben bunu
yastyorum yani, bi tane arkadasimla, bayan arkadasimla c¢ok tiiziiciidiir ki yani
yastyorum ben burda. Yani kotii ya yani, ne bileyim”60

Yilmaz who also works as a shelf packer and who is the union representative of the
store told that the relations between the workers are good but when I asked about
whether their relations turned out to become more like family relations or not he said
that: “Ya tabi anlasamadigimiz insanlar var bu sektorde. Herkes birbirinin kuyusunu
kazmaya calisiyor. Arkandan laf ¢ikarmaya ugrasiyor. Problem ¢ikiyor her isyerinde

oldugu gibi’61

3% I cannot continue this with today’s society and people. For instance with Derya... We are human
beings, there may be discontent and whenever I behave bad to her, I think that I oppressed her. I feel
like 1 should say more things to oppress her. The environment here happened to be like this. The
process is like that. I cannot stand this anymore. I want that everything is good,” Duygu, interviewed
in Ankara, 2007.

69 "Let it be at my department or at another one... Do you know how people turned out to be? For
instance a woman, namely a person from my sex, gets jealous of me and gets ambitious about my
earring or any other thing. I experience this; unfortunately, I experience this with my woman friend.
How to sayj, it is really bad", Duygu, interviewed in Ankara, 2007.

81 “Of course there are people whom we cannot get on with in this sector. Many people try to dig a pit

for (undermine) others. They try to produce gossips about you. There are problems as there are in
other workplaces,” Yilmaz, interviewed in Ankara, 2007.
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When it is asked whether other workers help them or not when a worker experiences

problems with their seniors or customers Tiirkan answered as follows:

"Yok, hayir. Burada kimse dyle bagli degil birbirine. Mesela ben kasa grubunu
sOyleyeyim. Kasa grubu, mesela bir olay oluyor, “Arkadaslar”, diyoruz, “hep beraber
sOyleyelim, sikayetimizi hep beraber dile getirelim. Hep beraber gidersek baskin
¢ikariz. Anlarlar en azindan hepimizin sikdyeti oldugunu” diyorum. “evet, biz de
sikdyetciyiz. Tamam, sOyliicez” falan oluyor. Sonra gidiyoruz sikdyet edecegimiz
kisiye, gériismeyi yapacagimiz kisiye. “Bdyle boyle” iki kisi sadece sesini ¢ikartiyor,
geri taraf “biz memnunuz!”. Haydaa! Oyle bir sey oldugu zaman da, satiliyoruz
resmen. Satildigimiz giin bi de suglu biz oluyoruz. “siz iste bunlar1 gaza
getiriyorsunuz” da, soyle oluyor da bdyle oluyor da. Yani suglu biz oluyoruz. Kabak
bizim basimiza patliyor. Olan bize oluyor yani. Vardiyalarimizla oynuyorlar. Iste ne
bileyim, bir sey sOyledigimiz zaman gicik gicik davraniyorlar. Yani, onun igin
giivenemiyorum kimseye. Ya burada boyle ya, hi¢ kimse birlik degil"

Tiirkan stated that the reason for such behaviour is the fear of being unemployed.

Gilcan also stressed the same worry:

"Herkes kendi ekmeginin derdinde. Herkesin gecim derdi. O kadar ¢ok sikintisi
vardi ki hepimizin. Kimisinin babasi beyin kanamasi gecirmis, eve bakmak zorunda.
Kimisinin babas1 yok, bizim gibi. Zor ya!"®

Arif who 1s the union representative of the market said that there are groupings
within the store based on the fellow township (hemsehrilik) and that there is
competition among these groups. It is possible to say that these groupings are at odds
with proletarian identity of the workers, showing a heterogenous structure. Sennett
(1998) argues that the feeling of belonging to a community based on ethnicity as a
result of reading the class concept with a personal language creates “us”. It is
possible to argue that a different solidarity type is experienced than class solidarity.

While Arif argues that the existence of the union intensifies the feeling of belonging

62 "No. Here, nobody is bound to each other like this. For example, I can tell about the cashiers. For
instance, if there is a problem, we say let’s bring the issue alltogether. If we go together, we become
dominant and they can understand that we all have complaints. They agree on this idea and when we
go to the person to whom we are gonna complain, only two people raise the issue and others say
everything is ok. So, everything turns against us and they say we are guilty. They change our shifts
afterwards and treat us badly. Nobody acts together here,” Tiirkan, interviewed in Ankara, 2008.

6 “Everyone is looking to earn their livelihood. Struggle to earn a living. We all have so many
problems. Fathers of some of us have cerebral hemorhage; he has to keep the family. Some of us do
not have fathers, as we don't have. It is difficult,” Tiirkan, interviewed in Ankara, 2008.
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to proletariat as an superior identity, Duygu argues that the emergence of the union in
the store deepened the competition. Because the managers tried to prevent
unionization, so it caused a conflict between the workers who became a member of
the union immediately and the others who collaborated with managers contrary to all
of these groupings and created competition environment, Arif expressed that the

union created a close relation between the workers:

“...iste yoresel farklar var, birine hos gelen digerine ters geliyo, gibi gegmiste bunlar
¢ok yasaniyodu, ama sendikadan sonra bi sicaklik bi yakinlagsma oldu, onu da tabii ki
bizler sagladik, ortak g¢ikarlarimiz... Sendika sik sik miimkiin oldugu derece sey
vermeye calisir, egitim verir iste sendikal miicadeleyle ilgili, iscilikle ilgili, isgi
iligkileri falan, biz simdi alt kimlik tst kimlik olaymi yiizde seksen diizeyde
yerlestirdik, biz is¢iyiz arkadas bizim bi st kimligimiz vardir, bir alt kimligimiz
vardir. Alt kimligimiz bizim 6zelimizdir, bizim {ist kimligimiz bizim is¢idir. [...]
Sonugta is¢iyiz kardesim, ortak amacimiz var ortak ¢ikarlarimiz burda ortak,
dolayisiyla bizim buradaki iliskilerimiz iyi olmak zorunda, diyalogumuz iyi olmak
zorunda ve birbirimizi desteklemek zorundayiz, her agidan bunu yavas yavas
yerlestiriyoruz, sendika sonrasi bu yerlesmeye baslattik buradaki is¢iler i¢in...” 64

Baris who works as shelf packer in a small store mentioned about the solidarity

among workers:

“Ya giizel aslinda, yani yardimlagsma olmak zorunda. Benim igim yogun olursa bana
yardim ediyor manav arkadas. Onun isi yogun oldugunda ben manava yardim
ediyorum. Amag sadece bir seylerden geri kalmamak”65

Ayten also works in a small store and mentions that her relationships with her

colleagues and the manager are all right:

8 "There are local differences, something which is good for someone is bad for other, things
happened like this in the past, but after the union a moderate environment emerged, of course we
created this, our joint interests... union gives trainings about unionist struggle, about being workers,
worker relations, etc. Now we established the issue of upper identity and lower identity % 80. Our
lower identity is our privacy; our upper identity is being a worker. Consequently, we are workers we
have joint aims, so our relations here have to be good, our dialogue has to be good, and we have to
support each other. We are establishing this gradually, this happened after the union for the workers
working here," Arif, interviewed in Ankara, 2007.

8 "t is good actually, in other words, helping each other has to be. If my work is busy, the

greengrocer helps me. If his job is busy, I help him. The aim is only not to become unable to carry out
the job,” Baris, interviewed in Ankara, 2007.
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“burada ¢alisanlarla aramiz iyi. Burada calisanlar ¢ok eskiden beri burada. Cok eski
calisanlar yani. Bizim Ender Bey ¢ok iyidir. Midiiriimiiz olarak bizi iyi idare eder.
Bir seye ihtiyacimiz oldugunda bir isimiz oldugunda bize yardimci olur. Miisteriye
kars1 bizi savunur mesela... Miisteriyle sorun oldugunda bizi dinler. Miisteriyi de
dinler bizi de dinler. Bize ¢ok destek olur."66

In this context, different from the bigger stores, instead of privatizing works at the
workplace, several works are carried out together with a smaller number of people.
Therefore, when needed, since the workers can help each other out they can feel the
fellowship more. Besides, what Ayten said makes us think that in workplaces where
circulation is less, with workers who have been working together for years, the trust

relationships and solidarity feelings are more.

However, Metin who works in a local store states that he has hesitations on whether

there is a trust relationship between store workers:

"Simdi goriinliste dayanisma var gibi oluyo ama bazi sartlarda insanlar ne kadar
uyum saglasa aksilik oluyo. Mesela market sektoriinde genelde geng arkadaglar
calisiyo. Bunlarin arasinda birbirleriyle iyi geginenler var, gecinemeyenler var.
Oluyo yani. Tartismalar oluyo. Ne bileyim iyi dayanisma olanlar oluyor"®’

It can be deduced from what the workers tell, the relationship between workers is
usually not the solidaristic relationship. That is why there is a separation between
them. Some of them are part-time and some full-time workers, who are both
employed directly by the stores. Again, there are also subcontracted workers who do
not have the same job security or benefits as permanent shop workers. Hence,
workers do not claim a collective identity as "worker.” The question of collective

identity is to be related to unionization.

5 «QOur relationships with employees here are great. Those who work here now have been working
since the very past. They are the old workers, in other words. Ender Bey is great. He manages us
perfectly as a director. He helps us when we need something. He supports us against the customer for
example. If there is a problem with the customer, he listens to us. He listens to both the customer and
to us. He helps us so much,” Ayten, interviewed in Ankara, 2007.

7"t seems like there is a kind of solidarity but in some conditions even though people work in
harmony, there may be some problems. For instance, in this sector usually young people work. There
are the ones who have good relationships among them, but also there are those who cannot stand each
other. This happens. Discussions emerge. How to say, there are also people who are in solidarity,”
Metin, interviewed in Ankara, 2007.
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2.6. The Unionization in the Stores and Thoughts about the Trade Union

While the number of those who work in the private sector in Turkey increases, the
number of those who are members of unions decrease and the rate of unionisation
inevitably decreases. One of the most important data related to unionist organization
is the unionization ratio. However, unfortunately, statistics of the unionization is not
being collected, the data of ILO, state institutions, unions and several international

institutions do not fit each other, and there are important differences among them.

According to the data of the Ministry of Labour and Social Security, the total number
of workers in Turkey is 5 million 434 thousand 433, the number of workers who are
members of unions is 3 million 205 thousand 662 and the ratio of unionization is %
58.98. The statistic does not reflect the reality. The Ministry of Labour and Social
Security, while counting the number of workers considers the workers who are
registered with Social Security Institution and ignores the informal workers.
According to several researches, the number of wageworkers in Turkey lies between
10-13 million. Namely, the Ministry of Labour and Social Security did not recognize
more than half of the workers while preparing the number of workers. The number of
those workers who are members of unions also does not reflect the reality. It is
known that in reality, the number of the workers who are union members is smaller.
Therefore, the unionization ratio is less than the ratio declared by the Ministry of
Labour and Social Security. While the number of workers belonging to unions was
415.972 in 2002, this number decreased to 361.430 in 2007 and the unionization

ratio in the private sector decreased to 3.4 % from 5.6 % within the same period.

According to Bakir and Erdogan (2009), flexible working policies, subcontracting
and fragmentation of the production chains which all emerged as a result of the neo-
liberal policies, create a big barrier to the unionization of the workers. Besides,

privatization policies also strengthened the decrease in the unionization ratio.

58



Employers employ different methods to prevent the unionization of the workers or to
eliminate the unions. The most common method is to fire some or all workers who
belong to a union. According to the report of Tiirk-Is entitled “the cost of
unionization: being fired”, 15 thousand 531 workers were fired between 2003 and
2005 since they joined unions. Between 2003 and 2008, 30 thousand workers were
fired from their jobs since they belonged to DISK. In other words, in every year
averagely 5 thousand workers were fired. Consequently, every year, more than 10
thousand workers are fired from their jobs since they are members of DISK and

Turk-Is by using their constitutional rights.

While 15 of the workers I interviewed were members of a labor union, 22 of the
workers were not. 17 of those who are not members work at stores in which unions
are not organized. One of those stores operates nationally and two of them work
locally. 4 of the non-unionized workers work at national and international level
stores but since they were employed as subcontractors they do not belong to a union.
Only one of the workers works in a national store in which a union has the
competency of collective agreement but the worker is willingly not a member of a

union.

In addition, the workers who were interviewed in the focus group were also members

of the labor union.

In its press bulletin dated 30 March 2010, which assesses The Law Draft About The
Shopping Malls, Chains Stores and Large Stores which was presented to the Prime
Ministry, the Union of Tez-Koop-Is makes public that although they have 25
thousand members, the government did not ask for their proposals about the law

draft.

According to the bulletin, there are 400 thousand people who work in the food retail
sector and 95 % of them are non-unionized workers. The head of the union Giirsel

Dogru explains that behind the “modern™ appearance of the stores, the transgression
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of workers' rights is common in non-organized parts of the retail sector. Particularly,
there are transgressions of health and retirement rights by not paying or paying less
than they have to for insurance premiums. According to him, that is why workers see

their work not as an occupation, but only as a casual job.

In this context, the expectations of the workers towards their unions, how they
evaluate the union, why the workers who are not a member of the union are not
unionized, whether they think that there is a difference between the working
conditions of unionized workers and others and store workers' conditions need to be

examined.

Most of the workers both were unionized and did not state that unionization is an

advantage.

Workers who work in stores where the Tez-Koop-Is Union is not organized think
that they work in more heavy conditions compared to unionized workers. For

example, Nilgun counts the advantages of being unionized as follows:

“D'de var tanidigimiz. Onlar sendikali. Normalde 8 saat galigiyorlar veya mesai
yaptiklar1 zaman direk mesai ticretini alabiliyorlar. Tatil gilinleri oluyor. (Sendika)
iscinin hakkin1 koruyor. Saatini koruyor”®

Ayten states that she is not aware of the existence of a union in this sector and that
they do not know about their rights but if they had such an oppotunity she was
convinced ("kafama yatarsa") she might register for the union. Ayhan believes that if

he were a member of a union, the union would protect his rights:

“Sendika patronu sevmez. Isciler sever. Isciler yasam kosullar1 sendikayla... Ben
patronu tanimam ki, yolda gérsem tanimam. Patrona ben diyebilir miyim benim

6% “There are workers of D that we know. They are members of the union. Normally they work 8
hours or when they work for extra hours, they get their money directly. They have holidays. The
union protects the rights of the workers. They protect their hours,” Nilgiin, interviewed in Ankara,
2007.
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maasima zam yap? Desem yapar mi1 ki? Vahit Kiler’in yanina gidip % 20, % 10 veya
% 30 zam yap diyebilir miyim?”, %

Nurcan also, while telling about the necessity of being a member of a union,
describes unions as powerful structures which support workers against the company

the workers works for.

"Sonugta hakkimizi savunuyorlar. Bunu yalniz bagimiza bizim yapmamiz miimkiin
degil. Gerekiyor yani bir yerde bi savunulmasi. Ozellikle iste bu yeni firma
(Carrefour) pesoneli ¢ok fazla somiirmeye g¢alistigl i¢in yani birilerinin muhakkak
personelin hakkini savunmasi lazim. Cilinkii sonugta hani burda calisan kisilerin
seviyesi, kiiltiir diizeyleri, yani kendilerini ne kadar savunabilirler koca sirkete karsi.
Cok fazla aktif olan insanlar degil. Onun i¢in muhakkak birilerinin savunmasi
gerekiyor"”’

According to Nurcan, unions are workers' organizations without workers. In other
words, the mechanism which supports workers on behalf of workers is not the self-

organization of workers.

Duygu tells us that while at the beginning of the unionization, they had some
problems, but at the end, they got some of their rights. Similiarly, Yonca is one of
those who became unionized and stated the importance of struggle in an organized

way as follows:

“Daha ilk duydugumda, Arif abi irtibattaymis, aman dedim hemen olalim, devamli
artik gidip geliyodum, olalim, olalim, {iye olalim diyodum. Ciinkii sendikali olmak,
yani Orgiitli olmak iyi bi sey, kotii bi sey degil yani. Insanlar sendikanin ne
oldugunu bilmiyo, bilingsiz durumdalar. Sendikayi, ne bileyim biiyiilk bi grup
goriiyo, sanki PKK’ya liye oluyosun, o derece. Yani korkuyorlar. Sendika k&tii bi
sey degil ki. Senin haklarmi yasal ¢er¢evede koruyo. Olay bu. Olduk, pisman da

89 “Union does not like bosses. Workers like workers, living conditions with unions... I do not know
the boss; if I see him on the street I cannot recognize him. May I tell him to raise my wage? If I say,
does he obey this? Can I tell him to raise my wage for 20 %, 10 % or 30 %?”, Ayhan, interviewed in
Ankara, 2007.

70 "Indeed, they protect our rights. It is impossible for us to do this on ourselves. At some point, we
need to be protected. This new company B, since it tries to exploit us so heavily, somebody should
advocate for the rights of the workers. How can these workers protect themselves with their
information level, cultural levels? They are not active people. For this reason, some people should
protect them,” Nurcan, interviewed in Ankara, 2008.
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degiliz. Aslinda yani orgiitliiliigiin oldugu yerde hi¢ bi sey olmaz, bunu bilmiyolar
iste.”ﬂ

Yonca also argues that her colleagues are also ignorant and just seek their self-

interests instead of establishing ties of solidarity:

"Kendi kariyerini, kendi durumunu diigiiniiyor isciler de. Diislinse dahi artik diyorum
ya mesela diisiiniiyordur, benim gibi diisiiniiyordur ama onu da degistiriyorlar.
Degismek zorunda, ya o yerinde kalacak yani, ya benim gibi hep ezilecek ya da
yerinde kalacak ya da ilerlemesi i¢in degisecek. Bagka alternatifi yok, benim nasil
degismek zorunda oldugum gibi. Ben de degisecem artik, daha da degismis degilim,
diyorum bunu ama insallah uygularim. Insanlari diisiinerek kazik yemek
istemiyorum acikgasi, ¢linkii degmiyor. Keske degse, yine kazik yemeye raziyim
ama degmiyor."”

While she believes in the importance of unionization, she does not dare to struggle
due to her distrust to her colleagues and her belief that everyone acts for his/her own
interests.

Some of the interviewees expressed that they do not know what a union is. For

example, Hiiseyin explains the story of his registration to a union:

“Nuri abi soyledi, iste sendikaya gecelim filan dedi. Seni sendikac1 yapalim dedi. lyi
dedim, ben ne biliyim sendikanin ne oldugunu, sendikanin ne oldugunu bilmiyordum
yani, gittik sendikaya iiye olduk. Sonra iste bir siirii sey sundular sendikadan, iste iki
ayda bir ikramiyeniz var falan dediler””

" "When I first heard of it, the brother Arif was in connection with them and told him to be members.
Because being a member is something good, it is not bad. People don’t know what a union is, they are
unconscious. They see unions as something like PKK, at this level. They are in fear. Unions are not
bad. They support your rights within legal frameworks. This is the case. We became members and we
are not regretful,” Duygu, interviewed in Ankara, 2007.

72 "Workers think of their carriers and situations. S/he may think of the situation like me but they
change her/him in the meanwhile. They have to change; he either would keep his position or be
oppressed like me. There is no other alternative, but to change. I will change myself from now on, I
have not changed yet, and I hope I will implement this. Frankly, I do not want to get the shaft because
of thinking people since it does not work. But they do not deserve this,” Yonca, interviewed in
Ankara, 2007.

3 “Nuri told me, let’s register to this union. Let’s make you unionist. I did not know what a union is

but we became members. But then they told us that we would have many advantages such as
premiums,” Hiiseyin, interviewed in Ankara, 2007.

62



A similar situation is valid for Eray too:

“Ya burda bizim calisan bi arkadas var, o sey yapti beni de. Benim aklimda hig
yoktu aslinda. Ben sendikanin ne demek oldugunu bilmiyodum ki. Adam goétiirdii

beni notere gotiirdii evrak imzalatti, dedi sendikaya liyesin. Bagka bi sey demedi.

Hala da ne oldugunu bilmem yani. Bazen diyom bu sendika ne is yapiyo”,”

While some of the store workers who were being interviewed complained that the
union does not satisty them or claimed that they did not know its function clearly,
they still think that it is needed for protection, "What if something happens? What if [
get dismissed?'. It is obvious that they felt pressure on their job security. They also
compared their conditions with the ones of workers who are organized in other stores
which have a collective agreement between the union and the employer, and so have
won some gains, for instance the lunch break and tea / coffee break or monthly bonus

for shopping.

Only Yigit who is a part time worker has a negative perspective on unions. He
explains why he is not a member as follows: "Ben liye olmadim sendikaya ¢iinkii bi
ise yaramiyo. Nerdeyse D personelinin %99’u sendikaya i{iye ama haklarini
alabiliyorlar mi, haklarini sendika koruyabiliyo mu, koruyamiyo."” But Yigit said
that part time workers who do the same job in another store in which workers are
organized in the union have better working conditions, that is, their working hours
are less and their wage is higher than his. His negative view draws on what his

friends told him:

“Su andaki sendika sube baskani kesinlikle is¢iden yana degil, D taraftar1 biri. Su an,
bizim sendika neydi, Tez-Koop’tu sanirim, onun baskant D elemani, zamanindaki

™ "There is a friend of us here working, he made me a member. I did not know what a union is. He
brought me to the public notary and made me sign sheets. He didn't tell me anything else. I still do not
know what it was. Sometimes I ask what this union does...” Eray, interviewed in Ankara, 2007.

75«1 did not become a member because it does not help for anything. Almost 99 % of the workers of

the D store are members of a union, but they cannot get their rights,” Yigit, interviewed in Ankara,
2007.
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elemani ama kesinlikle elemandan yana degil su anda. Mesela eleman bi sorunuyla
gidiyo, git miidiiriinle konus beni alakadar etmez diyo.”’.

In contrast, Fatma who works in the same store tells that if there is a problem with
the managers, the union leader enters the scene and the fact that the leader is an ex-

store worker is an advantage for them.

According to the store worker who is the author of the article in RED Magazine:
"Sendikanin calisanlar arasinda kod adi Harran!"”’ Similiarly Meral who is a
subcontracted worker and so does not have a right to join the union says that: "Onlar

sendikali, biz Harranliyiz, marabayiz.""®

Related to this, Turkish trade unions maintain that foreign companies tend to be more
disposed to trade unions (Kog, 1999: 5; cited in Nichols and Sugur, 2004: 195). In
their research about the industrial workers in or adjacent to the Izmit triangle, talking
to workers about foreign and Turkish companies, Nichols and Sugur (2004) were
often told that foreign companies not only provided better pay and working
conditions but that they were more likely to appreciate people and treat workers with
respect. Two store workers from a hypermarket owned by a German company give

similar explanations:

"Tiirkler Tirklerin haklarim pek diisiinmeiiyorlar, ama Almanlar, dig iilkedekiler,
daha diisiiniiyorlar ve burasi Alman firmasi, Almanlar'a ait E, o yiizden de daha ¢ok
diisiiniiyorlar, veriyorlar, daha giivenilirler. Is¢isine daha fazla deger veriyorlar.
Mesela burda patronlar genelde sendikali insanlar1 sevmezler, Almanya'da boyle bir
sey yok, her yerin sendikas1 vardir ama kimse de karismaz."”

76 "The union section president is not in favor of the workers. He is in favor of the store. If a worker
goes for help, the section president says 'it does not concern me, go and talk to the store manager,”
Yigit, interviewed in Ankara, 2007.

7 “the name of the union among workers is Harran!”"RED Magazine, volume 12, Sept. 2007, p. 23.

78 “they are members of the union, we are from Harran, we are workers", Meral, interviewed in
Ankara, 2008.

" "Turkish people do not care about Turkish people, but Germans, the foreigners care more and here
is a German company. The store E is owned by Germans. Thus they care more, they trust their
workers more. For example, here in general managers do not like unionized workers. In Germany,
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"E, is¢i haklari, insan haklar1 konusunda falan en ileri olan, en demokrat davranan
yani burda sendika yokken de bizim seyimiz vardi, her tiirlii sosyal haklarimiza da
sendika 6ncesi de son derece saygiliydilar."®

But he adds that it did not mean that it is perfect:

"Simdi su biitiin yani sosyal haklar anlaminda ¢ok demokrat oldugu halde Alman
firmalarinin soyle bi 6zelligi var hak ettigin tam hakkin1 vermese bile senin hemen
hemen veriyo ama senin i§ giiclinii sonuna kadar kullanir kullana bildigi dl¢iide,
smirlarimiz1 bile zorluyor. [...] Boliim miidiiriimiiz ben dedi burda tiim haklarinizi
veriyosam size, her saatinden sonuna kadar faydalancam, her saat sizi (;ahstlrcarn.”81

However, Nuri, who works at a French-Turkish store, thinks differently:

"Fransizlar parayi ¢ok seven insanlar. Diinyanin her tarafinda bu sendika sorunu var
B'nin. Sadece B'nin, E’in yok mesela. Ciinkili Alman insanlar, demokrat insanlar yani
neyin ne oldugunu biliyolar"*

As a result, in spite of the datas of ILO, state institutions, unions and several
international institutions are not equal and there are important differences among
them, it can be argued that in Turkey while the number of those who work in the
private sector in Turkey increases, the number of those who are members of unions
decrease and the rate of unionization certainly decreases. Employers try to prevent
the unionization of the workers in various methods. To fire workers is the most

common way. However, at multinational stores, the rate of unionization among

there is nothing like that. There are unions everywhere and nobody prevents it. Everywhere has a
union and nobody prevent it", Dilek, interviewed in Ankara, 2008.

80 “Err, ours was the most democratic shop and had the highest respect for human rights even before
there were no unions; even before the union all our social rights were respected", Arif, interviewed in
Ankara, 2007.

81 “Even that they are most democratic in terms of all social rights, well German companies even if
they don’t pay you exactly what you deserve, they give almost what you deserve, but they also use
you to the final extend, and they even push out limits. [...] Our department manager told us if he is
giving us all our rights then he will use us to the final extend, he will make us work every hour", Arif,
interviewed in Ankara, 2007.

%2 “The French like money very much. All around the world unions have problems with B. Only with
B not with E for example. Because Germans are democratic, they know right from wrong,” Nuri,
interviewed in Ankara, 2007.
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workers is high, except for subcontracted workers. Nevertheless, at local stores, there
is no worker who is a member of the union. Nevertheless, most of the workers who
were members of unions or not stated that unionization is an advantage. Moreover,
while some store workers interviewed complained that the union fails to protect them
entirely, they keep their membership for protection since they feel pressure on their

job security.

66



2.7. Concluding Remarks

In this chapter, certain important changes in employment structures which have
occurred both in the world and in Turkey, the structure of the retail sector -especially
food retailing, and how this sector will have a growth process have been my main
points of focus. In this regard, I have also further explained the working conditions
of workers, stratification and fragmentation of workers in stores and how it affects
the relationship among workers and unionization in stores. All these issues have been

illustrated by experiences of workers through their own narratives.

Similar to Wal-Mart, in Turkey the organizational structure of stores move
hierarchically from top to the bottom. Exactly, in the same way, in Turkey the stores
make workers work harder than they are being paid for. In addition, they are
confronted with humiliation and fear. Because of their fear of unemployment, they
consent. The rate of organizing into the union among the workers of multinational
stores is higher compared to small and local stores. However, it is difficult to say that
union rights are completely gained. It has been suggested that employment of
subcontracted workers, differing employment practices as full-time or part-time, the
intensity of workforce circulation, lack of job security and the fear to lose their jobs

results in rivalry among the workers and “corrosion of character” for workers.
y
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CHAPTER 3

CLASS ENCOUNTERS AND IDENTITY

This chapter will mainly focus on the relationship between workers and costumers.
How workers experience class as a matter of self-esteem in their workplaces; which
strategies they use in order to cope with disrespectful costumers; how they classify
costumers and whether they develop a sense of deprivation since they work in a
consumption area will be the questions that I will pose while examining worker-
customer relations. In addition, gender and family relations of store workers and

finally workers hopes and unfulfilled dreams will also briefly be examined.

3.1. The Relationship between Workers and Customers

My examination will start with worker-customer relations. In that regard, I want to
explain the dynamics of this relationship in connection with aims of management,
routinized interactions, and discourse of stores in the interactive service sector.
Although this chapter is about store workers in Turkey, I will contrast the issues
mentioned above with perspectives from world literature and will then examine my

interviews in this context.

To start with, Korczyncski (2003) indicates that there is a large management
literature that lay emphasis on how customers are increasingly looking for service
quality in their interactions with service workers. Thus, the guiding principles of the
firms are achieving profitability and growth through putting the interest of customers
first and fulfilling the demands of the customer as the primary focus and function of

an organization (Reynolds and Harris, 2006).
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Similiarly, Korczynski (2003: 57) has argued that "increasingly in service firms,
management aims that the key sign-value that customers consume during service
interactions is the enchanting myth of their own sovereignty.” On the other hand,
consumption is a fragile process (Edward, 2000). Enchantment may easily convert to
disillusionment in the moments by the time the individual customer's lack of
sovereignty becomes bluntly apparent. As Ritzer (1999) suggests, customer’s
disillusionment may occur precisely because the continuing, rationalizing,
bureaucratic imperative of production becomes apparent (Korczynski, 2003: 57). For
Korczynski, the customer may behave angrily when enchantment turns to
disillusionment. As Leidner (1993: 131) notes, discourtesy is expressed by customers
to front-line workers when the bureaucratic 'inflexible routines' of the production

organization enter into the service interaction:

"This anger is vented at the closest symbol of the customer's painful journey from
enchantment to dissilusionment: the front-line service worker. In this important
sense, the irate and abusive customer should be seen as a systematic part of the
social relations of service work. For many service workers, customer anger and
abuse is likely to occasion real and meaningful pain (Bitner et al., 1994, cited in
Korczynski, 2003: 57)".

Leidner argues that employers routinise the jobs of these 'interactive service workers'
in their relations to customers. However, because of the nature of personal
interaction with service work, they must also allow for a degree of autonomy and
creativity in that interaction. These processes can be contradictory, and are at the
very least not easy to manage (Cited in Kenny, 2004: 479). As Leidner (1993)
claims, 'The types and degrees of independent leverage workers have over customers
are determined by the rigidity of their routines, the closeness of supervision or
surveillance, the design of compensation and incentive systems, and the customer's

own power' (cited in Kenny, 2004: 493).

Leidner (1993) discovers that routinized interactive service work has a broad cultural
meaning. In particular, she argues that when service employers attempt to routinize

human interactions, they "violate important cultural standards about the status of the
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self, standards that honor authenticity, autonomy, sincerity, and individuality" (p.

216; cited in Wharton, 1996).

Leidner has examined the written scripts which are in fact handed to employees in
service enterprises. Through these scripts, it is aimed to establish the “friendliness”
of the employee more than address the substance of a client’s concerns (cited in
Sennett, 1998). “In a turnstile world of work, the mask of cooperativeness is among
the only possessions workers will carry with them from task to task, firm to firm -
these windows of social skill whose “hypertext” is a winning smile. If this human-
skills training is only an act, though, it is a matter of sheer survival. And within the
team, the fictions which deny the individual struggle for power or mutual conflict

serve to strengthen the position of those on top” (Sennett, 1998: 112-113).

According to Fleetwood, consumers can create low payments and harmful working
conditions for those who produce the goods and services they consume. Many
consumers are able to take advantage of relatively inexpensive commodities
precisely since these commodities get onto supermarket shelves via a chain of low-
paid overseas and domestic workers. The hegemonic discourse encourages
consumers to see relatively inexpensive commodities in terms of their being a
'bargain’, rather than the result of someone else's low payment. However, consumers
are typically unaware of the fact that commodities are cheap and opening/servicing
times are convenient precisely because someone, somewhere, is suffering from
worker-unfriendly flexible and/or unsociable working practices (Fleetwood, 1994: 5-
6). Because, the hegemonic discourse encourages consumers to see customer
convenience almost as a 'natural right' rather than as the result of someone else's
having to work flexible and/or unsocial hours, while discouraging them from seeing
the detrimental effects their consumption activities can have on workers' conditions

(Fleetwood, 1994: 6).

A survey by the retail-trade recruitment website Retailchoice (2005) reveals not only

the quantitative aspects of the problems faced by workers as a result of rude
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customers (for example, 43,2 per cent of respondents encountered rude customers on
a daily basis), but also some of the undignified ways in which staff can be treated by

customers.

In 2002, the Union of Shop, Distributive and Allied Workers (USDAW) organized a
campaign that draws attention to a rising tide of violence, threats and abuse against
their members and all shop-workers. The message of the campaign was 'Abuse is not
a part of the job'. They published a report, Voices from the frontline, which was
based on a survey of the experiences of retail reps over the previous 12 months. The
headline results were; 47% reported physical violence in their store, 72% knew of
staff who had been threatened, 86% had incidents of verbal abuse, 47% knew
members who had been off sick because of violence at work, 41% had staff in their
store who had changed jobs because of fear of violence.*® After a year, USDAW
conducted another survey, in which they highlighted high levels of physical and
verbal abuse, ill health, and people leaving their jobs because of consumer actions

and attitudes (cited in Fleetwood, 1994: 7-8).%*

USDAW explains in its leaflet that bullying at work can take many forms and refers
to a wide range of behaviour. While some of these are obvious and easy to identify,
other forms are subtler and may not always be so easy to recognize. Persistent and
unfair criticism, publicly humiliating someone including shouting at them in front of

other staff, direct verbal abuse or threats, physical abuse and violence, hurtful

% Usdaw is one of Britain's largest trade unions with 320000 members nationwide and according to
its website it has various research about workers bad working conditions and some attempts in order
to protect their workers from abusive costumers behavior. But in Turkey, any research or campaign
about this issue has been conducted. www.usdaw.org.uk

% In 2007 as part of the activities for USDAW's annual Respect for Shopworkers event they revisited
the earlier research. They surveyed a group of 200 Union reps in a variety of shops including Co-op
workers, Morrisons, Sainsbury’s, Tesco and Argos and received over 2,000 responses. Surveys were
completed in face-to-face interviews between Usdaw reps and shopworkers (p. 10). As results of the
research, 63% of respondents said that they had been verbally abused at sometime over the last 12
months. Almost one third are abused every month, nearly one in five weekly and one in 20 on a daily
basis; 33% of respondents said they had been threatened in the last 12 months; almost one in ten store
workers have been a victim of violence by a customer during their career. (pp. 10-12)
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comments and teasing are very common and obvious; they are recognizable easily.
On the other hand, some of them such as setting impossible deadlines, removing
someone’s responsibilities and taking credit for their work, withholding information
from an employee so that it is harder for them to do their job, starting malicious
rumours about someone to undermine their reputation, setting someone up as a
scapegoat for when things go wrong, creating a climate at work where someone feels
they can not say no to unreasonable requests, the use of homophobic language may

not be used obviously so it is difficult to recognize.

Besides, according to the union, people who are being bullied are often wrongly
made to feel that they should tolerate the pressures they are under. Moreover,
generally people do not talk publicly about bullying because they fear that they will
not be believed or sometimes they believe that if they speak out, it will only get
worse. Additionally, for them bullying and abuse from the customers they come into
contact with can be as much of a problem as bullying by management (Usdaw

leaflet, p.4).

A study conducted by Delen and Akgeyik (2009) has shown that customer
aggression is very common in Turkey. Their study in 2006 and 2007 in Istanbul was
conducted via a questionnaire in 73 stores and call centers with 734 employees.
According to the results, 78 % of the employees are experiencing customer
aggression at least once throughout their work life. 21 % of the participants have
indicated that they are experiencing customer aggression frequently. This high rate
indicates that customer aggression is a major problem for persons employed at stores,
shops and call centers. The data shows that employees mostly suffer from verbal
abuse. The persons interviewed have indicated that they are reprehended (68 %),
belittled (48 %), and insulted (42 %). The data obtained from the research also shows
that physical aggression or related threats are the least common abuse experienced by

the interviewees.*’

% 1t is understood that generally young adults are more at risk of abuse at workplace. The results of
the study have shown that participants of the questionnaire, who were younger than thirty, had a
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This also shows that, as expressed by Nichols and Sugur (2005), because of lack of
formal procedures (and of course lack of unions or the incapacity of unions to
prevent such behavior) employees are unprotected from the pressure of the ones that

have the authority.

In the following part, worker-customer relation will be closely analyzed in its
different aspects in the light of shopworkers' narratives. First, the question of how
workers experience class as a matter of self-esteem in their workplaces especially
when a degrading and humiliating aspect of the relationship between workers and
costumers occurs will be examined. Second, I will examine the strategies workers
use in order to cope with disrespectful costumers. Third, how workers distinguish
consumers according to their attitudes and behaviours towards them and their
appeareances will be examined. Fourth, I will examine whether store workers feel

deprivation when they confront the customer who have high purchasing power.

3.1.1. Class as a Matter of Self-Esteem

In general, it is argued that the material conditions of the working class in a capitalist
society undermine the working class person's feeling of self-worth (Rubin, 1976;
Sennett and Cobb, 1972). It is also predictable that for service workers to have
dignity at work assume that they are treated as having worth. This means that
actually "they are as morally worthy as consumers, and therefore they ought not to be
abused by consumers". (Fleetwood, 94: 12). Nevertheless, it is clear that it is not only
a matter of moral worth. As long as the class society exists, the inequalities of class
obviously make it difficult for people to treat one another with respect. As Sennet
and Cobb (1993) points out “class society takes away from all the people within it

the feeling of secure dignity in the eyes of others and of themselves".

higher risk of abuse. It has been observed that experience at work is a major factor. Accordingly,
workers with less experience have a higher risk of experiencing abuse and tend to consider threats
more seriously. The presumption of inexperienced workers or workers with limited experience who
have a lesser chance of developing effective strategies in dealing with customers who may cause
problems should also be taken into account.
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Skeggs (1997: 3) argues that "respectability was a central mechanism through which
the concept class emerged, and as a signifier of class respectability is usually the
concern of those who are not seen to have it". In line with these arguments, the
linkage between self and social class was typically emphasized by store workers, too.
Thus, the store workers frequently complained about the degrading and humiliating
feature of the relationship between workers and costumers beyond the physical
difficulties and tiredness of working in a store. This relationship causes emotional-
symbolic violence in their self-perception. The problem was not only low wages paid
for their hard working conditions that they described 'stressful', 'hard', and 'difficult’,
but they also encountered the threat of loss of their self-esteem, and of self-
confidence. For instance, according to Metin who worked in the grocery department
in a local store "market iscileri hep ezilen bir isci ve degeri olmayan bir is¢i."® This
feeling can also be observed in an article published at the RED Magazine, which was

authored by an employee of CarrefourSA:

"Most of the customers are unaware that the person they speak to is also human
being, they expect us to be machines. At busy times, it is likely to be insulted or even
physically abused. And it is very hard to do something against these.[...]. We have to
put up with all of these and continue to work. [...] They attack us taking the power
from being a customer.” (2007: 23)*’

When encountered assaults by customers, workers sustain an injury in their self-
perception and feel that they are worthless in the eyes of costumers as we can see in

the narratives of the cashier Fatos:

“Ya bazen o kadar koétii hissediyorsun ki, yani diinyanin en kotii isini yaptigini
hissediyorsun. Zaten ben Gyle oldugunu diisiiniiyorum kasiyerligin. Eminim yani,
cok mecbur kalnmadikga yapilacak bir is degil. Cekilecek bir kahir degil yani."*

8 nStore employees are always overwhelmed. They are worthless. ", Metin, interviewed in Ankara,

2008.
87 nSepeti dolduruyorsunuz ya..." RED Magazine, Vol. 12, Eyliil 2007 - 9, p. 23
8 "Sometimes you feel so bad that you think you have the worst job in the world. I already believe

that cashiers are doing the worst job in the world. I am sure of this and it can be done only if your are
desperate. It is not worth it,” Fatos, interviewed in Ankara, 2009.
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In the light of these narratives, Sennett's (2003) argument about the American
working class that "stuck in low status labors, they often felt they had failed in the
task of making some thing of themselves through work" can also be applicable to the

store workers in Turkey as well.

Yigit also expressed that customers regard him as a worthless person and that he can

describe the way they look at him as:

“Mesela alt tarafi bi kasiyer parcasisin gibi, yani alt tarafi bir kasiyersin gibi. [...]
Mesela bi miisterinin bana soyledigi bi laf vardir, 'sen benimle tartisamazsm'. Ne
alakasi var. Sen kimsin? Ya, bdyle kendini yiiksekte goren, yiiksekte hisseden

. o . . . . . 9
insanlar oldugu zaman ister istemez sinirleniyosun”.®

After a discussion with a customer, Nevin tells that she was hurt so much even

though she does not remember what happened indeed:

"Cok acayip laflar sdyledi (aglar) [...] Diyalog yaptigin zaman daha ¢ok kiziyor.
Oyle laf ediyor ki, “sesini kessene, uzatma”, meshur kelimeleri. Yani, sen ¢aligsan da
senin hakkin yok. O miisteri ya, miisteri hep hakli. Iste, mecburen, ben de ¢alismak

-~ . . . . . . 9
zorunda oldugum igin sesimi ¢ikartmiyorum, tartismalara girmiyorum”.

In workers narratives, feeling of worthlessness was emphasized by many workers:

"Boyle ¢ok gereksizmis bir insanmis gibi hissediyorsun. Yani mesela, o para atan
miisteri tavr1 dedim ya, bir de sOyle bir miisteri tavr1 var: ‘Benim paramla burada
calistyorsun. Ben olmasam sen burada olmazsin zaten.” Adam dogru soyliiyor.
Miisteri olmazsa sen olmazsin. Ama ben de olmazsam sen buradan alisveris
yapamazsin. Iste onun farkinda degil. O kadar bilingli degil."”'

% «“You are no more than a cashier, that is, the highest position will ever get. [...] For example, a
customer has told me “you cannot argue with me.” What does this have to do with anything? Who are
you? When I see these people who think and feel that they are better than us I get angry,” Yigit,
interviewed in Ankara, 2008.

% "Said weird things (starts to cry)... [...] When you enter into a dialogue, they get angrier. They say
many things, for example their hit is “shut up; don’t push it.” You work there but you have no rights.
They are customers and they are always right. And I do have to work therefore I cannot say anything,
I cannot argue with them ", Nevin, interviewed in Ankara, 2008.

1 “You feel like you are unimportant. I have told you before about their style; throwing money at us.
There is also this: “You are working because I have money. If I wouldn’t be here you could not be
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Some workers said that costumers treated them as though they were invisible, "as a
zero"; as if they have a right to do so’>. Onur's views can also be evaluated in the

same framework:

"[...] iste artislik yapacak. Ben yasadim bunu. Peyniri yiiziime atiyo adam. Al bunu
degistirt diyo ya. Bisey baska seyin Oniine atilir yani. Senin karsindaki insan sonugta.
O da o ekmek i¢in ¢alisiyo. [...] Ezerek... yani bazi hitaplari, miisterilerin hitaplari
da ¢ok iyi degil. Ben duydum, benim arkadasima kiifiirlii konusanlar da oldu.""*

We can understand from Yasin's statement that workers feel that they are
undervalued in the social hierarchy and distinctions. Yasin who works at a store as a
butcher expresses that he is unable to reply back to customers when there are
problems: "Sana agzina geleni sayiyo, seni magaza iginde rezil ediyo, sen hi¢ bise
s0lemiyosun. Karsilik versen sen nolursun? Karsilik verdin iste sen, hi¢ bi sekilde
kendini aklayamazsin. Ciinkii hepsi zengin insanlar. Istese seni aminda gotiiriir"

When he gives an example of the behavior of a customer, which is not well taken by

others, he added that the others criticized him: "koskoca adam, bi gariban kasiyere

here.” Yes, the customer is right. If there were no customer, I wouldn’t be there. But if I am not here
he cannot shop. He is unaware. He is not conscious.", Yonca, interviewed in Ankara, 2007.

%2 Sennett (2003: 46) argues that "inequality had translated into doubt of self; that doubt might be
partly relieved by attacking the integrety of others ... Still the condition of "not being seen" had
produced a desire to avege. Here, then, was one bleak result of the social scarcity of respect". For
example Yigit has told that one of the customers who "felt himself better than the employees"
("kendini yiiksekte goren, yiiksekte hisseden"), and regarded them as “only cashiers” (“alt tarafi bi
kasiyer parcasisin gibi") made him so angry. He has told that he used the fact that customer being
transsexual to have the upper hand: “the customer was transsexual. I, err, to make him more mad, he
gave me a credit card, and the card had a male name on it, and I asked for his ID”. (“miisteri hatta
transseksiieldi. Ben, sey, ben de ona gicik olsun diye, kredi kart1 verdi, kredi kart1 {istiinde erkek ismi
yaziyo, kimlik gérmek istedim”)

93 «[..] they have to be the snobs. I have always experienced this. There was a guy who threw cheese
in my face. He throws it to my face and tells me to replace it. This is not a way a human being is
treated. I am a human being. The customer also does something for a living. [...] overpower... what I
mean is their language with us is not very nice. I have heard it, some of them have sworn to some of
my friends”, Onur, interviewed in Ankara, 2008.

% “They say whatever they want, they humiliate you in the store, and you are unable to say anything
to defend yourself. What happens if you say anything back? If you respond there is no way that you
can defend yourself. Because, they are all rich people. If they want, they you will lose your job right
away," Yasin, interviewed in Ankara, 2008.
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bagirdr ¢agirdi. Ne kadar terbiyesizmis, ne kadar karaktersizmis.”® That Yasin
expresses his feelings by referring to the customer as “koskoca adam” and the cashier

as “gariban” is a indicative of distinctions imposed by the society.

What Onur has told us can be taken as a summary of what has been written until

now:

"Ben orda hizmet vermek i¢in varim ama bana denilen laf su: ‘Cabuk ol.” Boyle bi
de boyle kiistahga bakislar, kiigimsemeler, kiiglimsemeleri ¢ok gordiim. Bak iste
dedim, Onemli noktalardan biri, market¢ci misin, ig¢i misin, yeri gelenler var,
yukardan bakiyo, o zaman iste kendini Oyle kotii hissediyosun ki, ben igimi
yapiyorum kardesim, ne hirsizlik yapiyorum, ne yolsuzluk yapiyorum. Alnim agik,
her zaman dik gezerim. Ama o gelip, miisteri sana su sekilde bakmas1 yok mu boyle
yani kendini yiiksekte gorerek, bakarak, “sunu versene” boyle surat yaparak veya
bisey isterken “suna bak ya, nas1 bdyle bisey mi olur?” begenmiyor yani. Uriinii
begenmiyor yani ama iirlinii begenmedigi i¢in degil. Orda bir tafra yapmak istiyor.
Ciinkii o kendini dyle hissettirmek istiyor, iyi hissettirmek istiyor. Ciinkii “benim
paralgé var,” diyo yani iirlinlii begenmedigi i¢in degil o. Kendini yiiksek gostermek
i¢in”

Workers have express for numerous times their grief because of belittlement and/or

being ignored. Some examples were customers who "have felt or seen themselves
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more important" ', "have thrown money in front of them as if they were throwing

food in front of dogs."®, "have regarded them as “slaves who for with their money"”’

%% “This important man has yelled to this poor cashier. How immoral, what a character ", Yasin,

interviewed in Ankara, 2008.

% "] am there to give services but all they do is to cause problems; they tell me this: “Hurry up.” And
they have this arrogant, pitying, undervaluing look on their faces; I especially feel undervalued a lot.
As I said before if you are an employee at a store or if you are a worker they undervalue you; but I am
not stealing or doing anything illegal. I am only trying to do my job. I am proud. But when a customer
approaches with this undervaluing, pitying attitude towards me... They don’t like a product and say
“look at this, what a garbage this is”, OK they may not like the product but the attitude is not towards
product. The attitude is like that because they like to behave that way because they want to feel that
way they want to feel better. They say that “I have the money” it is not because they don’t like the
product. Only to feel at a higher position than others,” Onur, interviewed in Ankara, 2008.

97 "kendini yiiksekte goren, yiiksekte hisseden”, Yigit, interviewed in Ankara, 2008.

% “kopegin oniine yem atar gibi onlerine parayr firlatmasi”. Here, similar to Erdogan’s suggestion
related with the poor, the employees expressing the roles assigned them in the social hierarchy with
bestial metaphors is notable. This situation shows that the social-class hierarchy is viewed in a disgust
and humiliation relation (see Erdogan, 2001: 44).
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and "have humiliated"'®° them, "have yelled as 'you cannot argue with me"'"', "have
left without thanking"'®, "have looked at them with a pitying look as if they were

. : 1
saying 'you are only a cashier"'®”.

That social hierarchy and distinctions are taken as a matter of self-esteem and can
also be observed in their narratives about their relations with their managers. There
were employees who indicated that the main problems were to be insulted or even
physically abused in front of others, which made them feel even worse. For example

Tirkan told that:

“0O kadar insan i¢inde rencide ediliyorsun yani. Tamam, belki su¢luyum ama, seni
diizgiince uyarabilir, bir kenara alip sdyleyebilir. Sonugta salak degilim, hatami
anlarim. O benim sinirimi bozmustu. .[...] Herkes iginde seni kii¢iik diigtiriiyordu
yani, ‘kasiyersin’ falan gibisinden yani. O zoruma gitmisti”'**

Similarly, Giilcan has stated that his friend has been physically abused by his boss

because the shuttle service vehicle was damaged in an accident:

“Diislinsene, oglan (servis soforil) kaza yapmis, yani vurmus, 0yle ¢ok biiyiik bir
hasar felan yok. Oglana Gyle bir tokat att1 ki, o kadar insanin i¢inde, marketin i¢inde
diisiin bi de. ... O tokad1 vurunca bir kipkirmizi oldu. Ne giki ¢ikabildi, ne bi sey
yapabildi, ekmek ihtiyac1 var. O Gyle gecti gitti ama ben o kadar kétii oldum [...]
Cok liziildiim. Yani ona yapilan bana da yapilmis oluyor. Yani aynisini bana da
yapar. Yaptig1 da oluyor yani. Kizlara da tokat atryordu %’

% “parastyla calistirdigs bi kole gibi,” Meryem, interviewed in Ankara, 2008.

190 «cok kiigiilmiis hissettirmesi, asag1 gérmesi,” Nilgiin, interviewed in Ankara, 2007.

191 “penimle tartisamazsm”, Yigit, interviewed in Ankara, 2007.

192 “Eyvallah, eline saglik bile demeyip, cekip gitmesi,”Nuri, interviewed in Ankara, 2007.

193 «a]t tarafi bi kasiyer pargasisin”, Yigit, interviewed in Ankara, 2007.

1% "They insult you while there are many people around. OK, maybe I was wrong, but they can
politely warn you in private. Of course, I am not stupid, I will understand my fault. It made me feel
very bad. [...] Humiliation when everyone is around, “you are a cashier”... It made me feel very bad,"
Tiirkan, interviewed in Ankara, 2008.

195 «“Think about it the boy (the shuttle service driver) hit the car, but there is no big damage. The boss
slapped the guy so hard, and there were many people around, he slapped him in the store. ... My friend
became completely red when he was slapped. But he couldn’t even say a word because he needs to

78



In these examples, it is clear that if the class differences are also as a matter of self-
esteem, then in order not to loose their feeling of dignity, workers don't want to be

rebuked and humiliated in front of others.

I have brought to light store workers being abused by customers and that they felt
unimportant and insulted because of their job. It can be also said that they feel
injustice as we can see in the outbreak of Nevin: "Niye hep ben, niye hep haksizliga
ugrayan ben oluyorum dedim kendime. Yani, hep kaderime sey yapiyorum isyan

ediyorum”'®®

However, it is not possible to say that store workers are trivializing the importance of
their job and internalizing the view of the customers. Yonca says: “Ben ne is
yapiyorum da yani bu kadar kotii goriiliiyorum. Halbuki orda yaptigin is... Kasiyer
olmadan market olmaz. ... Zincir koptu mu komple sistem ¢okiiyo... Miisteri olmazsa
sen olmazsin. Ama ben de olmazsam sen buradan aligveris yapamazsin.”'"’; Onur
says: “ben isimi yapiyorum kardesim, ne hirsizlik yapiyorum, ne yolsuzluk
yapiyorum. Alnim acik, her zaman dik gezerim™'®; Nevin says: “Tezgahtar olsun ya
da kasiyer olsun, onlarn goéziinde ¢ok basit bir meslek; ama ben Oyle

v e . o 1 .
diisinmiiyorum. Eger namusumla ¢alistyorsam...”'%’; Zehra says: “Pozisyonumuz

work. That happened like that but I felt really bad [...] I was very sorry. What is done to him is also
done to me. I mean he can also slap me now. That happens. I saw him slapping other girls too,"
Giilcan, interviewed in Ankara, 2008.

19 [ have asked myself, why it is always me who is ill treated. It is my destiny and I cannot take it
anymore,” Nevin, interviewed in Ankara, 2008.

197 "What is it that I do that makes these people hate me? There wouldn’t be a store without cashiers.
...When the chain is broken the system falls apart as a whole and people do not understand it... If
there is no customer, I wouldn’t be there. But if [ am not here they cannot shop,” Yonca, interviewed
in Ankara, 2007.

1% «T am doing my job, I am not stealing, or doing anything illegal, I am only trying to do my job. I
am proud”, Onur, interviewed in Ankara, 2008.

19 «“They think that being a salesperson or cashier is simple; I don’t feel the same. If I work with
honesty...,” Nevin, interviewed in Ankara, 2008.

79



farkli olabilir. Ben orda ¢alisan is¢i olabilirim, o daha iyi sartlarda yetismistir, parasi

pulu vardir, pozisyonu iyi olabilir. Ama benim iizerimde bir @stiinlik saglayamaz''’

These views are objections against the debasing views of customers. This situation
can also be evaluated together with the pride in not being dependent on others.
Sennett expressed that “the hard human edge which eschews neediness and
emphasizes self-sufficiency brings respect in the eyes of other and breeds self-
respect" (Sennett, 2003: 101). The job being the source for both pride and abuse is
paradoxical for the workers. It is worth considering the connection of the objection
with the emphasis given on “honesty” as a moral value:

n

.. as the historian Johann Huizinga reminds us, the absolute moral value put on
work, the supremacy of work over leisure, the fear of wasting time, of being
unproductive - this is a value which only takes hold of all society, the rich as well as
poor, in the nineteeth century. Liberalism's respected adult worked." (Sennett, 2003:
109).

Although workers always have to adapt their behavior to suit the requirements of
customers’ expectations, they told that it is impossible for them to behave cautiously.
For instance, Nilgiin depicted that after so many threatening words of a customer;
she threw roll of the till over a female customer and started to cry. She told her
supervisor that she wanted to resign because she did not want to "indulge customer's
whims" anymore. But after a while she returned to work and heard that the customer

had said behind her back "you are only a cashier”.

In this sense, the furious and misbehaved customer should be seen as a systematic
part of the social relations of service work and this causes real and great pain for

many service workers.

"It is true that, quite apart from the influence of the hegemonic discourse, the
asymmetrical nature of the consumer-worker relationship can generate these

"% “QOur position can be different. I can be a worker there; and maybe the customer is raised in better
conditions, they may have the money or may be in important positions. But they are not superior to
me,” Zehra, interviewed in Ankara, 2008.
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pathologies. The act of being rude to a shop assistant does not endanger the
customer's livelihood, whereas replying in kind and/or refusing to be deferential
might endanger the shop assistant's livelihood, especially when the employment is
precarious. But the hegemonic discourse encourages us as consumers to make
demands on workers while simultaneously discouraging us from considering the
stress or loss of dignity we may thus cause. It might even play a role in creating an
environment in which some feel sufficiently emboldened to express their consumer
sovereignty through violence" (Fleetwood, 94: 8).

In this sense, as Fleetwood (1994) points out, the ethos of consumer sovereignty and
the customer-driven firm creates an atmosphere in which the 'customer is always
right' and the worker is forced to subordinate in the costumer-store worker relation.
By this way, the worker may loose dignity and self-respect, may be humiliated, and
may even be expected to put up with being humiliated. This explanation runs parallel
with the argument of Sennett and Cobb (1993: 54) that: "... the strong still oppress
the weak not only because they can, but because they feel entitled to do so." This
causes an asymmetrical characteristic of the consumer-worker relationship, and it can
be observed in the way of addressing the customer as "beyefendi", and "hanfendi".
According to Scott (1995:60), one of the asymmetrical addressing way which is used
by the ruling class is eviat or to call them by their first names. The way of the
subordinated class is to address the the higher class as “sir.” The attitude of Mustafa,
who works at the butcher section of the store, towards customers can be an example:
“Oluyo, sorunlar oluyo. Ama biz abla diyoz, yashysa teyze diyoz. Acaba sikayet

etme falan olursa diye korkuyoruz, iyi davranmaya calistyoruz™'"!

In conclusion, it can easily observed from many narratives of workers that workers
experience social distinctions in a vertical and hierarchical perspective assuming that
they are treated as inferior. Their overemphasis on humiliating and insulting
behaviours make us think that these behaviors are performed by the majority of
consumers. Thus, humiliation and maltreatment have become a part of the job of

store workers, and these conditions have increased need for respect and self-esteem.

11 wyes, there are problems. But we approach the customers with respect by call them the sister, the
aunt. We fear that they may place a complaint and therefore we try to be nice to them,” Baris,
interviewed in Ankara, 2007.
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However, it is not possible to say that the store workers are trivializing the
importance of their job nor internalizing the perspectives of customers. This situation
can also be evaluated together with the pride in not being dependent on others. The

job being the source for both pride and abuse is paradoxical for the workers.

3.1.2. Coping with Discourtesy of Consumers

Above, it has been argued that most of the store workers I interviewed frequently
complained about the degrading and humiliating feature of the relationship between
workers and costumers. However, it does not mean that workers are entirely passive
and do not have strategies of responding to unsuitable or bad-mannered customers.
The Retailchoice (2005) survey reveals several possible responses: "mild sarcasm;
overcharging; deliberately losing paperwork in order to delay the customer even
further; finding a customer's registration number and damaging their car later;
running credit cards over the electronic de-tagger in order to render them useless; and
spitting in a customer's mashed potato and rolling their sausages on the floor before
serving them. While perhaps understandable, such responses are hardly conducive to
human flourishing on the part of the worker (and clearly not on the part of the
consumer), and would result in disciplinary action from the employer if the employee

was caught" (Fleetwood, 1994: 11).

However, compared with these responses, those of the store workers who were
interviewed do not include giving physical damage to the costumers and were
difficult to recognize. In that regard, the cashier Nurcan told that if a customer is bad-

mannered, she just does not want to help them:

“Reyon aralarda bazen dolasiyoruz. Iste bi sey soruyolar mesela, o anda istesen
yardimci olabilirsin ama sorus tarzindan dolay1... o konunun seyi de sen degilsin,
reyoncusu sen degilsin attyorum, yardim edebilecegin bir sey ama sirf o kisinin tavri
yiiziinden diyosun ki, git miisteri hizmetlerinden ilgili kisiyi anonos etsinler, ordan
yardimci olsunlar. Yani o tarz olabilir. Yaptyorum da bunu”'"

12 «“Sometimes we walk around the sections. They ask us things and you can help them if you want to,
but their snobby way... and for example even if you are not responsible for the sections you can
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Elvan told that when a rude customer ordered her to be quick, she deliberately

behaved slowly:

“Bi de tirlinleri paldir kiildiir alip kasanin 6niine atiyorlar. Cabuk geger misin sunlari
diyorlar, acelem var ¢abuk gec. Sen kimsin? Bdyle dengesiz insanlarla ben aheste
aheste kasadan geciriyorum. Sirf ki inadina geg¢iriyorum. Bunu bana yapani ben de
yavas yavas gegiriyorum”' "

As Leidner (1993) argues the routinization of interactive service work "makes
individuality, authenticity and identity everyday concerns" (cited in Wharton, 1996:
179). In particular, when their interactions are scripted by employers, workers may
experience a disjuncture between "their sense of themselves and the identity their job
conferred on them" and thus must seek ways to reconcile this discrepancy (cited in

Wharton, 1996: 182).

If workers interactions with customers are planned beforehand, then it can be
possible to say that workers cannot act spontaneously and sometimes have to hide

"rn

their real feelings. In this sense, the store workers' "structure of feeling" has a double
timing when social-class hierarchy and cultural classification schemes are
considered, as Erdogan expressed for the poor (2002: 49): The time of real self and
the time of acting self, the passive and quiet real self in contrast to the active and
acting self. The split of the real person and the performing individual seems to be
very close to the kind of divided selthood psychiatrists call schizophrenia (Sennett
and Cobb, 1993: 206). However, as Sennett and Cobb (1993) point out, dividing the
self into the real person and the performing individual is a defense against the pain a

person would feel otherwise, if he had to submit the whole of self to a society that

makes his position a vulnerable and anxiety-laden one. In this sense, dividing the self

provide help, but their attitude towards you, makes you tell them to go to customer relations desk and
have the responsible person announced. That is what happens. 1 do this", Nurcan, interviewed in
Ankara, 2008.

'3 "They also throw all their goods in front of the cashier. They tell us to hurry up, “I am in a hurry,”

they say. Who are you? When I encounter these types of people, I do my job slowly. Deliberately, I
deliberately work slowly because of their behavior,” Elvan, interviewed in Ankara, 2008.
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in terms of real me and performing me has not much in common with the agony that
is involved in schizophrenic experience (Sennett and Cobb, 1993: 208). Otherwise,
these difficult situations result in disciplinary actions from the manager or

supervisor, and in extreme cases, the loss of employment.

Fatos indicated that they suffer in a different way when they do not act against insults

in order not to lose their jobs:

“0O daha da bunaltiyor. Boyle i¢ine atiyorsun ya. O zaman da noluyor biliyor musun?
Hani, kendine zarar veriyorsun ve ailene zarar veriyorsun, etrafindakilere zarar
veriyorsun. O sinirle gidiyorsun yani, o sinirin oldugunun farkinda degilsin ya, i¢in
dolu oluyor, atiyorsun ya her seyi igine, hi¢ olmadik bir sebeple mesela arkadasinla
kavga ediyorsun."'*

Workers, who are expected to always have a smile on their faces and never argue

with customers, have indicated that they are not comfortable with this:

“O nasil olcak ki. Yani bir giin bir miisteri geliyor 6yle bir sey yapiyor ki, birak o
giin, o hafta giilemiyorsun! Iste o benim anlattigim olay iste. Miisteri gelip sana ‘sen
benim paramla buradasin, ¢alismak zorundasin, isini dogru yap’ dedigi zaman kd&tii
hissediyorsun. Siirekli olarak ister istemez... Mesela kendi sorunlarin da oluyor,
onlar1 da yansitiyorsun. Ya yansitiyorsun insaniz ya sonugta! Bize hep sey denirdi
mesela, ‘kapidan girerken birakacaksin, ¢ikarken alip gideceksin’. O olmaz ki!
Miimkiin degil yani, ben buna inanmiyorum”'"

Nurcan told that training programmes of their firm which were mostly about being

friendliness and smiling to the customers are useless, because:

''* “That is more depressing. When you endure in silence... You know what happens then? You hurt
yourself, you hurt your family, and you hurt the people around you. You act with that kind of
mentality, you are unaware that there is anger in you, and that anger keeps growing and at one point
you start to fight with your for example friend over nothing," Fatos, interviewed in Ankara, 2008.

"5 “How could one do it? For example a customer comes in and does something and than it becomes
impossible to have a smile on my face! You know what I have told you. You feel very bad when a
customer comes and tells you "you are here because of my money, you have to work, and do it right".
Unintentionally... you may be in a different mood than what is expected, you may have personal
problems. You are a human being after all! They have always told us “you have to leave it outside
when you enter the building, and you have to take it back when you are leaving the building.” But
how can it be possible! It is not possible, I do not believe it,” Fatos, interviewed in Ankara, 2008.
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"Ama bunun i¢in de egitim degil kosullarm iyi olursa giiler yilizlii oluyorsun.
Atiyorum, biz kasada calistigimiz zaman yemege gidemiyorduk veya molaya
gidemiyorduk. Atiyorum, tuvalete gidecegimiz zaman miidiir yardimcisindan izin
istiyorduk tuvalete gidelim diye. Sonugta bi insani o kadar saat kasada baglarsan
nasil giiler yiizlii olur ya da giiler yiizlii olursa ne kadar gercekgi olur. Oyle yani,
hani egitimin ¢ok fazla bi seyi olmuyor, egitim veriyorlar ama ¢ok fazla etkisi
olmuyordu egitimin''®

For example, Eray who worked at the butcher department in a store notes that even if
he believes he is right he never argues because of the policy that says, “the customer

is always right™:

"Ha otomatikman orda sey yapiyo, Cok karamsar hissediyorum. Ezik durumuna
diisiiyosun. Sonugta o bi miisteri yani. Ne sOylese hakli. Hani bi laf vardir ya,
miisteri her zaman haklidir. Hep bunlar hakli, hi¢ personel de hakl1 olmuyo” '

Yigit, who works in the store as a salesman also indicates discomfort related with the

1Ssue:

“‘Misteri tartisacagmiz bir kisi degildir'. Yani sézlesmede bu var. O yiizden
miisteriye karsilik verdigimiz zaman ne kadar hakli olursak olalim, isterse miisteri
bizim {izerimize yiiriisiin, isterse bize yumruk atsin, biz ona karsilik verdigimiz
zaman sugluyuz”'"®

' «“But to have a smile you have to live in good conditions, it doesn't have to do anything with

education. For example, when we work at the cashier's desk we were unable to go to Iunch or have a
break. For example we had to ask for the permission of the vice manager to go to the toilet. How on
earth do they expect us to have a smile on our faces while we are standing in the cashiers’ desk for all
day long, and would the smile be realistic even if we could smile? This is it, they also trained us but
training doesn’t have to do anything with it,” Nurcan, interviewed in Ankara, 2008.

"7 «“The customer does something there which makes me very unhappy. You are belittled. But they
are our customers. They are always right whatever they say. There is a saying “the customer is always
right. Always the customer is right the workers can never be right,” Eray, interviewed in Ankara,
2007.

"% «“you do not have a single chance to respond a client. In the contract we sign, there is this clause:
'A customer is not a person you argue with. You see it is in the contract. Therefore, in case we argue
with a client it doesn’t matter if we are right, they can threaten us, they can punch us, if we stand up it
is our fault.Miisteriye kesinlikle karsilik veremiyosun. Imzaladigimiz sozlesmede soyle bi sey var,”
Yigit, interviewed in Ankara, 2007.
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Ayhan, who works at the delicatessen section also expressed: “miisteri her zaman
hakli. Agzim bir sey soylemez, gozlerim konusur,”' "

In Reynolds and Harris (2006) research, informants report ignoring incidences of
disrespectful customer behavior due to the fear that such actions may result in them

being subjected to disciplinary procedures or, eventually, removal. For example:

All I want to do is just give them a slap and tell them what I really think of them, but
I can’t. If I do that I will lose my job, so I just ignore it and try and get on with my
day. (Female, age 35, 16 years experience)

Similar points have been expressed many times by store workers in Turkey as well.

Some examples:

"Bagiramiyosun. I¢inden biseyler diyosun. Kulaklarmi ¢inlatiyosun artik. O soyle bi
sey: Kendini ise veriyosun ya."'*’

"Ama bana kars1 dik olanlara, bana karsi dengesizce davrananlara ben de elimden
geldigi kadariyla muhatap olmayarak yanit veriyorum. Ne iyi aksamlar diliyorum, ne
hosgeldiniz diyorum, higbir sey yapmiyorum.""*'

“Ama iste alttan alacan. Bekleyince deli olur bunlar. Alacan bunu, posetlerini
toplayacan, arabaya koyup gonderecen”'*

"Benim bi sorumlulugum var. Evim kira, 3 tane ¢ocuk okuyo. Hani ben bu riske

giremem. Oyle oldugu zaman miisteri ne derse miimkiin oldugu kadar sesimizi

kesiyoruz yani"'>

"9 «“The customer is always right. My lips won’t say a word but my eyes will tell a lot” Ayhan,
interviewed in Ankara, 2007.

120y ou cannot yell. You say what you have to say in your mind. You continue to argue with them in
your dreams. You have to keep going and you continue to do your work,” Onur, interviewed in
Ankara, 2008.

12l «“Byt I give my answer by ignoring the customers, who are rude, who are snobs, as much as I can. I
do not tell them good evening, I do not tell them hello, I don’t do anything for them,” Nurcan,
interviewed in Ankara, 2008.

122 «But you have to be humble. They get crazy when they are given service slowly. You should take
one, help him with his bags, and send him away to his home,” Ayten, interviewed in Ankara, 2007.

123 I have a responsibility. I rent an apartment; I have three kids who go to school. I cannot take the
risk. When something happens, you have to shut up as long as it is possible," Metin, interviewed in
Ankara, 2008.
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Sevim felt a great sorrow because a customer, at the age of her daughter, has

humiliated her because the customer was impatient:

“Ben 35 yasindayim benim iki ¢ocugum var ki, kizim onun yasma ¢ok yakin...
Beyefendi dedi, onlar iste boyle yaptiklari i¢in dedi, biz bdyle tartisiyoruz aramizda,
oysaki hepimize hizmet etmek mecburiyetindeler onlar dedi. Ya ben orada,
bogazima bir seyler diiglimlendi tamam m1? Cok da yorulmustum zaten, arife miydi,
arifeden bir giin 6nce miydi neydi. Ne hissettim biliyor musun? O sapkayi, onliigi,
eldiveni oraya firlatip, ¢ikip gitmek istedim yani! Lanet olsun dedim ya, yani daha
kiigiiciik bir ¢ocuk o ve beni orada hizmet¢i gibi gorilyor, hepimize hizmet etmek
zorundalar ve annesi de onu uyarmadi biliyor musun? Benim kizim &yle bir sey
yapsa, hemen miidahale ederim, sen ne bigim konusuyorsun diye... Ondan sonra,
onlar1 hemen, neyse hallettim islerini, gébnderdim. Sonra soyunma odasina ¢iktim,
sandalyeye oturdum, yaklasik 40-45 dakika agladim”'**

The sorrow Sevim has expressed because of a customer at the age of her daughter
has seen her like a servant has been expressed by many people interviewed. For
example, Yonca also feels that customers regard them as “slaves.” This can be
attributed to the fact that a human being serving another is not taken naturally. One
of the strategies of the employees to overcome the problem is to create imaginary

kinship with some customers: “Abi kardes oldugumuz miisterilerimiz de cok.”!®

However, different from ignoring, some employees also adopt the tactic of “using

99126

emotional labor, referring to employees feigning emotional display in order to

124 <] am thirty five years old and I have two children and my daughter is almost at the same age with
her... the customer said to a man 'we argue because of them but they are required to serve all of us'. I
almost started to cry there, do you understand? 1 was already too tired, it was a day before the
religious holiday, I believe. Do you know what I wanted to do? I wanted to take out and throw my
cap, my apron, and my gloves to the ground and wanted to leave the place! I said damn, this is a little
girl and sees me like her servant, they are required to serve us all she says, and even her mother did
not warn her to be polite, do you know? If my daughter would do something similar I would intervene
right away, I would say how you could talk like this... After that, I helped them and they have left.
Then I went to the changing room, set down the chair and cried for 40-45 minutes,” Sevim,
interviewed in Ankara, 2007.

12 . .
> “but there are also many customers who are like brothers and sisters to us”

126 Kenny (2004) referred that writers had discovered the service sector and thus they have redefined
relation between capital and labour as regards the equation of control and resistance between two.
What is new in this definition is that there is here an aspect of the service-the third party of the
customer. The study of Hochschild (1983) concerning airline hostesses explained that there are strict
controls over service workers such as controlling their emotions, facial gestures, appearance, their
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cope with occurrences of deviant customer behavior. This tactic depicts activities by
employees to diffuse and psychologically distance themselves from episodes of
deviant customer behavior through faking sincerity and empathy. For example,
faking sincerity through smiling, acting in a polite manner, and nodding in agreement
with the deviant (Reynolds and Harris, 2006). According to Reynolds and Harris
(2006), this is akin to what Hochschild (1983) calls “surface acting.” Sturdy proposes
that, in some cases, the implementation of customer orientation may occur merely on
a superficial level wherein employees are “smiling but not meaning it” (1998, p. 32,

cited in Reynolds and Harris, 2006: 96)

Two employees' explaination from Reynolds and Harris reasearch were as follows:

You just detach yourself and act all obedient. You put on a big cheesy grin, and hope
that by agreeing with them, they will calm down. (Male, age 45, 17 years
experience)

If I saw him [the customer] in the street, | would love to punch him on the nose. But
you can’t, so I have to fake. You have to be polite and apologize, smile, and keep
them happy. (Female, age 29, six years experience)

There were few examples of faking sincerity through smiling from my study.
Generally, workers said that they kept silent. However, Eray used the same
expressions with the example above for a customer that made him angry by insulting

him and exclaiming “artislik yapma”':

“Sunun, dedim, agzimni burnunu bi dagitayim. Magaza igerisinde de yasak, biliyon
mu? Magaza igerisinde misteriyle tartigmak yasak da, magazamin disinda olsa
girersin yani. icerde oldugun zaman bi sey diyemiyosun”'*’

body language and so forth. With her concept, namely, ‘emotional labour’ she defined that the
workers not only have the job for selling but also they create a particular emotional state over the
customer. This emotional state is a part of the product which then is sold to the costumer (Kenny,
2004).

127 < told them to shut up and I was going to beat him up. But it is not possible in the store, you
know? It is not possible to argue with a customer in the store but if it would be outside you can beat
him up. You don’t have the chance to say anything inside the store,” Eray, interviewed in Ankara,
2007.
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We can recognize the same tactic in the words of Ayten: "Ses ¢ikaramiyoz ki zaten,
hepimiz susmak zorunda kaliyoz, tamam diyoz haklisin, miisteriyi yumusatiyoz

gonderiyoz, haksiz da olsa haklisin diyoz”'*

Reynolds and Harris (2006) report that using emotional labour is very common. They
add that, however, respondents further report experiencing feelings of frustration and

fatigue from having to feign positive emotions and force smiles. For example:

Parallel to explanation of Sennett and Cobb, Reynolds and Harris (2006) assert that
these findings indicate that customer contact employees are adopting a differentiated
moral code in their work and nonwork lives. That is, they explain, for understandable
instrumental reasons (fear of job loss and physical harm), employees lower their
level of moral sensitivity significantly below that which they would usually assume
in a nonworking environment. Indeed, many of those who adopt this tactic recognize
a distinctive difference between their work and nonwork personas. This finding is
consistent with that of Sosteric (1996), who, in examining the labor processes of
nightclub employees, reveals evidence of a conflict between management’s espoused
customer service policies and the employees’ “sense of themselves.” (Reynolds and

Harris, 2006: 102)

Another common coping tactic is talking to colleagues. Workers engage in
discussions with their fellow employees regarding episodes of bad-mannered
customer behavior they have encountered (Reynolds and Harris, 2006). Korczynski
(2003) suggests that in recoiling from, and coping with, these painful situations
service workers are likely to seek support from each other, thus creating communities
of coping. These communities of coping are likely to be informal, but may constitute
a crucial part of the social relations into a variety of front-line jobs which shows that

workers do tend to cope communally and socially. Mennerick (1974) has suggested

128 «“We are not able to tell them anything, we have to keep quiet, we tell them that it is OK they are
right, we make them feel better and send them home, even if we are right we tell that they are the ones
who are right”, Ayten, interviewed in Ankara, 2007.
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that the collective informal creation of client typologies among front-line staff
functions as a method of coping in the job (see also Blau, 1974: 181-2; cited in
Korczynski, 2003). Sutton's (1991) study of dept collectors at work showed that
desk-thumping and cursing was used as a signal for the sharing of experiences (cited
in Korczynski, 2003). Communities of coping may be formed during the labour

process, or may occur in 'off-stage' areas. As Fineman and Sturdy (2001: 146) note:

Rest rooms, galleys, corridors and other 'off-stage' areas provide an opportunity for
employees to drop their corporate mask, free from the scrutiny of supervisors and
customers' undesirable' emotions, such as fear, anger, hurt and frustration can be
vented or expressed... in the presence of a 'willing' audience of collegues (cited in
Korczynski, 2003).

Reynolds and Harris (2006) claim that examples of such informal group discussions
appear to not only offer employees a source of emotional and psychological support,
but such discussions also seem to provide employees a forum in which, through
sharing their experiences, they can learn effective tactics of dealing with deviant

customer behaviors.

Similiarly, in this study some store workers told that they shared the experiences

with their colleagues and talked behind the customers' back:

"Hihi, zaten seylerimiz hep ayni, ama hani diger insanlar biraz daha bdyle disa
atryorlar, arkalarindan laf sdyliiyorlar, bilmem ne. O an igin rahathiyorlar.
Sorunlarimiz zaten hep ortak, hep ayni. Sonugta ayni miisterilerle karsi karsiya
geliyoruz. Hani insanlarin tepkileri farkli oldugu i¢in bi sekilde disa yansitip iste
geliyor veya baska birisine anlatiyor veya iste atiyorum arkasmndan kiifrediyor,
rahatliyor felan."'*

These findings are compatible with Scott's (1990) terms public transcript and hidden

transcript: the term public transcript describes the open, public interactions between

129 "Yeah, of course, we have the similar problems, but some keep them in some put them out, they do
bunch of things. And they feel comfortable for that moment. Our problems are all similar or the same.
We almost see the same customers all the time. People have different reactions in different situations,
some attack you, same tell their problems to others or some swore after you leave and feel better,”
Nurcan, interviewed in Ankara, 2008.
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dominators and oppressed and the term hidden transcript for the critique of power
that goes on offstage, which power holders do not see or hear. According to Scott,
the practices of domination and exploitation include insult and disrespect to human

dignity, which raises the hidden transcript of the dominated.

Lastly, Harris and Reynolds (2004) find that service employees are more likely to
become what they label “dysfunctional customers,” because such employees witness
the deviant acts of customers. This finding, when matched with the current study,
suggests the possibility that constant exposure to deviant acts by customers
desensitizes or educates employees to the extent that they become deviant customers.
In this regard, it could be argued that deviant customer behavior is a self-
perpetuating, vicious cycle (p. 108) On the contrary; the workers I interviewed told
that they were more sensible to the workers who work in the store they visit for
shopping. The reason is clear in Yasin's explanation: "insan kendisine nasil

. o 1
davranilmasmni isterse baskasma da dyle davranir."'*".

Nurcan shows empathy to workers who work in the market she shops: "Ben 6zellikle
dikkat ediyorum ama biraz da yasadigim i¢in elimden geldigi kadar yardimc1 olmaya

calistyorum kasiyere. Bozuk para falan hazirliyorum gitmeden 6nce marketlerde

gercekten de.""?!

Asiye also develops empathy to workers:

"Herkesin sikintis1 vardir, ihtiyaci vardir o yiizden ¢alistyordur, sonugta ben sahsen
[killik] yapmam yani. Sonucta ben de gidiyorum markete, sadece calistigim yere
degil baska marketlere de gidiyorum, orda c¢alisanlari gordiigiim zaman kendim
aklima geliyorum, direk ben bi sey yaptigim zaman ya da ters bi sey sdyledigim

130 13 person should treat others they way he wants to be treated," Yasin, interviewed in Ankara, 2008.

131 < give this very high importance but maybe because I experienced similar things therefore I try to

help cashiers. For example I really do prepare change coins in advance before I visit a store,” Nurcan,
interviewed in Ankara, 2008.
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zaman, yapamam ¢iinkii ben de ¢alisiyorum, bagka birisi de bana ayni sekilde, ters bi
sekilde gelse, benim de camm sikilr, o yiizden, bilmiyorum sadece sinir bozucu"'**

Zehra also is very careful because she is aware of the hard working conditions of the

stores:

"Ben mesela oraya gidip ¢alismadan Once bilemezdim oradaki insanlarin ne kadar
zor sartlarda ¢alistigini ama oraya girince is degisiyo. Simdi mesela bakis agim ¢ok
farkli oldu. Gidiyorum simdi mesela... dnceden aligveris yaptigimda direk gecerdim
ama simdi duruyorum bi kolay gelsin, nabiyosunuz, nasilsiniz demek bile o insanlara
bisey veriyo yani. Bir¢ok insan bunu fark edemez ama... [...] Elimden geldigince iyi
davranmaya calistyorum. Kasa olsun, reyon olsun, selam vermeye g¢alisiyorum. Yani
insanlar fark etmiyor ama yokmus gibi 6niinden ge¢mek insant iiziiyor"'”

As a conclusion, interviewees of this study have many coping strategies for
responding to disrespectful customers. This study reveals some possible responses:
ignoring their demands through various ways (to behave slowly when they order
them to be fast); not answering; not smiling and frowning down; using emotional
labour through faking sincerity and empathy; dividing the self as the real person and
performing individual, creating "communities of coping", namely talking to
colleagues and getting support from each other; swearing or ridiculing them behind

their back.

Scott (1990) accepts the 'hidden transcript' of the dominated as a 'hidden resistance'.
Yet, aforementioned coping tactics cannot be thought as practices of resistance, since
they do not aim at power relations in workplaces. However, these practices should

not be evaluated by reducing them to, as Erdogan (2002) puts it when explaining the

132 “Everyone has a problem, and everyone works because he has to work, I never would treat a
person with disrespect. I also go to the stores and I remember myself working in a store, and I cannot
treat an employee with disrespect because I know if something bad happens I would feel very bad, 1
know this so I cannot act like a snob", Asiye, interviewed in Ankara, 2007.

133 I didn’t know how hard it was to work there before I started to work in a similar place, but you
learn when you start to work there. I have a completely different viewpoint now. For example I go
there now... if it was before I wouldn’t do anything but now I stop there I ask how they are, tell them
to have a good day, and this makes a huge difference. Many people don’t know the difference... [...] I
try to be as nice as I can. I try to say hi everywhere be it the cashiers’ area or the departments in the
store. People don’t know this but it makes the employees unhappy to pass by without saying hi”,
Zehra, interviewed in Ankara, 2008.
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ideological place of the poor-subaltern subjects, “reliance / insurgence, passiveness /
activeness or adoption / disapproval”. These are related with the art of making do
composed of singular, fragmental and heterogeneous units; including watching the
gaps that are caused by the rulers and opportunities to infiltrate into the others’ area
"to live in the place of the other", "to escape without leaving" etc." (de Certeau,
1984; cited in Erdogan, 2002: 28). Erdogan (2002) suggests that the art of making do
by urban poor is done in Turkey by using illegal electricity, street trading etc. In this
framework "the art of making do is not a protest or a public and collective rebellion
but is a quite, hard to notice, unsystematic independent event to take direct results, to

cope with the situation and to survive" (Erdogan, 2002: 28).

Once again, | want to emphasize that the workers I interviewed told that they were
sensible to the workers who work in the stores they go for shopping. That is to say,
workers have not become bad-mannered customers towards workers when they go to

another store in order to buy some goods.

3.1.3. The Forms of Distinguishing Consumers

Above was given information on the store workers’ problems in their relations with
customers and how these problems are being taken as a self-esteem issue by the
workers. Thereafter strategies developed by employees to cope with the insulting and
discreditable treatment of customers have been explained with examples. Hereafter,
the aforementioned treatment will be analyzed to understand which particular
behavior is attributed to which customer and which customers are more respectful to

workers.

As we know Bourdieu extends the idea of capital to all forms of power, whether they
be material, cultural, social, or symbolic (Swartz, 1997). In this context, this
subheading attempts to analyze which types of capital the interviewed workers refer
to when they designate the class differences which appear in their relations with

customers and workers, and also within which maps of meaning they describe their
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customers; that is, if they apprehend them through dualities such as illiterate /

educated, poor / rich, cultured / uncultured.

The store workers that I have spoken with have frequently answered my questions
related with customers based on their individual experiences. Therefore, it is possible
to say that their representations of the customers are empirical. When asked how
customers behave, most workers said that: “some are good, some are bad". This
situation is also valid for the rich costumers' representations: “bilin¢lisi de var,

o . 134
kendini bilmeyeni de var”

Eray, who works at the store B classifies customers as: “bazilar1 iyi oluyo, bazilari
kotli. Zengin tiirleri var, orta halli durumlu var, biraz daha diisilk durumda olanlar
var.”'®> When Eray is asked which group treats the workers the best way, he

explains: “zengin tiirleri ile diisiik tiirlii olanlar"'*® He explains this as:
p g $ p

“En alt kismi sey oldugu icin, is¢i kismi oldugu i¢in sen anliyosun yani
kargindakinin ne tiir sartlarda g¢alistigini. Zenginler pek sey yapmiyo, onlar ne
sOylerse tabi tabi diyon. Zaten onlar biraz sey konusuyolar, biraz daha konusma
stilleri farkli, ne diyeyim ben sana, daha kibar daha nazik. Orta halliler de biraz sey
oluyo, daha boyle, ne bileyim, kendini bilmezler de var, kabalar var.”"’

For Eray rich people are highly educated and middle class are ignorant and they are

the ones, who behave as: “paralariyla seni satin alacak gibi davrananlar”®; the

one who earn the least are the elderly or retired workers and they behave polite.

134 "There is consious ones as well as presumptuous ones.”

c
135 «Some of them are good people and some of them are bad. There are rich types. There are middle
classes and there are a little bit poorer customers,"Eray, interviewed in Ankara, 2007.

136 «“The rich, the middling and the ones who are not doing well”, Eray, interviewed in Ankara, 2007

137«The ones, who are not doing so well, are workers and they understood you and the conditions you
work in. The rich customers do not do anything, they tell you things, and you say OK OK. They also
talk a little bit different, they have a different speech style, and I don’t know how to put this right, they
are a bit more polite and gentle. The middle class are a bit like..., like, I don’t know, there are some
who are rude and there are some who are vulgar,” Eray, interviewed in Ankara, 2007.

138 “they can purchase you with their money,” Eray, interviewed in Ankara, 2007
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According to Yonca, who works at the bakery of E store, the customers who

139 a5 she puts it. It seems like these people

humiliate workers are “sonradan gorme
who do not show any respect for them seems to increase the distress because they

also work at a place:

“Kendisi de bi yerde ¢alisiyo mutlaka. Kendisi de calisan ama iste insanlar sey
bazinda bakiyo, maas bazinda bakiyo, az aliyosan senin isin 6nemsenmiyor, ne is
yaparsan yap, senin igin Oonemsenmiyor. Zor yani market, tekrar elimde olsa asla
markete girmem.”'®

"sonucta ben de insanim, ben de hata yapabilirim, ki hata yapmam ¢ok dogal ¢ilinkii
cok kalabalik. Ve sunu diislindiim, insanlar burdan alisveris yapiyor, onlar da
sonugta bir yerlerde ¢alisiyorlar. Neticede o da bir yerde is¢i diyorsun ya, onun seni
anlamasini mi bekliyorsun, boyle bu durumda?""*!

The store where Yonca works is a hypermarket in Ankara used by upper middle
class. The customers that shop there work in high skill demanding jobs and therefore
it is not very hard to guess that they are earning more than a store worker. Therefore
Yonca’s belief that her profession is not respected by these customers is

understandable.

Zehra works in a local store and believes that the customers with whom she

experiences problems are the rich ones:

"Maddi anlamda da iyi durumdalar yani, kétii degil. [...] Daha ziyade ekonomik
durumlari iyi olanlar her zaman insanlar iistiinde bi baski uygulamaya, bir {istiinliik
saglamaya calisirlar ki boyle ortamlarda daha ¢ok sik yasaniyor bunlar."'*

1 .
3 "nouveau riches"

140 «T am sure that she works somewhere. She is also an employee but she has different criteria, the
salary is important for her, if you earn leass then you are unimportant for her, whatever your job is,
she doesn’t care. Stores are hard and if I had another chance I wouldn’t work here”, Yonca,
interviewed in Ankara, 2007

I “I too am a human beeing, I also can make a mistake which is pretty normal since it is very
crowded. And I thought that, people shop here, they also work somewhere eventually. You say that in
consequence s/he is also a worker somewhere, do you expect her / him to understand you in such a
situation?”, Dilek, interviewed in Ankara, 2008.

12 "Of course, their economic conditions are different. I firstly would like say that: they have
psychologic problems. I mean they are not normal. You can tell this the way they behave; and also
everyone knows how they are. All the people in the store knows these few people. They are treated
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According to Nevin who works at K store: "Sorun ¢ikaranlar bana gore diisiik gelirli

degil. Orta gelirlidir. Yiiksek gelirlilerden gok azdir"'*?

The difference between Nevin's and Yonca's views lies in the fact that Nevin works

at a store which generally serves to lower-middle class or middle class customers.

Fatos, who is a cashier in the store C, says that the customers who create problems
are the ones who are from the “upper class” but she adds that she means mostly
“people who are not religious” and that this group especially chooses dinner time in
the Ramadan to shop. According to her, the members of this group are the ones who
think they are “conscious” however; she believes that they are the ones who are
“unconscious.” By the store where she works at is located at a region in Ankara

considered as “conservative.”

Many of the employees share the same view with Ayten regarding the customers
who are poor and who cannot buy the goods they need because they do not have
enough money. They have also indicated that these customers never do anything to
hurt them. They also feel sorry because they cannot do much for the poor customers.
One of the examples among many is expressed by Asiye, who works for a

subcontractor:

“Bi tane amca gelmisti, ¢cok yasli bastonla geziyo, kiyma almaya gelmis, girmis
kasap reyonuna, cebinden parasini ¢ikarmis, bozuk paralar1 var, kiyma alicam dedi,
iste gotiirdiik reyondan bi tane kiyma bakti parasi yetismiyo, 1 buguk milyon eksigi
var, eksigin var amca g¢ekelim mi diyom, yok diyo ¢ekmeyi istemiyom, burdan
almam lazim diyo, en sonunda yapamadik, ¢ok da yash oldugu i¢in bi sey de
anlatamadik, c¢ikardik cebimizden bozuk paralar1 iste arkadaslardan topladik,

different. Everyone behaves different when they make contact. Their financial situation is also good,
definitely not bad. People who are experiencing financial difficulties are always more humble. They
try to fit in that way. People with more economic power always try to pressure you and they try to
show that they are better, and this is especially try in these crowded places," Zehra, interviewed in
Ankara, 2008.

143 [ don’t think that the ones who cause problems are the ones with little income. They are the

middle-income earner. There are not many people with high income,” Nevin, interviewed in Ankara,
2008.
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gotlirdilk amcanin eline verdik, bi paket de kiyma verdik gonderdik kasaya, oOyle.
Onun haricinde yapabilecegimiz hi¢ bi sey yok ama.”'*

Asiye also says that these customers do not cause any problems as the “rich”

customers do:

“Paras1 ¢ok olmayan hig, garibim ne versen eline alip gidiyo zaten. Ne biliyim hani
para insani daha bi yigit mi yapar diyolar, cebinde parasi olunca heralde daha ¢ok
konusma hakk1 oldugunu diisiiniiyo insanlar™'®

Sevim also thinks that the poor customers are treating them better and adds that they
always seem so fragile and this makes her unhappy. She tries to help them because

she feels bad for them:

“Cok tizlliiyorum. Yardimci olmaya calistyorum [...] Sosis almak istiyor ama ¢ok
pahali, diyorum ki az alabilirsin ya da alternatifi var, bu daha ucuz, o da sosis, onu
alabilirsin. Sormaya bile utaniyor yani. Orada fiyat1 goriiyor iste, bunun i¢inde ne
var, niye bu ucuz da bu niye daha pahali diye soracak ama ezik soruyor.”'*

These findings are also compatible with the suggestion of Delen and Akgeyik (2009)
that employees that are abused at work tend to create a linear relation between the
risk of assult and income levels of customers. According to the results of their study,
the employees believe that the aggression risk from customers with higher income is

3.9 times higher compared to lower income costumers and also the same risk

144 “There was one old man, who was using a walking stick. The guy entered to the butchers
department and showed his money, which were all coins. Asked for a certain packet of minced meat
he saw at the refrigerator but he is one and a half million Turkish Liras short. We told him that he is
short in cash and suggested that we prepare another packet which he could afford. The old man
insisted that he wanted to buy the one he saw, we tried to explain without any success, maybe because
he was old. There was nothing else to do we collected money with our friends and gave him the
amount he needed together with the minced meat he wanted to buy. But this was the only thing we
could do for him,” Asiye, interviewed in Ankara, 2007.

145 “The customers that don’t have the money don’t say anything needy take whatever you give to
them. How can I put this right? They say that money gives you power, I think that when someone has
the money they think that they have more right to speak,” Asiye, interviewed in Ankara, 2007.

146 "] feel very bad. I try to help them [...] for example they want to buy sausages but sausages are
expensive. I tell them that they can buy a little less or there are cheaper alternatives. They are so shy
they do not ask. For example, they see a similar product which is cheaper they want to ask for the
details but they are timid and cannot ask,” Sevim, interviewed in Ankara, 2007.
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compared to middle income customers is 1.4 times higher. This finding is in line
with the expressions of some of the employees I have interviewed, even the
difference between customers with high and middle income is uncertain, it is
expressed by almost all employees that the risk associated with lower income groups

1s low.

Most of the employees who are sensitive to the condition of customers “who are not
doing well” generally also suffer from economic difficulties and their salary is not
sufficient for their needs, however their sensitivity is not grounded in feelings of
class identity with the “poor” customers in common, it is more likely that they are
pitying them. When Zehra is talking about poor customers, she indicates that she
does not want to insult those customers, this expression is only possible if she sees

herself different from those customers:

"Evet, sessiz olurlar. Ben basik gen diyorum onlara. Yani hayatin ezdigi insanlar,
ezilmis insanlar. Yani kiigiimsemek adina séylemiyorum bunlari, tanimliyorum yani.
Mesela kapici hanimlari, ingaat ustalarinin hanimlari, yani pozisyonu daha kotii olan
insanlar. [...] tek tek poset verdigimde “Abla ya, bi poset daha alabilir miyim?”
derler. z%na oteki tiir insanlar boyle sdylemez. Daha tepkili, emir tonunda poset
isterler"

Erdogan (2001: 44) says that in terms of social classes “if there is no complete
isolation and there is promiscuity there will be the fear of contagion and
contamination. We can see examples of dangerous classes and lower classes
represented with dirtiness by the relations of upper class customers with employees

in stores. Yonca describes a customer, which she thinks is not normal and “ill”:

“Adamin cebindeki paralar bile boyle iitiillenmis bi sekildedir, sdyle ¢ikartir (shows
how the man takes out his money with his fingertips). [...] Dokundugun zaman
almaz, yere dokunsa almaz, kenarinin ucuna ¢iplak elle dokunsan almaz. [...] o

147 wyes, they are quiet. I refer to them as people under pressure. They are always under the pressure

of life and they always feel depressed. For example wives of doorkeepers or wives of construction
workers, who are in economic difficulties. [...] If I give them one bag they say “can I please take one
more?” But others say it in a different way. They are more reactive and they give orders to have
another bag,” Zehra, interviewed in Ankara, 2008.
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insana ben hep giilmisiimdiir. Ama yeri gelince, bunaldigin bi anda buna
giilemiyorsun, oyle diyeyim."'*

Nilgiin (27), who 1s a cashier, has experienced something similar: "Adam mesela

paray1 uzatiyorsun, paray1 almiyor senin elinden. Suraya koy da alayim™'*’

This is similar to the “rich” in Turkey, who separate the kitchenware of their servants
with theirs and do not eat with them at the same table, because of the fear of

“contamination” (Erdogan, 2001: 44; Bora, 2005).

Store workers have also stressed the importance of gender in addition to economic
conditions when they were referring to customers that cause problems. Especially
women workers indicated that the customers who cause problems are generally
women and this suggests that the hierarchical difference between women also makes
their femininity different as also suggested by Bora (2005) who deals with the
concept of gender in a specific context that is in household service relationships. In
this framework, the hierarchical difference between household cleaning women and
their employers are similar to the difference between the customers and store
employees, which may have an effect on their femininity. In addition, Bora (2005)
suggests that femininity is possessed by middle class women who can prove that they

are prestigious by their look and behavior:

"Femininity is developed as a sign of a class and contains power to a certain degree.
White middle class women may use their prestige to show their difference than other

femininities. ... Glorifying their status and showing this via their look makes it
possible to judge others who lack femininity and consequently prestige"(Bora, 2005:
55).

148 “Even the money he has in his pocket is smooth like ironed, he takes it out like this (shows how the
man takes out his money with his fingertips). [...] He won’t take the product if you touch it, he won’t
take it if the product touches somewhere, he won’t take it if you touch it with your bare hands. [...] I
always laugh at that guy. But sometimes when you are unhappy it becomes very hard to laugh at such
thing,” Yonca, interviewed in Ankara, 2007.

149 “For example you give the guy his change but he doesn’t take it and instead tells you to put it on
the table and then he takes it,” Nilgiin, interviewed in Ankara, 2007.
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For example Ayten, who is a cashier at the supermarket C, thinks that women
customers are pickier than other customers. She defines the women customers that
she has had problems with as “bitchy / killik yapanlar” and “classy / klas giyimliler”.
This and similar definitions show that richness became a social capital for “bad
customers” and is attributed to ostentatious and belittling practices towards

employees.

Yonca who works at E is harassed mostly by women: “genelde erkekler daha olumlu,
maalesef bayanlarla anlagmak daha zor. Bayanlarin stresi var erkeklere nazaran.
Bayanlar incigini boncugunu arar, erkekler yiizeysel baktiklar1 i¢in c¢ok fazla da

problemci degildir.”"*’

Gilcan, who works at a local store, also thinks that it is women customers who create

most of the problems:

"Yani genelde bayanlarin daha gecimsiz oldugunu diigiiniiyorum. Bi de bayanlarin
sOyle bir seyi var, genellikle ev hanimi bayanlar ¢alisanin halinden anlamaz. Ben
simdi esimin halinden anlarim, ¢iinkii ¢alistim senelerce ama ¢aligmayan bi bayan
olsaydim anlamazdim esimin halinden. Onlar da &yle. Alismislar, ellerine paranin
gelmesine, bol bol yiyip oturmaya, hi¢ el emegi ile para kazanmay1 bilmiyorlar."""

These findings are also consistent with the results of a research conducted by Delen
and Akgeyik (2009). According to them, it is women who are more aggressive in
stores whereas when it comes to call centers men are more aggressive. Researchers

explain this with more women using stores and more men using call centers.

130 “In general men are more positive but I regret to tell you that it is harder to get along with women.
Women are more stressed then men. Women look for all the details but men are different and do not
cause many problems,” Yonca, interviewed in Ankara, 2007.

131 < believe that in general it is harder to get along with women. For example women that do not
work, who are housewives, do not understand the working class. I understand my husband, because
I've worked for long years, if I wasn't a working woman I wouldn't understand what my husband felt.
People who did not work will not understand the working class. They are used to receive money and
easily spend that money, they do not know how to earn money", Giilcan, interviewed in Ankara, 2008.
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It seems that the store workers classify costumers not only according to their
economic power, but also according to their level of education. The expression
“nouveau riche” / "sonradan gérme" is also important to consider. Bourdieu states
two factors which have efficient role in the constitution of cultural capital; the first is
the educational level which is measured by its lasting time and its qualification; the
second factor is the social origin which consists of the father’s occupation and
cultural capital that the family had acquired in time. It can be thougt that in this case
the word “nouveau riche” refers to the social origin of people, that is, the people
“nouveau riche” has a low educational level and did not inheret cultural, and

economic capital by their family, only later gained economic capital.

The cultural level (especially related with educational level) is also emphasized by
some employees. For example Zehra, who works at a local store, said: sevdigim

kitle; emekli 6gretmen ya da memur kitlesidir, yani genelde okumus, egitim seviyesi

yiiksek olan insanlar"'>

Tiirkan who works at a store in Etlik but previously worked in a store in Bilkent, uses

cultural capital to compare the customers in both locations:

"Ya simdi ben daha once Bilkent’te ¢alistigim i¢in... Bilkent'in insanlariyla galistim;
oranin insanlari belli. Zengin kesimin insanlari. Yani burasi da orta gelirli, boyle
cok... Ne bileyim iste Oyle, buranin egitim diizeyi daha tabi ki daha diisiik yani.
Bilkent’e gore Etlik’in egitim diizeyi ¢ok diisiik. Orda mesela, “hanimefendi,
beyefendi” diye hitap ederken, burada “hos geldiniz” diyoruz “beyefendi tamam”
diyoruz, adam hig¢ cevap vermiyor. “hu, falan oluyor”, “bana m1 dedin” muhabbetleri
falan oluyor yani. Bdyle seyler cikiyor ortaya iste. Icimden agikgasi, hi¢ “hos
geldiniz” demek gelmiyor dyle yaptiklari i¢in. [...] Yani, evet. Kesim olarak, insanlar
olarak orayi tercih ederdim.""

132« like retired teachers or civil servants, these are generally well educated people", Zehra,
interviewed in Ankara, 2008.

133 <well, I've worked in Bilkent before... I was around the people there and you know how they are.
They are rich. But here are people with middle income... What can I say; of course the education
level of people here is lower. The educational level in Etlik is very low compared to Bilkent. In
Bilkent they refer to you as “a lady or a gentlemen" but here we say "welcome", we say "of course sir"
to the customers but they don’t even respond. They only say things like “huh?”, “you’re talking to
me?” That's all. Things like these are happening here. Because they behave that way I really do not
want to tell them “welcome”. [...] Yes, of course. I would prefer Bilkent because of the people there",
Tiirkan, interviewed in Ankara, 2008.
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Yonca’s emphasis on the “level of education” shows that she evaluates customers
with their economic and cultural capital and that she views the customers with a
higher cultural capital as having a better attitude towards employees. She assesses the
customers that shop from the store that she works at with this expression: “Buranin
miisterileri ilk baslarda ¢ok seydi, ¢cok kaliteli seviyesi vardi, yani tamamen secilmis
insanlar geliyodu, ilk {i¢ sene rahat diyebilirim.”">* When she is asked who were

these “selected" customers were, she answers:

“Ya, bakanlar, milletvekilleri, cumhurbaskani bile her hafta burdan alisveris
yapiyordu. Daha sonra cumhurbaskanimiz on bes giine indi, bir aya indi, simdi ¢ok
nadir goériiyoruz. Yani dnceden devamli burdaydilar yani milletvekilleri, bakanlar,
hep o diizeyde insanlardi. Yani daha alt tabakadan insanlar gérmek yok denecek
kadar azdi. Su anda mesela her sey geliyo, her taraf karigtigi i¢in, hani insanlari
kiicimsemek naminda degil de, hani nerde ¢okluk orda sey derler, burda da devamli
iste ¢ogaldikea insan cesitleri kalitesi de diistli, insanlara deger verme tarzlari diistii,
kasiyere ne bileyim bi yerde bi ¢alisan olarak degil de, ne bileyim, miisterilerin
goziinde kole, kole olarak goriiyorlar™'>

When Yonca is talking about the neighborhood Kecioren she says that she has
problems with "poor" and ignorant people, too. She wants to live in the

neighborhoods in Ankara where upper and middle class people live:

"Dis ylizey olarak, goriintii olarak Kegioren ¢ok giizel goriiniiyor insanlara, birazcik
modern yapili gibi, ama insanlar1 ¢ok seviyesiz, ¢ok kiiltiirsiiz. Ne bileyim, hani ipini
sapimi koparmig insanlar diyeyim. Kiigiiciik ¢ocuklar agizlarina alinmayacak kiifiirler
ediyorlar. [...] Daha 6nce Dikmen’de oturuyordum, Dikmen kiiltiir seviyesi ¢ok
yiiksektir. Bi aksam vakti sadece oglumu alip da bi agag1 ylriiriim. Ama Kegiéren’de
saat alt1 dedin mi, altidan sonra egzozlar1 agip, ondan sonra babalarinin arabalarmi
alip mahalle aralarinda hiz yaparak jet gibi gegerler, ne bileyim Teksas gibi bi sey,

134 «At the start the customers were very nice, they were very good people, we had selected customers;
this was like this at least for the first three years”, Yonca, interivewed in Ankara, 2007.

135 "Err, ministers, deputies, even the president was shopping here every week. After some time our
president started to shop every fifteen days, then this reduced to once a month and now we rarely see
him. But before they were all here, I mean the deputies, ministers and people like those. People from
bottom layer almost did not stop by. But now, everyone comes here; because every neighborhood is
mixed now, I am not disrespecting anyone, but you know the saying... wherever there is crowd there
are always problems. Now here are more types of people and their respect to others is not what it was,
they do not think a cashier is an employee but they regard them as slaves"”, Yonca, interivewed in
Ankara, 2007.
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ben hi¢ begenmedim. Yani elime gecen en kisa giizel programla gidecem burdan.
[...] Benim mesela Dikmen ¢ok hosuma gidiyor. Dikmen’de oturmak isterim ya da
ne bileyim Kavakdere’de oturabilirim, Oran’da ayni. [...]Yani ben sessiz olacak,
hareket istemiyom yani. Stressiz, sakin, giiriiltiilii olmasm""*

When Yonca was referring to the inhabitants of Kecioren she used the same
expressions to the customers, who treat employees impolitely. The people for her are
from the bottom layer of society and she especially adds that when she is saying

“bottom layer” she does not mean poor people.

“Nasil diyeyim, ¢aligan kesimi de var bunun, okumus cahilleri de var, onlar daha
tehlikeli, okumus cahiller, ne bileyim, kiiltiir seviyesi daha diisiik olan insanlar, para
naminda degil, para bazinda bakarsan parasi olanlarin hepsinin kiiltiir seviyesi
yiiksek olacakti ama &yle degil. Ne bileyim yani sonradan gérmeler mi diyeyim
artik, valla isimleri belli degil artik. [...] Ben buraya parami veriyosam, her dedigimi

951
de yapacaksin yani”"’

Arif, who works at the greengrocery department at the same store and who is also a
representative of the union, does not think that cultural capital is not effective in the
way customers treat employees: “Bize gelen miisterilerin yiizde sekseni ¢ok bilingli
bi tliketici kitlesi, ylizde sekseni kendi haklarini da bilir, bizim haklarimiza riayet

etmezler de kendi haklarini ¢ok 1y1 bilirler.”"*®

136 «“people think Kegidren is beautiful because of the look and fagades, the buildings are somewhat

modern, but people are ignorant and rude. What can I say? they are a bunch of hillbillies. Even little
kids are swearing the way you cannot believe your ears. [...] I was living at Dikmen before, the people
in Dikmen are highly educated. I could take my son for a short walk every evening back then. But in
Ke¢idren when it is six in the evening, roaring engines start and kids take their fathers' cars and race in
the streets. How can I put it? it is like Texas, I hate it. So, I will leave this place as soon as I can. [...] |
like Dikmen very much. I would like to live in Dikmen or I can also live in Kavakdere or Oran. [...] It
has to be quiet, I want tranquility. Quiet, calm and no noise", Yonca, interviewed in Ankara, 2007.

157 “How can I say this? There are people who are workers or there are people who have been
educated but still are ignorant. The educated ignorant are more dangerous they do not understand
anything, if money would be a solution all these customers would be very nice people. I don’t know
how to refer to them; you can say nouveau rich, I don’t know, it is hard to name them. [...] They try to
say this “If spend my money here you have to obey all my requests”, Yonca, interviewed in Ankara,
2007.

18 “Eighty per cent of the customers that shop at our store are conscious people, eighty per cent know

their rights very well, they don't respect our rights but they know their rights very well", Arif,
interviewed in Ankara, 2007.
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Arif's view lies in between the former two examples. The customers are so
demanding about their rights but when it comes to workers' rights they do not care, in

addition they are the ones who even make things worse for them.

According to Ayten the customers that have economic difficulties are always better:

“Onlarin sesi solugu bile ¢ikmiyor. Gelir, indirimde ne var diye sorar mesela yogurt
alacak sorar indirim var mu diye. Varsa gider kendim getiririm. Ama digerleri...
Onlarin hallerinden hemen belli oluyor zaten. Gelir bdyle bir hava... Manava gelir

mesela, emir verir gibi, boyle bir mala bana sunu yap, bana sunu ver diye. Zaten

onlar hicbir seyden memnun olmazlar, begenmezler. Onlarmnki dyledir yani”'”

She says that she does not like to walk in the streets in order not to meet these kind of
people and does not like people in general anymore, this can be attributed to the fact
that class differences are experienced in an upsetting and “frustrating” way and in
relation to this that the social relations have assumed an ocularcentric feature
(Erdogan, 2002) and also that store employees consider social hierarchy and
distinctions as a vertical and hierarchical relation which is belittling and

undervaluing for themselves.

Skeggs (1998) suggests in a study with English working women that the sensitivity
of these women of appearance is so high that it is attention grabbing. According to
her the difference between femininity and sexuality is given the upmost importance
and the image is the sign of this difference: To look is to be. The looks and the
behavior are signs of prestige (cited in Bora, 2005: 57). The store employees being
able to tell “problem customers” from their looks and to tell which ones are rich and
which ones are poor from their appearance suggests that the relation between the

customer and the employees is based on the looks, that is established in an

139 “They are quiet. They come here and ask for information about products that are on sale, for
example if they are going to buy yoghurt they ask if there are any discounts. If there are discounts I
find the product and bring it to the customer. But others... You can tell right away by only observing
their attitude. They come with this snobby look... they go to the greengrocer for example and start to
give out orders 'give me this and that, do this and that'. And they are never satisfied, never like
anything. That is their way", Ayten, interviewed in Ankara, 2007.
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ocularcenteric way. Moreover, in Bourdieu's social theory body is such an important
category in terms of social practice and the reproduction of social inequalities, so
management of the body becomes a matter of status and distinction. For example
Nevin describes the problematic customers, who she referred to as the middle-

income earner customers, such as:

"Hee, kiiglimser anlaminda... Geg, yap der gibi hareketleri var. Boyle, 1, daha
giyimine baktigin zaman, tipine baktigin zaman gorsen, adama da benzetmezsin,
ama iste seni o hareketleriyle Gldiiriiyor. Hani diyo, “tamam isini yap, kes sesini”
demeleri sana yetiyor zaten. Ama tipine baktigmm zaman, dedigin gibi adama da
benzetmezsin ya da Oyleymis gibi hissettirir ya da kendi &yle hissediyor.
Bilmiyorum."'®

When [ asked what she means with “tipine baktigin zaman gorsen adama da

benzetmezsin” she says:

"Siktir, hani bdyle kokostur, derler ya kokos derken hani siisliidiir boyle belli olur,
tipinden belli olur. Zengindir, yiliziine baktigin zaman bi o sey hali belli olur, zarifligi
veya ne bileyim o hissettirir 0. Ama onda hissettirmiyor. Bu sonradan gorme
dedikleri bir insanlar var ya onlardan bahsediyorum ben. Belki zengindir ama
sonradan zengin olmustur ama daha kendisi zengin olamamustir tipiyle" '*'

The explanation of Nevin about the customer who humiliated her is another example

that makes clear that appearance of body becomes a matter of status and distinction.

Tiurkan also talks about the look of the customers:

190 «yes, they dislike you... They have this ordering attitude, 'go there, do this". Like, err, if you’d see
them, their looks, their clothes, you wouldn’t think that they are important people but they make you
suffer with their attitude. It is already enough how they tell you “OK, do your job and shut up”. When
you look at the looks you wouldn't say that he is an important person, they make you feel that they are
somebody or they already feel that way. I don’t know", Nevin, interviewed in Ankara, 2008.

11 “They look good, you know the saying fashionista, they look after themselves and you can tell this
easily. There are rich people, when you look at them you can understand, they are elegant. But the
ones | am referring to are different they don't make you feel like that. I am talking about the nouveau
rich. Maybe they are rich but they became rich late in their lives and their look is still not rich”, Nevin,
interviewed in Ankara, 2008.
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"Adam bdyle efendice giyinmis gelmis ya da bir bayan giyinmis gelmis, gayet hos
davraniyor. [...] Sonugta bakiyorsun, anliyorsun, giyiminden, konugmasindan, nasil
olur... Ben kesinlikle sey yapmiyorum, giyiminden kusamindan derken, ayirt
etmiyorum koylil diyip. Sonugta benim annem babam da kdyden gelmisler, ben de
kdyden gelmis insanim da. Ya bilmiyorum, ¢ok tuhaf davranan insanlar var bdyle.
Cok kaba konusan insanlar var '®*

Above | have examined how workers classify costumers according to their attitudes
towards them and their appearances. Most of them have said that generally "rich"
costumers behave kindly. Because, they thought that rich customers are graceful and
they usually ask politely. In contrast, some thought that "rich" customers generally
complain about workers and cause inconvenience, since they thought that they have
right to do so because they have money. Besides, most of them think that the other
group that is not easy is "sonradan gérme". It means that they have money, but no
education, and those whose richness is not inherited from their families. Other
groups who generally are mentioned as difficult costumers have been women.
Because, they cannot show sympathy if they do not work anywhere else and they
give so much importance to the details. Nearly all workers I have interviewed
thought that "poor" costumers do not mistreat them and display shame when they
request something. At last, most of the workers thought that the costumers who cause
trouble generally transfer their problems, especially family problems, which are not

related with the store, to workers.

3.1.4. Full Shopping Trolleys versus Minimum Wages

Herein, I will examine whether store workers develop a sense of deprivation since
they work in a consumption area and so are being confronted with the customers who
have high purchasing power. If it is taken into account that large stores are mainly

for middle-classes from their visual display, design, layout to the world of meanings

12 “the man or a woman comes in with nice clothes and they treat you very nice. [...] You look at

them and understand from their looks, their way of speech... Well, I do not want to discriminate
people by their looks, I do not behave differently by thinking that a customer is from a village. My
parents also migrated from a village, I am also a villager. I don’t know what to say, there are people
who behave absurdly. There are very rude people,” Tiirkan, interviewed in Ankara, 2007.

106



that give its color to the place, it can be argued that in their workplaces workers can
perceive intensively the social-class differences and deprivation of resources of

consuming sufficiently.

Dignity can be thought as something connected with enabling people to live a normal
life, that is, not to live in poverty. Bauman argues that by the transformation from
“production society” or “industrial society” to ‘“‘consumption society” or “post-
industrial society”, there emerged a new poverty. According to Bauman, poverty is
deprivation of everything which is seen as normal life (1999:60). In the consumption
society what is normal life is the life of consumers who make choices for feeling
pleasure or for having glorious or splendid experiences in order to present these
opportunities as public performance. Examining the consumption as a factor while
arguing class relations make it possible to consider the relationship between service
workers and customers closely. For example Elvan says that she does not have time

for anything but if she had she would do this:

"Aligveris yapmayi ¢ok isterdim, kilik kiyafet, ayakkabi su bu incik cincik boncuk,
her seyden almak isterdim. Ben makyaj yaptigim zaman c¢ok mutlu olurum.
Magazaya girip kiyafet aldigim zaman, bi seyler giydigim zaman ¢ok mutlu olurum.
[...] Bunlarn hi¢ birini yapmiyorum, hepsinden mahrumum, uzagim c¢iinkii firsatim
olmuyor"'®

Meltem wanted to stroll around and do shopping. Indeed, in her narrative we can see
a wish of having resources of consumption as a token of upward mobility. Her better
future life dreams are also connected with the ability to buy diverse goods. It is
noteworthy that the culture of identifying social class positions through consumption

has increased.

193 "1°d Jove to shop very much, I would like to buy clothes, shoes, jewels, I’d like to buy many things.
I feel very good when I put on makeup. I become very happy when I go into a store and buy nice
clothes and when I wear those. [...] I cannot do anything of this because I am away, I do not have the
chance", Elvan, interviewed in Ankara, 2008.
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A similar example is Sevim, who kept her cell phone turned on during working hours
in a grocery store, where cell phones are forbidden for employees. Sevim received a
call which resulted in a customer saying “look at these people they even have cell
phones now!” which made her unhappy: “cok {iziildiim tabi, demek bizi ne olarak

gdriiyorlar ki dedim, yani cep telefonunu bile bize ¢cok goriiyorlar"'®

Even though that many of the interviewees have indicated at the start of the
interviews that rich customers do not make them uncomfortable, when they are asked
what they feel when a customer buys goods that have a much higher value than their
monthly pay check, the damage this situation caused on their feelings can be

observed and this shows that differences between classes are felt by these employees.

When Hiiseyin is asked what he feels when he sees a customer with many shopping
trolleys full of goods he says: "Hi¢ bi sey hissetmiyorum. Ne hissedebilirim ki, hig¢
diisiinmedim yani, kiskanglik yapmam yani adam ¢alismis hak etmis yapmis yani"'®
But when he is reminded that he also works he explains the difference: "Yani o
okumustur, biiyiik bi yerdedir ne biligim yani veya igsverendir veya babadan kalan bi

seydir, babasindan kalan isyeri falan vardir"'®

When Duygu is asked what she felt when she saw customers purchasing many goods
she starts explaining by “it didn’t make her felt bad” ("rencide etmiyor") but then

she continues:

“Ya ne yapiyolar, cumartesi pazar ¢ok kalabalik oluyo, her giin gelen misterilerimiz
oluyo, her giin gelip arabayla dolduran miisterilerimiz oluyo mesela hani diyoruz ki

164 <1, of course felt so bad, I didn’t understand what they thought about us, even a cell phone is too
much for us”, Sevim, interviewed in Ankara, 2007.

195 [ do not feel a thing. What can I feel? I did not think about this before, I am not jealous, the
person who buys those things has worked hard to earn the money”, Hiiseyin, interviewed in Ankara,
2007.

1% "He should be well educated and has a good position, I don’t know, he may be an employer or he

may have inherited it, or has a business inherited from his father, Hiiseyin, interviewed in Ankara,
2007.
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ne ya her giin her giin ne aligverisi, ne yapiyorlar bu kadar aligverisi diyorum, niye
bu kadar alis veris yapiyorlar, yani para olunca yapiliyormus demek ki, ama hi¢ dyle
sey olmadim yani rencide olmadim yani. Ama tabi yani ben yapamiyorken insanlarin
sepet sepet gotiirmesi...”'"’
Sevim also mentioned that she works at the same store for ten years and she couldn’t
buy the good and delicious cheese and sausages for her children and she could only

buy the cheaper alternatives:

"Cok gilizel bir peynir ama ben onu alamiyorum, onu alan miisteriye de bir
bakiyorum acaba ne is yapiyor ki, 16 milyon bir peynire verirken... Ben de isterim
ki, 0 peynirden aliyim benim de ¢ocuklarim da onu yesinler"'®®

Similiar to Sevim, when Dilek who works as a subcontracted worker in the
hypermarket tells one of her memoirs in the store, it is seen that workers are unable

to buy the products that they sell:

"Biz arkadagimla muhabbet ediyoruz, dedi ki zengin olursan ne yaparsin falan dedi,
iste dedim bak ben su miisteriler gibi doldururum tii¢ araba gétiiriiriim falan dedim ilk
once. Ondan sonra, ben de dyle yaparim dedi. Sonra dedi gergekten de aligveris i¢in
mi diisiiniiyon dedi. Yok ya dedim, s6z veriyorum, o zamanlar dolmalik fistik ¢ok
pahaliydi, zengin bir koca bulursam dolmalik fistik alirim bir kilo dedim."'®

It is important to note that Sevim’s indignation for not being able to buy good quality
cheese for her children shows that the hidden injuries of workers appear not only
when workers see customers buying things but also it becomes visible by the feelings

of guilt and humiliation they have when they cannot fulfill their children's needs.

167 «well Saturdays and Sundays are very crowded, we have some customers which come every day,

some of them fill in their charts completely everyday; we ask each other how on earth can they shop
so much every day, why do they do it? It seems like if you have money you do it, but I never felt bad
about it, but again while I can’t do it, others buying so much...”, Duygu, interviewed in Ankara, 2007.
198 wit is a very delicious cheese but I cannot buy it, when a customer buys that cheese I wonder what
they do for a living, they pay sixteen million Turkish liras for that cheese... I really would like my
children also to eat that cheese", Sevim, interviewed in Ankara, 20087.

199 «“We were having a chat with a friend, she said that what would you do if you were rich, here I
said look I would fill up three cars like these customers and take it home first I said. After that, |
would do the same I said. She said do you really want it only to go shopping. I said no, I promise, at
that time pine nut for the dish of dolma was very expensive, if I find a rich husband I will buy a kilo
of this nut I said”, Dilek, interviewed in Ankara, 2008.
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When Tiirkan encounters customers that have a high level of purchasing power, she
feels that:

"Cok kotii oluyorum ya. Boyle diisiiniiyorum kendi kendime. Ya baya oldu bu. 10
milyara kadar, bir miisteri aligveris yapabiliyor yani, bilgisayar aliyor, onu aliyor
bunu aliyor. Bakiyorsun hani, bir sey diyemiyorsun ki. Kendi kendime diyorum
“suna bak ben 300 milyon, 500 milyon aliyorum, adam bir seferde 10 milyarlik
ahsvellgios yapiyor.” Cok kotii oluyor tabi, insanin zoruna gidiyor ama yapcak bise
yok."

On the same subject Giilcan also says:

"Ne hissedicem, hayranlikla izliyorum. Bir giin gelir biz de bdyle yapar miyiz acaba?
[...] Mesela, ben, iste ‘maas alinca sunu alicam, maas alinca bunu alicam. Maasg
aliyodum, hi¢ para kalmiyodu. Hi¢ bisey alamiyodum, elime bisey ge¢miyordu.
Insan haliyle iiziiliiyor. Baskalar1 gibi degildik biz"""

As it can be seen in the examples above employees are comparing the monetary
value of customers’ purchases with their minimum wage. This makes their social

class injuries visible.

To describe his feelings about those customers Eray emphasized humanistic/moral
values. The injustice which will be judged on the afterlife can be attributed to their

strategy to keep going:

“Bugiin Tiirkiye’nin neresinde, her yerinde yiizlerce fakir insan var ekmege muhtag.
Onlar tutup da sey yapiyorsa, giinliik, benim ayda kazandigim paraya giinde
harciyosa, yani utanmalar1 lazim. Ben sahsen onlarin yerinde olsam, kendimi rahat
hissedemem. Tiirkiye’de o kadar ¢ok igsiz insan var ki, paran ¢oksa git issize ver ii¢
bes ekmek yesin, de mi? Veya malinin yarismin zekatini ver. Mesela, gecende...
Baya oluyo, iki tane... Birka¢ grup geng geldi tamam mu, yaslar1 18—19. Herhalde ki
baba parasi yiyiyolar. Babalar1 milletvekili olmus veya sey olmus ne bileyim devlet
memuru. Devlet memuru olamaz da, zengin yani, zengin ¢ocugu. Birinin altinda x5,

170 really do feel very bad. I start to wonder. It happened a lot. A customer can purchase up to ten
billion Turkish Liras, they buy computers, they buy this and that. You can only stare at their purchases
without a word. I tell myself to look at them, I get paid 300 million or 500 million a month and they
spend ten billion Turkish Liras at once. It makes me feel very bad but there is nothing to do", Tiirkan,
interviewed in Ankara, 2008.

171 wWhat I feel? I watch them with admiration. Do you thing one day I can also do the same? [...]
For example every month I tell myself “I will buy this and that when I receive my paycheck. When 1
am paid there is no way I could buy anything because there was no money left. You feel sorry. We are
not like others”, Giilcan, interviewed in Ankara, 2008.
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birinin altinda Mercedes, tamam m1? B'nin kapisindan girig yaptilar, ben de onlara
bakiyorum. Neyse, gittiler fast-food’a oturdular kiz-erkek. Bes - on kisi var, tamam
mi? Cem’e diyom, Cem, diyom, bak, diyom, bunlar nasil para harciyolar. Demek ki
dedim zengin ¢ocuklari, yani parali aile ¢ocuklari. Hayret ettim. Yani. Lanet
ediyorsun o zaman hayata. Obiir tarafta sorarlar. Soran bulunur. Terazi, asil terazi
obiir tarafta.”'’”

According to Erdogan (2002: 51), “the emphasis on moral-humanistic values are not
a moment to neutralize rebelliousness and justify the roles given to them by the
social hierarchies and classification schemas rather it is a strategy to cope with it
where this role is not or cannot be accepted and to sustain the self.” It can be seen
that the discomfort is not only caused by the large purchases of customers but also
that employees have to chose the products that are cheapest in contrast to the good
quality products. The employees on one hand express their discomfort and on the
other hand talk about wealth which is unlawfully accumulated; this can also be
attributed to the strategy to sustain the self by emphasis on moral-humanistic values.
We can see an example of this in what Ayten, a cashier in a store, has told: “Zengin
olup insanlar1 ezeceksem veya ne bileyim Odyle bir sey olacaksam hi¢ olmayayim
daha iyi. Yani bu diizeyde gitmeyi isterim™”? and also in what Dilek has told: "O

sepeti doldurduklar1 zaman... [...] Herkes onlarm kullari, kdpekleri. Oyle olacagima

172 «“Today in Turkey there are hundreds of people everywhere that are poor and are in need of a
piece of bread. If the customers are spending a month’s pay for a store employee in a single day they
have to be ashamed. If I were in their shoes I wouldn’t be comfortable. There are so many
unemployed people in Turkey. If you have so much money go there and give some of it to those who
are in need, so they can also eat a few pieces of bread, am I not right? Or give alms for half of your
belongings. For example a while ago... Actually it has been a while a few people came in, they were
like 18 or 19. It seems like their fathers are rich. Their fathers are either ministers or civil servants.
OK, maybe not civil servants but they are rich, and those young boys have rich parents. One of them
has a x5 and the other has a Mercedes, OK? They entered B and I was looking at them. They went to
the fast-food corner, there were boys and girls. There were like five or ten people, OK? I was telling
Cem to look at them and see how they were spending money. I said they must have rich parents. I was
very surprised. So, you hate life when you see this. But there will be a judgment day. Someone will
ask them. The scale, the real scale is at the other side”, , interviewed in Ankara, 2007.

'3« would rather stay the same than becoming rich and treat people badly. I would continue my life
like this” , Ayten, interviewed in Ankara, 2007.
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kesinlikle zengin olmak istemiyorum. Ben su sicak ortamda, bu sekilde asgari iicrete

raztyim yani 6yle olmaktansa."'”*

In contrast to what has been told until now Metin, who works at the greengrocer in a

store, has expressed that customers who make large purchases make him happy:

"Valla, biz o tiir miisteriler yani bize bi faydasi yok. Ama o tiir miigteriler de bizi
daha mutlu ediyo yani. En azindan gelip de o sekilde bi alis verisi bizi tercih edip
yapmasl... Hani ben personel olarak memnun oluyorum. Hani bu, artik ben kendi is
ahlakima bagliyorum bunu da. Yani elimizden geldigince o tir miisterileri
kagirmamaya ¢alisiyoruz. Alis verisini, aldigi Uriinleri daha iyisini vermeye
calistyoruz. Yani mutlaka biraz fark oluyo"'”

To explain why he felt bad he had to compare himself with those customers:

"Bi zorunlu ihtiya¢ var, bunu herkes yapabilir. Ama bi liks ihtiyag vardir, bunu
herkes yapamayabilir. Ben de kendi ailem olarak liiks ihtiyac1 yapamayan bi aile
olarak gordiigiim i¢in o sekilde hi¢ diisinmedim"'"

While responding to the question Cetin puts himself in a position as a person who
can only buy necessary goods and not luxury products, during the conversation he

says that he cannot pay for the monthly apartment block fees:

"Diin sabah, biz kavga ettik. Apartmanin aidati birikmis bes aydir. Yonetici gelmis
bes aylik aidatiniz1 verin demis. O da geldi bana catti. Aidati vermiyorsun, gelip

174 «“When they fill that basket... [...] Everybody is their slave, dog. Instead of becoming someone like
that I definitely prefer not to become rich. In this sincere atmosphere, I accept this minimum wage I
mean rather than becoming like that”, Dilek, interviewed in Ankara, 2008.

175 wWell, those customers can do nothing for us but they make us happier. At least they prefer us...
Well as an employee I become happy to see that. I think this is about my own work ethics. I try to
assist those customers the best way I can to keep them coming here. We try to give them the best
goods when they shop here. There is always a little bit difference", Metin, interviewed in Ankara,
2008.

176 wpeople have necessary needs and everyone can provide those. But there is also luxury, and not

everyone is able to provide those. My family never can purchase luxury and therefore I never thought
about it.", Metin, interviewed in Ankara, 2008.
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benden istiyorlar, diye. Ben de dedim ya maas1 aldik, bitti. Nerden verelim. Obiir ay
veririz dedim.""”’

Yasin says that the situation makes him uncomfortable but right after that he starts to

justify this situation:

"Evet ya, o iste bi rahatsizlik. Ya onlarin iste Allah, sans ya, yiirii kulum demis,
yliriimiis yani. Hayat zaten Oyle bir seydir ki, herkes esit olsa kimsenin kimseye
saygisi olmaz, degil mi? Diinyada herkesin esit oldugunu diisiin. Sey olmaz yani,
hiyerarsik denge olmaz. [...] Diizenin devam etmesi i¢in ast-iist, orta-biiyiik-kii¢iik
bunlarin olmasi lazim, di mi?'"™

The information after some time given by Yasin after some time in the interview

gave an idea about the strategy to cope with this:

"Mesela calistigin yerle kendini kiyaslarsan... Dedim ya, hep zengin insanlarin
bulundugu yerdesin, iste adam bi aligveris yapiyo, senin 1 ayda aldigimi 1 giinde
aliyo, 1 gecede yiyo. Ama hani ¢evrendeki insan, arkadagin, yan komsun, kag¢ paraya
maagla calisiyo? Tiirkiye’nin genelinde hep askeri iicret. O zaman yani sey
oluyorsun, ister istemez kanaatkar oluyorsun."'”

As it could be understood from what has been told here it is not sufficient to analyze
each answer of an employee to a question, to understand one needs to look at the

whole interview. It is interesting to see that for this subject one gets the most

177 "We had a fight yesterday morning. For five months we haven’t paid the monthly fees for utilities.
The manager of the building and asked from her for the fees of five months. And she (her wife) took it
on me. She told me that you don’t pay and they come and ask it from me. I told her that I have
received my paycheck and we used it all. How can we pay, now? I told that we can pay the next
month.", Metin, interviewed in Ankara, 2008.

178 wyes, right, it makes me uncomfortable. Well it is God, God gave them good luck and they used
this luck. Life is like that, if everyone was equal no one would respect another, am I not right? Think
about it, think that everyone is equal, there wouldn’t be any err, hierarchical equilibrium. [...] For the
world order to continue there have to be lower and upper classes, there has to be large, small and
medium, right?", Yasin, interviewed in Ankara, 2008.

179 wEor example if you compare yourself with the place you work at ... As I said you are in a place
where customers are all rich, customers shop so much they spend all the money you can earn in a
month, they earn the same amount in a single day and they spend it in one night. But all the people
around me, my friends, my neighbors how much do they earn a month? Generally it is minimum wage
in Turkey. You have to be contended willingly or unwillingly", Yasin, interviewed in Ankara, 2008.
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controversial answers. This shows that the inability to consume “enough” and
inequalities are the most important points which make visible the hidden injuries of

working class.

Another important point is that even with the minimum wage, which was most
common among the employees interviewed, and even though that it has been
expressed that the minimum wage was not sufficient for their needs, the persons
interviewed were considering themselves as “middle class”. For example Nilgiin’s
expression “We are middle class, thank God’ is similar to a study conducted by

Sennett on US bakery workers (2002: 67):

“...aperson wants to be respected for what s/he is. In the US, classes are related with
personal character. Therefore when 80 % of bakery workers tell that they are “middle
class” they are answering to the question of how they regard themselves. The real
answer is “I am doing OK”

Bora (2002) gives examples of poor people that find it embarrassing to receive social
aid. The explanation shows similar feelings identified by Sennett in his study about

bakery workers:

"Applying for social aid means "admitting poverty", it is not an easy load to carry to
be stigmatized as a poor man. To make it easier one tries to remember and make us
remember that there are people in worse conditions and that they are not the most
deprived ones" (Bora, 2002: 72).

However, concretely it is difficult to feel that they belong to the middle class since it
is incompatible to be a store worker with minimum wage and to be a member of the
middle class. That is why Sevim considers her social position unjust: “kendimi
cendere gibi kisir bir dongiiniin i¢inde... Burada olmamaliydim, ben buraya ait
degilim modunda 10 yili gegirdim yani...”'®® The same feeling was expressed by

working class women in Skeggs' research. Skeggs explains it as follow:

180 T was in a vicious circle... I spent ten years telling myself that I wasn’t supposed to be here...”,
Sevim, interviewed in Ankara, 2007.
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"They had a strong sense that their social and cultural positioning was unjust. They
did not adjust to their social positioning (as Bourdieu 1986) would suggest. Rather
they made strenuous efforts to deny, disidentify and dissimulate. These were
affective responses; class was lived as a structure of feeling. Class is still a hidden
injury (Sennett and Cobb, 1977). They attempted to display their distinction from
being classified as working-class through a variety of methods. To do so they made
investments in their bodies, clothes, consumption practices, leisure pursuits and
homes. These investments indicated a strong desire to pass as middle class."”

In conclusion, it is obvious that in their workplaces shopworkers can perceive
intensively the social-class differences and develop a sense of deprevation when they
confront the customer who has high purchasing power. Hence, workers are unable to
buy the products that they sell in their working day. In the following, the focus will

be on gender relations and the situation of women workers in stores.

3.2. Class and Gender in the Stores

There were so many women workers in the stores I studied. That is why I briefly
want to review the women workers' experiences related to gender roles both in stores

and at home, and love affairs in the stores.

If gender is considered not as a fixed identity but as a practice/ process (Bora, 2005:
50), it becomes possible to have some clues concerning the construction of gender in
everyday practices. In this regard, it can be said that the experiences of the female

workers within the workplace relations are of special attention in this study.

Also in other studies about the working class in Turkey, the state of female workers
is being analyzed by taking into account the possibility that the experiences of
women workers differ from that of men. For example, in the research of Nichols and
Sugur (2004) which was conducted in 1999 and 2000 in seven plants in or adjacent
to the Izmit triangle, they interviewed 72 women who worked in two different textile
companies in Bursa. As a result, only one of the female workers noted that she did

the housework together with her husband. The female workers begin to cook in the
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kitchen as soon as they come home from work. For instance, one women worker they
interviewed did say: "I don't care about the night shift. I am doing a double shift

everyday anyway - housework and factory work' (Nichols and Sugur, 2004: 53).

The result of this research epitomizes well the impossibility of seeing the house as a
whole with interests in common. As Bora also conveys, the shattering of the view,
which sees the house as a whole thus tries to assess livelihood strategies in common
with this whole, from 1990s on also indicates that besides being a domain of
solidarity and cooperation, the house is began to be seen also as a domain of conflicts
where the interests in common are decided within some power balances and debates
(Bora, 2007: 99). Almost every married woman among the interviewed women for
this research complained about their workload at home after coming from work. For
instance, when I asked Sevim, who works at charcuterie department, what she does
after work she said that she cleans the house, washes the dishes and cooks for the
next day running out of time that day. Asiye, a subcontracted worker, defined the
burden of house chores as a continuation of her work: “Hi¢ bitmiyo, yani 24 saat
mesai. (She smiles) Ay isyan edecem bi giin. Hayat sartlar1 ne deyim. Daha 1yi bi

gelecek istiyosan, bazi seylerden fedakéarlik etmek zorundasin.”'™!

There is an interpenetration of capitalism (and modernism) with patriarchy. This
interpenetration leads to exploitation of women in two domains since it requires
women to carry on their ‘traditional’ roles in the domain of work too. For instance, in
a supermarket lunch is prepared by women. When Ayten, another cashier in this
supermarket, is asked whether she is given any other job together with the cashier

job, she says:

'81 It never ends overtimework for twenty-four hours. (She smiles) I will rebel one day. Life
conditions what can I say. If you want a better future, you have to sacrifice some things”, Asiye,
interviewed in Ankara, 2007.
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“Yapmaz miy1z? Her isi biz yapiyoruz, yerleri siliyoz, yemegi yapiyoz. Temizlik
yapiyoz... Kiz oldugumuz i¢in bize yaptirtyorlar. Simdi biz yapmadik m1 mutfakta
yemek yiyecek tabak bulamiyoz. Bardak bulamiyoz.”'®

Works like cleaning, cooking, washing the dishes are expected to be done by women
in the working places. For instance, Fatos says that on the days when the person in
charge of kitchen is on vacation, all cashiers one by one wash the dishes and cook.

When I ask her whether the male workers do the same she says:

"Bulagik igine girmiyorlar. Aslinda yapabilecekleri bir sey ama bayan igi goziiyle
bakiliyor. Genelde yine kizlar yapiyor. Zaten 4 kasiyer, bi tane mutfakei, bes kiz var.
28 personel var, yani dortte biri bile degiliz magazanin. Beste birine falan geliyoruz
kizlar olarak. iste erkek egemenligi var magazada."'®

When [ ask Ayten who cooks: “Biz yapiyoz. Bazen ekmek peynir ile idare

n184

ediyoruz" ™" she says. However, when we ask Ayten’s colleague Baris whether they

have any problem with the kitchen his response is: “Yoo, sirayla yapiyoruz, sorun

olmuyo”.'®

Moreover, it can be inferred from the narratives of the female workers that
sometimes working in the store is more stressful for women. I have listened to
women in the focus group interview who mentions how stressful the moments are
during their period are when they fall short of their need to refresh themselves and
constantly postponed going to the restroom. Besides, another worker Yonca reports

that she is afraid of having a miscarriage, like a colleague who had one on a difficult

182 «Of course we do? We are doing any kind of job here, mopping the floor, cooking. We do
cleaning... They make us do this since we are female. Now if we don’t do this we cannot find a plate
to eat from. We can’t find a cup”, Ayten, interviewed in Ankara, 2007.

'8 «“They don’t wash the dishes. Actually it is something they could handle but they see it as a female
duty. Generally girls do it. We have 4 cashiers, one woman in charge of the kitchen, 5 girls. There are
28 employees; I mean we are not even a quarter of the number. We as girls constitute % 20 of the
staff. Here there is male dominancy in the store”, Fatos, interviewed in Ankara, 2008.

18 «We do. Sometimes we try to manage with cheese and bread”, Ayten, interviewed in Ankara,
2007.

185 «No no, we do it one by one, we don’t have any problem”, Baris, interviewed in Ankara, 2007.

117



work day, since she went through the most difficult time with customers during her

pregnancy.

Another subject is how love affairs are experienced within the stores. As it is
mentioned in Chapter 1, Bourdieu (1998) asserts that social space is constructed in
such a way that agents or groups are distributed in it according to their position in
statistical distributions based on economic capital and cultural capital. The model
thus defines distances that are predictive of encounters, affinities, sympathies, or
even desires. Concretely, this means that people located at the top of the space have
little chance of marrying people located toward the bottom. So that it presents an
explanatory frame in the explanations of workers about possible intimacies in the
store. For instance, Barig who works in the middle section responds to the question
whether there can be an intimate relationship between customer and worker: “Ben
asla! Olamaz! Bilmiyorum ya... Biraz sey olur... Hem calisiyorsun, o aligverise
gelmis. Ben giizel olsa bile doniip bakmam. Bilmiyorum... Belki bu cesaret isteyen

bir sey, yani bakmak.”'*®

What Baris describes as a state “it is a matter of courage” might be his belief that the
distance between a customer and a worker is impassable since they have different
positions as far as class distinction in the social space is concerned. Nilgiin, who had
worked as a cashier before, points to how unrealistic the possibility of intimacy with

a customer is:

“Benden 6nceki kasiyerler miisteri ile evlenmisler. Iste nasip... Ama duygular1 ¢ok
sey yapmamak gerekiyor, karistirmamak gerekiyor. Bir miisteri sana mesela geng
olabilir yakisikli olabilir iste ne bileyim beyefendi bir tiptir ama belki sana o gozle
bakmlyc:ggiur. Sadece kasiyer ve iyi insan olarak bakiyordur. Onu ayirt etmek ¢ok
onemli”

'8 «Me, never! It can’t happen! I really don’t know... It would be a little... Both you are working,
s/he is there to shop. I wouldn’t look at her even if she is beautiful. I don’t know... Perhaps it is a
matter of courage, to look at her”, Baris, interviewed in Ankara, 2007.

187 «Cashiers who worked before I was here are said to have married with the customer. Here a lot
is... But the feelings should not be, well, should not be involved. One customer might be handsome
for example and might be young, well, whatever it is, he might be a gentleman but he might not be
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In this context, Nilgiin, who works as a cashier in the market, descibes the situations
of intimacies or marriages as follows: “Genelde kasiyerler manavlarla veya iste kiz
kasiyer, oglan manav olur.”'®® Sevim analyzes the marriage opportunities of the

workers in the store taking into account spatial closeness of work conditions:

“Genelde o nasil oluyor biliyor musun? Kasiyerlerle giivenlikler evlenir. Ciinkii
giivenlikler hep o kasa seyindedir kasiyerler de oradadir ya... Valla bu gergektir
yani... Sarkiiteri et reyonu hep yan yanadir. Sarkiiteri ile kasap evlenir ya da orta
reyondaki arkadaslar birbirleriyle flort ederler. Bir de ¢ok fazla firmacilar geldikleri
icin atiyorum benim konumumdaki bir insan ben evliyim ama bekar olunca bir siirii
firma yetkilisi geliyor, siparis almaya ¢alisiyor, kendi malimi satmaya ¢alistyor, ikna
etmeye calisiyor. Dolayisiyla seninle oturup konustugumuz gibi konusmak
durumundalar, onu ikna etmek durumunda. Onun i¢in onlar da ¢ok flort ediyorlar.
Oluyor yani.”'*

Most of the workers who are interviewed stated that workers avoid marriages with
their teammates since the administration does not consent to such intimacies.

However, as Nurcan expresses this is unavoidable:

"Oluyor tabi. Isyerinden ¢ok evlenen insan da var. Ayni sirkette yasak olmasina
ragmen. Sonucta is diginda baska bir hayatin olmadigi i¢in genelde insanlar
tercihlerini o yonde gosteriyorlar. Yasak ama insanlar ne yapsinlar giin boyu zaten
ayni yerdeler, bagka yerde bulma sanslar1 yok, dogal olarak yakinlastyorlar.""*

looking at you with that intention. He might be thinking of you as only a cashier and a good person. It
is very important to distinguish it”, Nilgiin, interviewed in Ankara, 2007.

'8 “Generally cashiers with greengrocer or the girl is cashier, the boy is greengrocer,” Nilgiin,
interviewed in Ankara, 2007.

'8 «“Do you know how it takes place generally? Cashiers get married with the security guards.
Because security guards are always near that cashier thing and cashiers too are there... To be honest
this is a reality I mean... Charcuterie is next to the butcher. Charcuterie personnel and butchers get
married or colleagues in the middle department flirt with each other. Also, since so many firm owners
come let’s say somebody in my position I am married but when you are single a lot of firm managers
come, try to take orders, try to sell their goods, try to convince. So they have to talk like you and I do,
they have to convince her. Thus they too flirt very much. They do I mean.”

190 «Of course it happens. There are so many people who got married in the same work place even if
it is forbidden in the same firm. Eventually since you you don’t have a life outside work; generally
people make their choices in that way. It is forbidden but what can they do they are at the same place
all day long, they don’t have other chances to find someone else, naturally they get intimate”, Nurcan,
interviewed in Ankara, 2007.
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Among the workers who I interviewed only Duygu is working at the same place with
her husband. However, this intimacy is lived secretly until they get married.
Previously she says if there were such intimacies one would definitely have been
fired and she adds “of course the one fired would be the girl naturally”. But she says
that the reason they are allowed to work at the same place is that they were very
careful about this and did not bring their private life to their work. Duygu says that
the main reason she hid this relationship from everyone else except for a few

intimate friends was not to let other people gossip about her and her chastity.

Fatos too mentioned that the attitude of managers was quite strict about the quality of
the relationships between men and women at the work place. She noted that her
manager was “a very conservative person” about these issues, and that when there
occurred such an intimacy, definitely one of them would be sent to another store or
would be fired. Where Fatos works cashiers are only women. When I asked her why
they do not employ males as cashiers to get rid of such a problem, she replies with a

smile:

"Kasiyer miisteri ¢ekiyor ama. Erkek daha sinirli oluyor. Erkek kasiyer, sanmiyorum
pek olmaz herhalde. Hem de miisteri ¢ektigi icin. Bayan ya, 6zellikle mesela buranin
misterisi erkek. Dedigin gibi, erkek egemen bi yer burasi. Evde erkegin sozii
gegiyor. Ne alincagina erkek karar veriyor. Yani mesela ben bi {iriinii bi bayana daha
kolay satamam, bi erkege daha kolay satarim. Onun i¢in bayan kasiyer. [...] Ya,

erkekler daha hayir diyemiyorlar bayanlara, burada 6yle yani"'"'

Despite this fact she reports that the managers get annoyed when a male customer

gets closer to a female cashier and still blame the cashier for this:

"Ozellikle geng erkekler falan gelip gidiyordu. Hani, bi sigara icin ii¢ dort kere
geliyordu. Atiyorum, bir {iriin i¢in ii¢ dért kere geliyordu. Ilgilendigi birine kagit birakip
gidenler oluyordu, telefon numarasi birakip. Dolayisiyla boyle seyler yasiyoruz zaman

"1 «(Laughing) but cashiers attract customers. Males are more tense. Male cashiers, I don’t think so

there are not many I guess. Nay for attracting customer. Female you know, especially for instance,
since the customer here is male. As you say, here it is male dominated. At home what man says
matters. Men decide what will be bought. I mean for example I can’t sell a product to a woman easier;
I sell it to a man easier. That’s why a female cashier. [...] So it is, men can’t say no to women, here it
is so I mean,” Fatos, interviewed in Ankara, 2008.
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zaman. Onlara da tepki gosteriyorlar ama o zaman da, sanki kasiyer yiiz vermis gibi!
‘Niye gelip gidiyor bu, ne diye senin yanina gelip gidiyor siirekli?” Miisteri iste, ne
bileyim, geliyor."'”

She explains its reason: "Niye? Hani karsidakine sugu yiiklememek i¢in. Sen kendini
sey yapacaksin. Demek ki bende hata diceksin. Su¢lamicaksin. Yine dedigim gibi,

aymi olaya giriyo, miisteriye her sey miibah!"'*?

As it can be observed in this example too, the policy that says that the "customer is
always right" is abided even at the expense of blaming female workers who are

subject to molestation.

The arguments that have been made so far show that the experiences of women
workers are identified also by gender relations within the stores. For instance, in a
supermarket lunch is prepared by women, and in another supermarket the women
who work as cashier do the cleaning too. Moreover, it can be inferred from the
narratives of the female workers that sometimes working in the market is more
stressful for women. Among the women who are interviewed within the scope of this
study, almost all the married ones highlighted that they go on working at home due
to the responsibilities such as cleaning the house, cooking and looking after children.
Furthermore, the workers hold the belief that the distance between a worker and a
customer or an manager cannot be transcended, and that any kind of love affair in the

store is unacceptable by the administration.

192 “Especially young men were coming and going. I mean, he would come a couple of times for a
cigarette. Let’s say, he would come a few times for a product. There were those who left a paper to the
person they were interested in, they would scribble down their phone number. So from time to time
we experience such things. They react to them but then like it is the cashier who flirts! “Why does he
come next to you, why does he constantly visit you?” How should I know, just a customer, he just
comes,” Fatos, interviewed in Ankara, 2008.

193 «“Why? So as not to blame the other one. You will make yourself, well... You will say so that

must be who is mistaken. You won’t blame anyone. I mean as I said, it is the same thing, anything
goes with the customer!”, Fatos, interviewed in Ankara, 2008.
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The above discussion is to be related with family relationships and socialization

patterns.

3.3. The Families of Workers

In this part, the family relations of workers will be my main point of focus. When
doing so, I will give some examples from the world literature and compare them with

my interviewees' answers.

When examining the world literature, I find that in Worlds of Pain Rubin (1976)
reported that the lives and memories of working-class Americans were filled with
pain: unfulfilled dreams; boring social lives; miserable jobs: and marriages offering
little personal growth (Gorman, 2000: 695). By this way, he describes the working-
class families she studied as living in "worlds of pain". These working-class couples
married young and became parents shortly after taking their vows, putting extra
pressure on the relationships. I witnessed similiar explanations of store workers I
interviewed. For example, Asiye says that she married at the age of 16 although she

did not want to because:

"Benim ortanca abim kiz kagirdi, sagolsun, bi aileden kiz kagirdi, abim okulu yeni
bitirmisti, sonra tayini Tunceli’ye ¢ikmusti, Tunceli’ye gitmek durumunda kaldi. O
Tunceli’ye gidince biiyiikk agbimle kii¢iik agbim ayni anda askere gideceklerdi,
gitmeden dnce evde sadece annem, yengem, ben kaliyoduk, li¢ bayan. Kagirdigi kiz
tarafiyla da aramiz biraz limoni olunca, hani tehditler falandi bu da onlarin biraz
goziinii korkuttu, gitmeden kardesimizin bagim baglayalim da, eve gelip giden bi
erkek olsun, bizi koruyup kollayacak birisi olsun diye. Cok baski vardi iistiimde,
istemememe ragmen oldu gitti iste, nasip kismet iste...""*

194 «“My elder brother abducted a girl, thank him, he abducted a girl from a family, my brother had
just graduated, and then he was appointed to Tunceli, he had to go to Tunceli. When he was gone to
Tunceli my other two elder brothers were going to join the army, before they were gone there was
only my mother, sister-in-law, and I staying at home, 3 women. Since we had a bad relationship with
the abducted girl’s family, I mean the threats and so on scared them, before going we should make our
sister marry so that there is a man to come home, to take care of us. There was so much pressure on
me, it happened even though I didn’t want to, so, here it is lot and destiny...”, Asiye, interviewed in
Ankara, 2007.

122



She got angry with her family because of making her marry such an early age: "Yani
evet. Niye beni kiiclik yasta evlendirdiniz, hadi benim yasim kiiciiktii dogru karar
veremedim, sizin de mi yasmiz kii¢iiktli, siz niye benim i¢in dogru kararlar
vermediniz.""” It is clear that, as Rubin clarifies, "socialization patterns kept these
men and women in their respective roles, hindering their personal growth and ability
to explore new lifestyles" (cited in Gorman, 2000: 695). As it is seen above, Rukiye
could not make her decision about her life and got married because of the demand of

her family.

Moreover, Rubin argues that "these working-class couples worked hard and expected
rewards, but received few of them. The husband's job proved alienating and usually
did not provide enough income for the family to escape its financial condition.
Furthermore, the couples' interpersonal lives were marked by a lack of intimacy,
communication, and sharing; and their social lives and leisure time were found to be
trivial. Although Rubin pointed out that some members of the working class lived
"settled" lives, she argued that their lives were filled with poverty, violence,

uncertainty and pain" (cited in Gorman, 2000: 695).

When examining the answers of interviewees, Eray also explained that despite of
solidarity among family members, they have a lack of intimacy, communication and
sharing in their family lives: "Cogu zaman. Pek fazla yliziinli gérmiiyom da hig
birinin. Aksamlar1 da géremiyom cogu zaman. Yorgunluktan bitiyorum koltuga

uzanir uzanmaz", 196

When I asked whether he expresses his grievances to his family, he says:

15 Why did you make me marry at a young age, let’s say I was too young to make a good decision,
were you young too, why didn’t you make a good decision for me”, Asiye, interviewed in Ankara,
2007.

1% «Most of the time. I don’t come together much with any of them either. Mostly I don’t see them
even in the evenings. I feel exhausted and lie down on the sofa immediately.”, , interviewed in
Ankara, 2007.
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"Anlatmiyorum. Sesiz kalmayi tercih ediyorum. (Why?) Bilmem, evdekilere
anlatmak, yani ne bileyim, seyime gidiyor ya, yani bir derdim oldugunda birine
anlatmak seyime gidiyo, zoruma gidiyo. Onlar1 da derdimle iizmek istemiyorum."""’

Similiar to Eray, Asiye keeps her grievances secret:

"Maalesef. Ya annem her seye ¢ok takint1 yapar benim. O yiizden annemle en ufak
bi sorunum bile olsun, paylasmam. Abilerim de dyledir, yani ¢ok sert dururlar ama
bilirim ki baz1 seyleri benden ¢ok kafaya takarlar. O yiizden ailemle hi¢ bi sikintimi
paylasmiyorum.”'”®

These expressions may indicate that the traditional family solidarity is getting
weakened. However, weakening of the traditional family ties should not mean that
the patriarchal relations are nonexistent. As Sennett (1980: 50) points out "the era of
high capitalism destroyed in order to build. [...] But the destruction of the old order
did not mean it was forgotten. Quite the opposite. It was idealized, tarted up, made

the subject for regret." More precisely:

"Everywhere in the 19th Century the fragments of the old life which capitalism was
shattering were being picked up and treasured as objects all the more precious
because they were so vulnerable, too delicate and sensitive to survive the onslaught
of material progress. Just as the village was idealized as a community, the stable
family, with the younger generations taking their places in the order custom dictated,
was idealized as the seat of virtue" (Sennett, 1980: 50-51).

Similiarly, I have observed an idealization of gender roles of man and women in
family institution, that is to say man should be a bread-winning husband and women

should be a housewife in Barig's explanation:

“Bir defa ben esimi ¢alistirmam. Geri kafalidir mi1 diyeceksin bilmem ama... Benim dedigim
bir sey vardi, hani isten gelince karsilanmak isterim. Bir ikincisi, ¢ok k&tli yani, esine bile

7«1 don’t tell. I prefer to keep quiet. (Why?) I don’t know, to tell my family, I really don’t know, I
find it like, I mean I find it hard to share my problems with somebody. I don’t want to upset them too
with my problem”, , interviewed in Ankara, 2007.

198 «Unfortunately. My mother is always very obsessive. That’s why I would never share even a bit
of my troubles with my mother. It is the same case with my brothers, they seem strong but I know that
they become more obsessed with the problems than me. That’s why I never share anything that
bothers me with my family", Asiye, interviewed in Ankara, 2007.
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giivensen, insanlara gilivenemiyorsun. Ben goriiyorum da oOrneklerini. Ben
caligmasimi istemiyorum ¢linkii ben zaten kendimi ve ailemi gecindiremedikten,

. . . e gee e - 199
onlarin ihtiyag¢larini gideremedikten sonra asla evlenmeyi diislinmiiyorum"

This has also been emphasized in some other studies conducted in Turkey.
For instance, in the research of Nichols and Sugur (2004) the 80 percent of 356
workers who were interviewed and worked in factories which produced white goods,
cars, or textile products were married. % 90 of the married couples have two children
or less. % 76 of the workers who are interviewed do not have any income except for
their salaries. % 77 of the workers interviewed are males and only % 13 of these

workers’ wives work with a salary.

Although it is argued that the traditional family solidarity has declined in Turkey,
workers generally note that in their family lives they support each other. For

instance, Meral told that:

"biz yedi kisilik bir aileyiz gelinle birlikte otururuz, bir tane 4 yasinda yegenim var.
Kalabalik bir aileyim ben, seviyorum ailemi... Giizel yani evin sistemini bir gorsen
zaten biz disa doniik bir aile degiliz kendi i¢imizde yasiyoruz hani millet der ya
komsuya gidelim suraya gidelim, 1-1h, biz bize yetiyoruz."*”

She talks to her family members about her personal problems: "Anlatabiliyorum, ya
kiz kardesim anlatabiliyorum, anneme anlatabiliyorum, annem benim annem degil

artik arkadasim, her seyimi bilir a’dan z’ye, surda ne yiyiyorsam ne igiyorsam"*"'

199 «First, I don’t let my wife work. I don’t know if you will call me ignorant or something but... I
said something that I want to be welcomed when I come from work. Second, very bad, even if you
trust in your wife, you can’t be sure about other people. I see such examples also. I don’t want her to
work because I wouldn’t get married if I can’t support my family and provide for what they need",
Baris, interviewed in Ankara, 2007.

200 «ye are a family with seven people and live with the bride, I have a nephew of four years. We are
a crowded family, I love my family... It is nice I mean if you see the system of home we are not an
extroverted family we live inside our home unlike the people who visit their neighbours, we are
enough for ourselves”, Meral, interviewed in Ankara, 2008.

91 T can tell them, I can tell my sister, I can tell my mother, she is not my mother she is more like my

friend, she knows everything about me from a to z, what I eat and drink here now she knows”, Meral,
interviewed in Ankara, 2008.
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The quotations from female workers indicate how gender roles shape the
relationships between the family members. For instance, many female workers noted
that generally they are closer to their mothers while they have a distance with their
fathers. For example, Elvan’s response was this when I asked her about her

relationship with the family:

"Annemle ¢ok miikemmeldir. Babamla yeni yeni.... Sen de Dogulu oldugun i¢in
bilemen lazim. Ezik de demiyeyim de, kat1 kurallarla yetistigimiz i¢in, mesela evin
icinde de olsa, bi odadan o odaya geldigi zaman kalkmak zorundasin. [...] Annem
mitkemmeldir (duygulanir). Anne-kiz iliskisi degil de iki kiz kardes iliskisidir. Her
seyimi paylasirim. Hig gizli sakli hi¢ bi seyim yoktur annemden. Her seyimi de bilir.
Baba sert."*”

When workers talk about acting with solidarity with their family members, they

usually mean supporting each other. For instance Zehra says that:

"Eve c¢alisiyorum. Ablama veriyorum maasi, biz Oyleyiz yani. Ablam faturalarla
falan ilgilenir. Biseye ihtiyacim olsun, mesela giysi, ayakkabi falan ablam alir.
Soylemem yetiyor ona. Bazen kendisi de alir iginden gelip."*”

Giilcan's parents are divorced. While she has quite a bad relationship with her father,
she has a solidarity relationship with her mother and siblings. According to her, this
was a necessity for them survive economically. When her parents got divorced, she
has been staying with her father for a period of time. Her father would arrive at home
late every night. Giilcan says that during the time she has been staying with her

father, she used to lock the door of her bedroom and sleep:

22«1t is wonderful with my mother. With my father it is recently... Since you are from the East you
should know it. Since we grew up with strict rules let’s not say opressive rules, for example at home
you have to stand up when he comes into the room. [...] My mother is wonderful (the interviewed is
moved). It is not like a relationship of mother-daughter but of two sisters. I share everything with her.
I never have anything hidden from her. And she knows everything about me. Father is strict”, Elvan,
interviewed in Ankara, 2008.

23 «I work for the family. I give my salary to my elder sister, we are like this. My elder sister deals
with the bills. When I need something, for example clothes, shoes etc. my elder sister buys it. It is
enough just to ask her. Sometimes she herself buys something without being asked”, Zehra,
interviewed in Ankara, 2008.
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"Kapimi kitler yatardim, giivenmezdim ben babama. Giivenmem ben babama.
Ondan sonra, tiklardi, “kalk bana yemek hazirla”, yemegi hazirlardim. “otur, konus”,
bir de onla konusurdum. Saat 2 olur, 2 - 3 olur muydu, kimi zaman 4 olur muydu?
[...] Valla, ‘bu devirde babana bile giivenmicen’ diyorlar ya. Ictigi icin. Ne olacag
belli olmaz diye."**

In this sense, even if it is not possible to state a dissolution of the family ties because
of their perpetuating to support each other and to try to strengthen the family via
encouraging their children's education, most of them had no deep sense of sharing
and could not spend much time with each other neither at home nor outside because
of hard, low-waged and long working days. In this context, the family ties are not
dissolving, on the contrary, the institution of the family is perpetuating itself
strengthening its existence via the transfer of its accumulated economic and cultural

capital to the successive generations.

Sennett (2003) points out that workers are not lacking self-respect entirely; it comes
to them through providing for their families. Accordingly, if their family faces
economic hardship, it causes the workers to feel humiliated in the face of their

children:

"iki giin 6nce ben ¢ocuguma bir tane sey aldim, kumbara aldim. Getirdigim dakka
kirdi. 2.5 yasinda. Baba dedi aldigina bak, aldigina dedi. Bir sey diyemiyorsun.
Giiliiyorsun soruya, kelimeye giiliiyorsun. 2.5 yasinda ¢iinkii. Kiigiik oldugu igin.
Biiyiik olmus da bunu sdylemis olsa belki agiklarsin ama 2,5 yasindaki g¢ocuga
anlatamiyorsun. Her seyin iyisi olsun diyorsun ama olmuyor. Yani ister istemez
olmuyor. "**°

294 <1 would lock my door and sleep, I would not trust in my father. I don’t trust in my father. And
then he would knock, “prepare me something to eat”, and I did it. “sit, talk”, and I would talk to him.
It could be 2 o’clock, 2 -3 or sometimes 47 [...] Well, they say “you won’t even trust in your father in
this age”. Since he drinks. You can’t know what would happen”, Giilcan, interviewed in Ankara,
2008.

25 «“Two days ago I bought a thing for my son, money-box. The moment I brought it he broke it. He
is 2.5 years old. He said father look what you bought, look. You can’t say anything. You laugh at the
question, at the word. Because he is just 2.5 years old. Since he is young. If he was older and he
would tell such a thing perhaps you can explain him but you can’t tell it to a 2.5 year old child. You
want the best of everything but it does not come true. I mean unavoidably it does not come true”,
Salim, interviewed in Ankara, 2008.
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Some studies have taken a social-psychological approach to the impact of social
class on families. Kohn (1969), for example, argued that parents know from their
workplace experiences the skills and education their children will need; working-
class parents teach traits such as conformity, punctuality, and obedience while
middle-class parents try to instill other traits in their children such as independence,
creativity, and self actualization. These parents want their children to have what they
did not have - a college education (Connell ef al.. 1982; cited in Gorman, 2000:
696).). This is the key to understanding the "hidden injuries of class" (Sennett and
Cobb, 1972).

Similiarly, the workers who Nichols and Sugur (2004) interviewed and who worked
in factories said that they would not like their children to do the same work as they
do. In addition, according to findings of their research, workers sometimes want their
children to be civil servants, engineers, managers, but generally and, above all, they
want them to escape from manual into white-collar work (pp. 196-197).
Correspondingly, the workers who I asked if they wanted their children to be store
workers said that they did not want that. For instance, Hasan who works in butcher

department in a store says:

“Haa, ¢ocugum i¢in benim diisiincem tabi ki her seyiyle dnce kendini yetistirsin,
okusun, yabanci dil kursuna ben gitmedim gitsin. [...] Valla ben ¢ocugum icin ¢ok
hani derler ya on parmaginda on marifet olsun istiyorum... Meslek gegiyo insanin
aklindan ama tabii benimki gibi gasaplik gegmiyor...””"

The children’s educational achievement was a substantial issue for all the families.
Although it was not easy for workers, they intended to invest in educational capital
which could provide the parents with an opportunity to convert their cultural capital
into economic capital Therefore; the workers' families seem to have managed to

maintain upward mobility in the social space.

206 «Byt, what I think for my son is of course he cultivates himself with everything he has, go to

school, go to a language course that 1 didn’t go to. [...] Actually, I want so much for my son you know
what they say “ten skills on ten fingers”... One thinks of a job but of course not of a job of a butcher
like me...”, Hasan, interviewed in Ankara, 2008.
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Trying to achieve upward mobility in the social space had a special reason for Onur.
He said that when he went to meet his girlfriend's family, he felt inferior because he

was a store worker:

"Hirs yapan iste bu. Ezik diistirmek kendimi. [...] Eger ki dik girip de egik ¢ikiyosan
bunun altinda bisey vardir. Yani senin dallarini kesebiliyolar o zaman rahat degilsin
iste. Ama Obiir tiirlii olsan dallarini sarka sarka oturursun oldugun yerde. Bi agag
gblgesi hissettirirsin. Obiir tiirlii dagilmis bi agac olur mu bdyle tek dal. Kaliyosun.
Anlatmak istedigim bu"*"’

Consequently, it can be argued that socialization patterns keep most workers in their
respective roles, preventing their personal growth and ability to make new decisions
for their lives. Thus, some workers said that they married young and became parents
in an early age. Moreover, the relationships among family members have been
characterized by a lack of intimacy, communication, and sharing. It has been argued
that this can be thought as a sign of the dissolution of the family ties. However,
workers noted that in their family lives they support each other in terms of sustaining
their family for example via financial support for their children education. But most
of them had no deep feeling shared and could not spend much time with each other
neither at home nor outside. This should be thought in respect of hard, low-waged
and long working days. Unfortunately, if their family experiences economic hardship
and cannot provide for their children's educational expense, it causes workers to feel
humiliated in the face of their children. Furthermore, it has been observed that some
interviewees try to overcome their lack of self-esteem that arises from their job
through encouraging their children's education. That is why children’s educational
achievement was a substantial issue for all the families. Although it was not easy for
the workers, they intended to invest in educational capital which could provide the
parents with an opportunity to convert their educational capital into economic

capital.

27 “This is it what makes ambition. To make one looked down on. [...] If you enter upright and quit
despised then there is a problem there. I mean they can cut the branches of your tree then you are not
comfortable. But otherwise you will be sitting comfortably under your tree with your branches wide.
You feel the comfort of the shadow of the tree. Other way there cannot exist a tree with only one
branch. Yo remain alone. This is what I am trying to say”, Onur, interviewed in Ankara, 2008.
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3.4. Unfulfilled Dreams and Future Hopes

We have mentioned in the previous lines that store workers do not want their
children to have the same job as themselves. While this might be interpreted as a
strategy to strengthen their family, it could also be thought that they try to realize
their own unrealized dreams through their children. This example shows the tight
bond between unrealized dreams and future plans. Thus, in this section first we will

mention the unrealized dreams of workers, and then their hopes related to the future.

In focusing on the different educational experiences of middle- and working-class
women, Finley (1992) shows that these women differ little in their goals and
aspirations, but they do have different educational outcomes based on their family
resources. Working-class women, she argues, want to attend college after high
school - even with a history of painful educational experiences - but have to delay
that decision for a lack of adequate transportation, tuition, room and board.
Furthermore, once removed from the competition, women from the working class
find it increasingly difficult to return to college at a later date due to those same

financial constraints (Gorman, 2000: 697).

My interviews were full of narratives enlightening the fact that workers are deprived
of the opportunities necessary to realize their dreams. Sultan said that after high
school, while she was preparing for the university exam, she started to work in a
store, but she could not leave work because of the bad exam result. Similarly, Nurcan

also started to work in a store after high school, but she still works there:

"Ben ilk markete basladigim zaman liseden ¢iktim, iste part-time girdim. Hem ders
caligirim, hem tiniversite sinavina hazirlanirim diye girdim. Daha sonra tabi hig part-
time ¢alismadim ben. Part-time girdim ama fazla ¢alisim. Ders ¢alisamadim. Zaten
orda kafam bir milyon olup geliyordum eve. Hicbir sosyal hayatim kalmamusti. [...]
Cok dezloistemedim daha sonra. Hayatla bagimi kopardim belki. Hani amacim kalmadi
artik."

28 «When I first began to work at the market I graduated from college, I worked there part-time. I

began to work with the thought that I can both study and prepare for the university exam. And later on
of course I never worked part-time. I began to work part-time but did overtime. I couldn’t study. I was
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Like many other workers Nurcan also decided to do this job temporarily at the
beginning. However, when I interviewed her she had been doing this job for 13 years
and still she had the feeling that she was doing this job temporarily. She told me that
she waited to get rid of some economic responsibilities to quit the job, but these
responsibilities never ended. ** As a result, she kept on working though she did not
like this job. She said that she thought of preparing herself for the exam of the
government job but she could in no way find that strength in herself and she felt

exhausted.

When the cashier girl Fatos is a last year student at college, her mother gives birth
and becomes disabled. She gives birth to twins. Fatos does the housework until
midnight after arriving at home from college, takes care of her mother and looks after

her siblings. According to her, her life has ended when she graduated from college:

"Ya ben hemsirelik kazandim Ankara disinda bi yerdi. Hatta bi kac yeri birden
tutturabiliyordum ama tercih yapmadim. Ondan sonra da hi¢ sinava girmedim. Yani
sey diye diislindiim, benim yolum boyle ¢izilmis diye diisiindiim. Sonra da zaten hig
firsatim olmadi, hep bir seyler girdi araya. Hani, s6yle bir dncelik listesi yapsam, o
listede ben kendimi koyanuyordum. Oyle diyeyim, hep baska seyler oluyordu, hep
ben en sona kaliyordum. Oyle Syle gitti yani."*"

already too exhausted when I came home. I had no social activity left. [...] Later I didn’t want that
much. Perhaps I severed my tie with social life. I mean I had no aim any more”, Nurcan, interviewed
in Ankara, 2008.

29 This is a topic that should also be focused on taking into consideration the state of belonging to a
class. The workers’ unceasing will to quit their job can be considered as an impediment to them to
develop the sense of belonging to a class, to work actively in their labour union, to be more decisive to
improve their conditions. After all, the existent ways to have a stable career are shut, solidarity
patterns among the workers are replaced by rivalry or relinquish.

219 Actually I succeeded to pass the exam for nursing somewhere outside Ankara. I could go to
several other departments but I didn’t fill out the documents to go. Later I never sat the exaeven m. I
mean I thought like, my destiny is this I thought. And later I never had the chance neither, I always
was busy with something. If I would make a list of priorities I could not put myself in the list, it is
better to say. There was always something else to do, I was the last. It went on like this [ mean”, Fatos
,Jnterviewed in Ankara, 2008.
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In the working place too Ayse is responsible for the cash box, and she associates this
with her taking grand responsibilities at a very young age. Ayse has aspirations but

some hurdles make them harder to attain:

"Artik sorumlulugu ¢ok kiigiik yasta aldim ya ben, evin sorumlulugunu aldim, o dyle
gidiyor yani. Her gittigim yerde bdyle sorumlu olmak zorundaymisim gibi
hissediyorum. Sorumluluk bilincinden kaynaklaniyor. Kiiciik yasta aldim. Hani
arkadaslarim kalkip oynayabiliyorken ben aksam ne yemek yapacam, bulasigi nasil
yikasam diye diisliniiyordum. [...] Alistim, ben yine de siikrediyorum, hicbir zaman
isyan etmedim. Cok siikiir bi ailem var da onlara bakabiliyorum, o da bir seydir.
Oyle diisiindiim ki kendimi teselli agisindan, hem siikretmek agisindan."*"

When Elvan was asked about her dreams she too refers to the financial disadvantages

and to her life dedicated to the family:

"Onceden ¢ok hayalim vardi, iiniversite sinavina girecem dedim, olmadi, su (isaret
parmagi ve bas parmagini birbine siirterek) para para para, napolyon mu diyordu, ne
geldiyse zaten o para yiiziinden geldi, okuyamadim, hep c¢alistim, hep aileme baktim,
hani gen¢ kizlarin i¢ine sikilmis bir seyleri vardir ya ailenin yiiziinden sdyle boyle.
Hayalim resim Ogretmeni, miizik 6gretmeni olmakti (Burada c¢ok ic¢li aglamaya
baglar, pecete uzatiyorum, reddediyor) Bos ver, ben gdzyaslarimin masadan
akmasini severim, yiiziimden akip gitmesini."*"?

Sevim, whose father had retired and who came from a family that scraped a living,
relates how she felt when she could not go on studying and through what she had
gone through:

211 T had to shoulder responsibilities at such an early age, responsibility of the home, that is why it is
still going on like that. I feel that I have to do so. It derives from the consciousness of responsibilities.
I began to have it them at a young age. While my friends were able to go and play, I was thinking how
I should wash the dishes, what I should cook. [...] I got used to it, I am grateful anyway, I never
rebelled. Thank God I have a family to look after, that’s something. I think in this way to console
myself, and to thank God”, Fatos, interviewed in Ankara, 2008.

212 «Before I had many dreams, I said I am going to try the university exam, I couldn’t, this (rubbing
her thumb and forefinger to each other) money money money, Napoleon said it I guess, whatever
happened was because of it, I couldn’t go to school, I always worked, I always looked after my
family, you know there is something inside the girls that is suppressed because of the family and so
on. My dream was to become an art teacher of painting or music (here she begins to weep inwardly, I
give her a napkin, she refuses to take it). Don’t mind, I like my tears flowing from the table, flowing
down my face”, Elvan, interviewed in Ankara, 2008.
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“Ben okulu birakmak zorunda kaldim. Okula gidemedim. Iyi bir okul hayatim vard:
aslinda... Sonra yani hayat beni buralara getirdi. Liseyi disaridan bitirdim, 6yle bir
karigiktt ki ev ortami da, bayagi bir karigikti, annemle babam ge¢inemiyorlardi
filan... O déonemde evlendim. Evlendigimde 21 yasindaydim heniiz, ¢ok kiigiiktiim,
22 yasinda anne oldum falan... Okulu birakmasaydim belki boyle olmazdi.”*"

Sevim is one of the female workers who got married at a young age and had to give
up her education. Many of the workers I interviewed had to give up their education
due to economic impossibilities. Similar to the workers that Rubin (1976)
interviewed, they portrayed a depressing picture of youthful goals and aspirations.
Rubin points out that faced with poverty and a lack of positive role models, working-
class males did not look beyond their automobiles, while working-class females
dreamed only of marrying princes. Consequently, working-class youth did not think
about college or professional careers: the men went to work in low level bluecollar
occupations: the women got married. These are the only paths, Rubin (1976) argued,
that can give working-class youth a sense of control over their lives, independent

living quarters, and an adult identity (Gorman, 2000: 700).

When [ asked Hiiseyin if he had wanted to attend school or not, he said that: "Onu da
hi¢ diistinmedim yani, okuma istegi yoktu bende, harbiden ya, okulu sevmiyodum
yani, li¢ giin gidiyodum, bes giin gitmiyodum, (he smiles) onun i¢in hi¢ diisiinmedim

yani ne olacagimz."*"

Ali, the fourth child of a farmer family with seven children, says too that his interest
in studying was little. He was motivated to earn money rather than to study since

there was no positive role model around to stimulate him to study:

213 T had to leave school. I couldn’t go to school. Actually, I had a good school life... Later I mean
life brought me here. I graduated from college from open education, it was so complicated the family
conditions too, it was pretty complicated, my parents didn’t get along well and so on... I got married
at that period. When I got married, I was just 21 years old, I was very young; [ was a mother at the age
of 22 and so on... If I could go on studying perhaps I would not end up like this,” Sevim, interviewed
in Ankara, 2007.

214 <l mean I didn’t think about it either, I wasn’t willing to study, no shit, I didn’t like school, I
would attend three days and not attend 5 days, (laughs) that’s why I never thought what will happen 1
mean”, Hiiseyin, interviewed in Ankara, 2007.
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“ortaokulu bitirdim. Liseden biraktim... Hig¢ sikayetci degilim. Ya heves etmiyodum
o zaman... Hig¢ istemiyordum. Basarisiz da degildim, kalma filan de yoktu derslerden
ama o zaman dedigim gibi abimgilin isi felan vardi onlara heves ediyodum yani,
daha isimin basinda, biz o kadar zaman beklemiyoruz biraz daha isin basi gerci
onlara heves ediyodum™".

Elvan dreams of marrying after she arranges her life and gets relieved by paying her
debt. Therefore, as Rubin's arguments, it can be thought that this is the only way for

her to feel a sense of control over her life:

"Su anki hedefim ne biliyor musun, bir an evvel hayatimdaki her sey diizene girsin,
sikintilarim  gitsin, borglari sunlar1 bunlar1 kapatalim diyorum, sonra ben de
evleneyim. Evime bakayim, isime giiciime bakayim. Artik yoruldum. Insanlardan da
yoruldum, ¢alismaktan da yoruldum."*'®

Likewise, Zehra too bases her future plans on marriage: "tabi herkesin oldugu gibi
benim de hayallerim var. En azindan sevdigim insanla birlikte olmay1 diisiiniiyorum.

insallah, Allah kismet ederse.""’

It is seen that both male and female single workers’ future plans focus on getting
married and having children. In addition, for the working-class man working and
making money are the main attractions (Gorman, 2000). For instance, after he
finished the secondary school, Eray started to work and saved up money with his dad
for buying a house for his family. Still he works to meet his brother's educational

costs.

213 <] graduated from elementary school. I left college... I am never complaining. I was not aspired at
that time you know... I never wanted to. I was not unsuccessful, there was no failing from the classes
but then as I said there was the work of my elder brothers I was enthusiastic about that I mean, at the
beginning of my job, we don’t wait that much it is a little early actually I was eager about working”,
Ali, interviewed in Ankara, 2008.

1® Do you know what my aim is now, that everything in my life get in order, my difficulties were
over, we pay all debts and such I say, and then I get married. I take care of my home, care about my
job. I am tired any more. I am tired of the people too, tired of working too”, Elvan, interviewed in
Ankara, 2008.

217 «of course like everyone else I also have dreams. At least I am thinking of marrying somebody
who I love. If it is God will, if God let's it be”, Zehra, interviewed in Ankara, 2008.
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When I asked Eray whether he wanted to go to school, he said that: "Babam
okutsayd1 isterdim de okutmadi. Zaten babamda para hirs1 vardir, o yiizden sey yapti.
[...] Ben su anda okusaydim, degisik mevkilerde olurdum. Yani, en ¢ok subay olmay1
istiyodum, biliyon mu? Olmad1."*'® He answers the question how it would be if he
could become an army officer in this way: "Bilmem. Ya, benim davranig tarzim

herkese gore farkli olurdu. [...] Degisik goriirlerdi herhalde."*"

Eray who shows his class injury when he responds to my question how they see him

now:

"Calisan bi is¢i olarak. Yani burda calisan bi is¢i olarak goriiyorlar bagka tiirlii
gormiiyolar. [...] Isci siifi olarak gériiyorlar, baska tiirlii gdrmiiyorlar. [...] Bazilari
da, dedigim gibi, kendilerini, her seyi parasiyla alacagini zannediyolar. Sonugta orda
ben belli asgari ticrette ¢alisan biriyim (sessizlik). Parasiyla satin alamaz."**

Most of the workers I interviewed do not expect to raise to a higher rank. This has to
do with the material conditions of the working class. Sennett mentions that there

appears such a tableau for those who cannot cope with the feeling of failure:

“Anyone who has deeply tasted failure will recognize the impulse: given the
destruction of hope and desire, the preservation of one’s active voice is the only way
to make failure bearable. Simply declaring one’s will to endure will not suffice. [...]
In this diction, relief is no strange to resignation. And resignation is an
acknowledgment of the weight of objective reality (Sennett, 1998: 134).

218 <If my father would let me study I would study but he didn’t let me. My father always has the
ambition to get money, that’s why he did. [...] If I could go on studying I would be in a different
position now. I mean, I wanted to become an army officer the most, do you know? But I couldn’t.”, ,
interviewed in Ankara, 2007.

219 <1 don’t know. Well, I would treat each person in a different way. [...] they would see me
different I guess”, , interviewed in Ankara, 2007.

220 «As a worker. I mean they see me only as a worker and nothing else. [...] they see me as
somebody from working class and nothing else. [...] Some people, as I said, think that they can buy
everything with their money. Anyway I am a worker with a minimum wage (silence). They cannot
buy me with their money”, , interviewed in Ankara, 2007.
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Eray has such a feeling as he has no expectation of promotion: “(to be a chief) hi¢

diisiinmedim. Goziim yiikseklerde degil, algaklarda.”**!

Even though Nurcan dislikes her job she makes no effort to change it and she goes
through a feeling of abandonment and exhaustion similar to that of Eray. She

expresses her feeling of resignation:

"Yok yok. Istemiyorum da zaten. Cahismayi kendimde sey yapmadigim gibi,
evlenmeyi de goziim yemiyor yani. O kadar sey hissediyorum ki ben kendimi, bu
isle alakali degil, kisisel bir sey belki de. Neyin verdigi bir yorgunluk, bikkinlik
bilmiyorum ama hi¢ yeni bir sey i¢in kendimi hazir gormiiyorum. O giicii
hissetmiyorum, sanki bitecekmisim falan gibi geliyor kendi kendime, yani
sifirlamigim gibi. [...] Gelecege yonelik tek hayalim emekli olabilmek. Onun
haricinde higbir seyin hayalini kuramiyorum. Insallah olursa emekli olmay1 ¢ok
istiyorum. Onun haricinde higbir hedefim... (Giilerek) Hedefsiz insan bos insanmig
bu arada. Ben Oyleyim ama. Ee, Oyle gelecege iliskin herhangi bir beklentim yok,
istegim de yok. Sadece emekli olayim, benim i¢in yeterli olacak."222

Many workers stated that they do not expect promotion as they do not want to work

there long. For example, Elvan:

"Oyle bir beklentim yok. Bdyle bir ortamda 6yle bir yiikseklige gegmek istemem.
Ciinkii market isi fazla agir degil ama ugrasmak istemiyorum. Insanlarla ugrasmasi o
kadar zor ki"**

Similarly Zehra says that:

221 T never thought of it (becoming the chief). I am not a high flyer, I am a low flyer” Eray,
interviewed in Ankara, 2007.

222 «No no. I don’t want that either. I don’t dare marry, as I don’t see working fit to me. I feel so
much things, it is not about this job, perhaps it is personal. I don’t know where this fatigue and
boredom derives from but I don’t feel ready to do anything. I don’t feel I have that strength, I feel like
I am gonna be exhausted, consumed. [...] My only dream about future is to be retired. Except for that
I can dream of nothing. If God wants to I want so much to retire. Except for that no dream...
(laughing) By the way, a person without any aim is an empty person they say. I am. So, 1 have no
expectation about future, no will either. Only that I be retired, that will be enough for me”, Nurcan,
interviewed in Ankara, 2008.

22« don’t have such an expectation. I wouldn’t want to be that high in such a place like this.

Because market business is not that heavy but I don’t want to deal with it. It is so difficult to deal with
people,” Elvan, interviewed in Ankara, 2008.
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"yani istemiyorum, daha fazla bu ortamda bulunmak istemiyorum yani. Gergi
kalmay1 diislinsem olabilir de... Yani oradaki insanlarin ¢ok fazla gelecegi oldugunu
diisiinmiiyorum. En basitinden bi miidiir bile zor sartlar altinda ¢aligiyor, ¢cok biiyiik
bir sorumluluk gerektiren agir sartlarda ¢alisan insanlar."***

However, her hope about working under better conditions is alive: "insanlar1 ayakta
tutan umudu olmali. Umut ediyorum birkag¢ yil igerisinde bir seylerin degisecegini.
insallah degisir."*** Yet, she stresses that the clue to that does not lie in her

promotion to a better position in the store:

"Yok yok, magaza ortamindan nefret ediyorum. Miimkiin oldugunca uzak durmaya
calistyorum. Daha boyle sakin, huzur dolu bir ortam istiyorum. Yani daha ziyade
boyle devlet memurlugu gibi bisey istiyorum. Ama o biraz geg¢ bir ihtimal olabilir
ama ne bileyim insanlarla daha az diyaloga girebilecegim bir ig istiyorum. Sabah 8
veya 9 da ¢ikip aksam eve 5'te gelebilecegim, kendimi evime ve aileme
ayirabilecegim zamanim olmasini istiyorum."**

It can be argued that the examples mentioned above have given some clues about
how resignation makes failure bearable for workers. Besides, these examples have
pointed out that workers could no longer rely on structured progress through an
organizational hierarchy in order to develop their careers, but rather, were supposed
to self-develop their own career paths as they move from job to job, company to

company.

There were also the examples in the narratives of the workers which show that class
injuries shape their future hopes. For example, when he is asked what his future

dreams are, Onur told one of his memoirs which made him feel down:

% I mean I don’t want to, I don’t want stay any more in this atmosphere I mean. Actually if I think,
I can but... I mean I don’t think that those people there have a future. For example, even a manager
works under bad conditions, they work under heavy conditions which include very high
responsibilities,” Zehra, interviewed in Ankara, 2008.

223 «What keeps people surviving must be their hope. I hope that somethings will change in a few
years. It will if God wants to,” Zehra, interviewed in Ankara, 2008.

226 «No no, I hate the atmosphere in the store. I try to remain far as much as I can. I mean I prefer to
have a job like that of a government employee. But that may be a late possibility but how do I know, I
want a job where I will have to contact with less people. I will go to work at 8 or 9 in the morning and
return at 5, I want to have time to dedicate myself to home and family”, Zehra, interviewed in Ankara,
2008.
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"Soyle bisey var. Ben bundan bir ay once bir kiz isteme mevzusu gibi bisey oldu.
Bak, ezginligimi ordan sana anlatayim ben. Iste bdyle aile tanismasi... Ezikligim
ordan var benim. Benim ezikligim ne onu sana sdyliyim. [...] Erkek kardesi demis,
yok olmaz, isi kotii, market¢i, sonugta sonu belli degil. Yani kiigliik gérmiis beni.
Giictime gitti beni kiiglik gdrmesi. [...] Daha ¢ok para sahibi olma digil, onlarin bana
yaptiklar1 sekilde, beni kiigiik gordiikleri sekilde, karsilarina ¢iktigim zaman,
evlerinin Oniine kendi arabamla gittigim zaman, indigi zaman annem babam, ben o
evden nasi ¢iktrysam, o eve daha bi degisik girmek isterim. Parali olarak digil, para
olmas1 énemli digil, para bana bigey getiricekse hi¢ getirmesin. Para onu getiricekse
hi¢ gelmesin. "**’

On the one hand, since he feels inferior in view of the family of the girl he loves,
Onur places himself in a picture in which he goes to their home by car; on the other
hand, he rejects the respectability deriving from money. He explains the depression

that he suffers in this way while he is telling about his anger to his lover’s brother:

"Beni kotiilemekle ilk dnce kendini kiiciik diisiiriiyon ¢linkii sen de evleneceksin. Bir
giin benim yerimde olup da sen karsina ¢iktigin zaman kafan egik olursa sen benim
ne yagsadigimi o zaman anlarsin. Kafan egik ¢ikmak ¢ok kétii bisey. Eger ki dik girip
de egik ¢ikiyosan bunun altinda bisey vardir. Yani senin dallarini kesebiliyolar o
zaman rahat degilsin iste. Ama Obiir tiirlii olsan dallarim sarka sarka oturursun
oldugun yerde. Bi aga¢ golgesi hissettirirsin. Obiir tiirlii dagilmis bi aga¢ olur mu
boyle tek dal. Kaliyosun. Anlatmak istedigim bu."***

Yasin says that his dream is to have a career in his work place and to be promoted in
the sector. When he was asked whether he was self-confident he said “yes” and went

on: "Ingallah. Hakkim yenmezse. Bu devirde torpilin olacak". After saying that he

227 “There is this. One month ago there was the subject like arranging a marriage. Look, I tell you my
wound with this. It was like a family meeting... I have a injury from there. I tell you what my injury
is. [...] her brother said, no, it is not possible, he has a bad job, a store worker, and anyway his end is
obscure. I mean he looked down on me. I was angry for having been looked down on. [...] It’s not
having so much money, the way they did it to me, the way they despised me, when I came across
them, when I go to their home by a car of my own, when my parents get off it, I would like to enter
that home different from how I left it. Not with money, money is not important, if money will bring
me something I don’t want what it brings. If money will bring her, I never want her to come", Onur,
interviewed in Ankara, 2008.

228 «you first debase yourself by decrying me because you too will get married. You will understand
how I feel one day when you are in my shoes and you stand in front of me ashamed. It is bad to be
ashamed. If you go without shame and leave there ashamed there is a problem. I mean they can cut the
branches of your tree then you are not comfortable. But otherwise you will be sitting comfortably
under your tree with your branches wide. You feel the comfort of the shadow of the tree. Other way
there cannot exist a tree with only one branch. You remain alone. This is what I am trying to say,”
Onur, interviewed in Ankara, 2008.
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goes on contradicting himself “"Ama yani her insan hak ettigi gibi yasar. Ben dyle
diisiiniiyorum. Biraz da tabi sans faktorii var."** Actually here, it could be asserted
that he chooses not to esteem the factors outside his control since he believes that

what maintains his promotion expectation is within his control.

It can be deduced from what we have related so far that the workers’ dreams about
future is one of the most important themes from which appear the hidden injuries of

the working class.

Although they had thought to work just for a while when they were young, many
workers, especially the women explained that once they suspended school, they
could not return to school education at a later date due to the financial or / and
cultural constraints (for example, having to shoulder household duties at an early
age, such as taking care of siblings, cleaning, etc.). Because of poverty and a lack of
positive role models, some workers dropped out of school, started to work and got
married and had a child in an early age. As their youth dreams, the main desires of
some male workers were going to work and making money and some female workers
dreamed only of marrying a good man. Besides, in this study many of the workers do
not expect to raise to a higher rank. Moreover, they referred more to a change in their
job more than a promotion in their workplace. They thought that it is so difficult and

stressful to work.

3.5. Concluding Remarks

In this chapter, relations between customers and workers have been my main point of
focus. I have started my examination about the issue of how workers experience
class as a matter of self-esteem in their workplaces. Their narratives have presented

that workers want to be treated with respect. Thus, they frequently have complained

22 “If it is Gods will. If they don’t tread on my toes. In this age yo should have an influence.” ...
“But you know everyone lives what they deserve. I think so. Of course chance is also an important
factor,” Yasin, interviewed in Ankara, 2008.
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about the degrading and humiliating attitudes of costumers, which cause emotional-

symbolic violence in their self-perception.

The second focal point has been to show how store workers cope with the
discourtesy of costumers. When workers are motivated to serve costumers perfectly,
it does not signify that workers are completely passive and consent to bad-mannered
customers. Indeed, they have many coping strategies for responding to unrespectful

customers.

Third, I have examined how workers distinguish costumers according to their
attitudes towards them. Most of the workers have said that "rich" customers are the
ones who behave badly and cause problems. They have also mentioned that
"nouveau riches" are also troublemakers. They also stated that women customers are
more difficult than men are. Nearly all workers 1 have interviewed thought that

"poor" costumers do not behave badly.

It has been obvious that in their workplaces store workers can perceive intensively
the social-class differences and deprivation of resources of consuming sufficiently
when they confront the customer who have a high purchasing power.

Moreover, the experiences of the female workers have been of special attention in
this study. Among the women, who are interviewed within the scope of this study,
almost all the married ones highlighted that they go on working at home due to the
responsibilities such as cleaning the house, cooking and looking after children.
Besides, while women begin to have more places in the labour market, they are

expected to stick to their “traditional” roles, so they are exploited in the two areas.

It has also been argued that socialization patterns keep most workers in their
respective roles, preventing their personal development and ability to make new
decisions for their lives. Finally, it has been argued that workers future hopes and
unfulfilled dreams testify the hidden injuries of class. Both male and female workers

explained that initially they had thought to work just for a while, but they could not
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quit the job. Moreover, they referred to job security more than hopes of promotion in

their workplace, maybe because it is more possible for them.
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CONCLUSION

This study has been an attempt to examine the class experiences of workers who
work in food retail stores in Ankara. The number of shopping centers and large food
retail stores has dramatically increased and they have become increasingly important
and indispensable for everyday lives of big cities. Moreover, they are also significant
components of the Turkish economy in terms of large number of people employed in
there. Nevertheless, the store workers as members of working class who work there
have not been studied yet. As a result, we do not know much about their working
conditions, challenges they face in their interactions with customers and in their
relations with their managers and supervisors, and their social and cultural
characteristics. In that sense I would be very glad if this thesis contributes some in
class literature in Turkey by examining food retail service work which is done by

workers who are the subject of the study.

The first focal points of the study have been the structure of food retailing as
interactive service work, working conditions of workers, stratification, fragmentation
and unionization of workers in stores. Then, it has examined how workers experience
class as a matter of self-esteem in their workplaces, how they cope with discourtesy
of costumers, how they classify costumers and whether they develop a sense of
deprivation since they work in a consumption area and it has also analyzed gender
and family relations within that context. In regard to these purposes, the field
research of the thesis was employed through semi-structured in-depth interviews

with 37 store workers who work in various stores in Ankara.

Similar to the case of Wal-Mart in the US, the stores in Turkey make workers work
harder than they are paid for. In addition, they are confronted with humiliation and
fear. Most of workers who were interviewed complained about their working

conditions in the stores which cause low standards of life-quality for workers since
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they have long working durations and they are underpaid. Generally, they feel
themselves “useless” because of the unskilled jobs that they deal with and the fact
they can be easily substituted by a large number of unemployed people waiting out
there. They work in stores in where there is no room for trust among workers and

sense of being worthy.

The rate of unionization among the workers of multinational stores is higher
compared to small and local stores. However, it is difficult to say that union rights
are completely gained. Moreover, up to now, the large stores generally have
employed subcontracted workers for cleaning, security, restaurants and packing
section which are non-productive areas. It can be predicted that subcontracting will
expand to the most departments of large stores. According to respondent
subcontracted workers employed in large stores, there is discrimination against them
in the stores and they are not considered as workers of the main company. As a
result, it has been suggested that fragmented and stratified employment statuses of
workers and the formation of relations with managers and each other demolish the
unity of the workers. It has also been posited that the relationship among the workers
1s not a practice of solidarity. This is thought to be connected with the tiresome work
and the structure of the sector. It has been suggested that employment of
subcontracted workers, differing employment practices as full-time or part-time, the
intensity of workforce circulation, lack of job security and the fear to lose their jobs
result in rivalry among the workers and “corrosion of character” for workers.
Besides, for many workers working in a store is a temporary job. The workers’
unceasing will to quit their job can be considered as an impediment to them to
develop the sense of belonging to a class, to work actively in their labour union, to be
more decisive to improve their conditions. Therefore, being aware of their class
interests and struggling for realizing them, that is having a "class consciousness" is a

questionable subject for store workers.

The relations between customers and workers have been examined as well. I have

started by examining how workers experience class as a matter of self-esteem in their
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workplaces. I argued that workers who do "low status jobs" often feel that they could
not succeed in making something of themselves through work. Their narratives have
also presented that respectability become one of their major concern. Thus, rather
than difficult and tiresome working conditions; they frequently complained about the
degrading and humiliating attitudes of costumers, which cause emotional-symbolic

violence in their self-perception. For example, Yonca says:

“Ben ne is yapiyorum da yani bu kadar k&tii goriiliiyorum. Demek ki ¢ok asagilik bi
is yapiyorum. Halbuki orda yaptigin is... Kasiyer olmadan market olmaz. Zincir
koptu mu komple sistem ¢okiiyo, bunu bilemiyo insanlar. ****°

It has been also discussed that workers experience social distinctions in a vertical and
hierarchical perspective assuming that they are treated as inferior. Therefore, they
complain about the customers who “feel and think themselves superior” and who

29 ¢

make them “feel inferior,” “see them inferior.” It is worthwhile to emphasize that it
is the result of the atmosphere created by customer-driven firm in which the
'customer is always right'. Thus the workers, in the name of giving high quality
service, have to respond to these demands and are left defenseless against these
customers. Namely, the ethos of consumer sovereignty makes worker subordinate in

the costumer-store worker relation.

It is noteworthy that workers in the position of a cashier are satisfied relatively
poorly compared with the other workstations. Because, as Kenny (2004) claims, the
whole challenge of the sales transaction has reached a peak when the customer
arrives at the cashier for the final payment. One of the most striking examples related
with this is Yonca’s expression “kasa boliimleri genelde Nazi kampidir.”*' The

reason of cashiers’ desks becoming Nazi camps for her is the psychological pressure

239 wone starts to question himself “what am I doing?”. What is it that I do that makes these people

hate me? It must be the petty job that I do. However the job I have... There wouldn’t be a store
without a cashier. ... When the chain is broken the system falls apart as a whole and people do not
understand this,” Yonca, interviewed in Ankara, 2007.

21 «Cashiers’ desks are generally considered as Nazi camps,” Yonca, interviewed in Ankara, 2007.
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on workers because they have to be in direct dialogue with customers; this is

expressed almost by all the interviewees.**

Furthermore, it is posited that workers also experience the social hierarchy and
differences in their relationship with their managers as a matter of self-respect. For
example, Dilek told that when a worker has trouble with a costumer, their manager
usually blames the worker and if the costumer wants her/him to be fired, she believes
that the manager of the E store will do so. When asked how she feels in this situation,

she says:

"Bana glivenmediklerini hissettim, ya bilmiyorum, sonucta onu hi¢ tanimiyorlar ve
miisterilerin nasil bir psikolojiye sahip oldugunu bilmiyorlar. Miisteri oldugun
zaman, sen ordan bir sey aldigin zaman, sen ordaki elemana gore her zaman sen
istiinsiin gibi davraniyorlar, her istediklerini yapacaklar, sonra biz de orda evet
efendim, tamam efendim. Ciinkii E'ye girerken bize bunu &grettiler: Evet efendim,
tamam efendim. Cok kdtil. Ben hissettiklerimi anlatamiyorum ama emek veriyorsun,
herkes senden memnun ama ¢ikarmak zorundayiz diyorlar. Sonucta sana verdikleri
para da ¢ok degil, 400 milyon. Kag kisiyle... I11, hem miisterilerin kahrini ¢ekiyorsun
hem miidiirlerinin kahrim ¢ekiyorsun."*>>

Although they think that in the eyes of costumers and managers the store worker is

"hep ezilen bir is¢i ve degeri olmayan bir isci,"***

it 1s difficult to say that they see
their job entirely unimportant and internalize their perspective. This comes true
thanks to their belief in moral human values (like working with decency) and their

commitment to support their family.

2 This was recognized by the Union of Tez-Koop-is which also plans to suggest to the Ministry of
Labour that the cashiers need legal regulation about being included as heavy workers because of their
hard working conditions (the Tez-Koop-Is press bulletien, 30 March 2010).

2331 felt that they didn’t trust in me, I don’t know, eventually they don’t know her and they don’t
know what kind of psychology the customers have. When you are a customer, when you buy
something there, they act like you are superior to the staff you always, they will do whatever they
want and we will have to say yes sir, ok sir. Becuase while entering E they taught us this: Yes sir, ok
sir. Too bad I can’t tell what I feel but you work hard, everybody is content with you but they say they
have to sack you. All in all the money they pay you is not much, 400 liras. With how many people...,
nope, you have to stand not only the customers but also the managers,” Dilek, interviewed in Ankara,
2008.

2% nStore worker are always overwhelmed and they are worthless,” Metin, interviewed in Ankara,
2008.
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The second focal point of customer-worker relations has been how store workers
cope with discourtesy of costumers. When workers are motivated to serve costumers
perfectly, it does not signify that workers are completely passive and consent to bad-
mannered customers. Indeed, they have many coping strategies for responding to
unrespectful customers. This study has revealed some possible responses: ignoring
their demands through various ways (to behave slowly when they order them to be
fast); giving no answers; not smiling and frowning down; ignoring them; using
emotional labour through faking sincerity and empathy; dividing the self as the real
person and as a performing individual; creating "communities of coping", namely
talking to colleagues and getting support from each other; swearing or ridiculing
behind their back. Moreover, I want to emphasize that contrary to the finding of
Harris and Reynolds (2004), the workers I interviewed told that they were more
sensible to the workers who work in the store they go for shopping. That is to say,
workers have not become bad-mannered customers towards workers when they go to

another store in order to buy some goods.

I also have examined how workers distinguish costumers according to their attitudes
towards them and their appearances. I should emphasize that the respond of the
worker changes due to her / his age, sex, cultural features, in which store s/he works,
the location of the store, etc. Most of the workers thought that "rich" customers
generally complain about workers and cause inconvenience, thinking that they have
right to do so since they have money. For example, Dilek said: "Paralar1 ¢ok, ondan
m1 ne... Ya paraya ¢ok giiveniyorlar, ozellikle de (Ankara'min iist orta smifin
oturdugu bir semtte bulunan) E'de. Hepsi zengin olduklar1 i¢in iste, para bende her
istedigimi yapabilirim gibi diisliniiyorlar". Moreover, Eray said that they behave the

worker as “they can purchase you with their money.”

Besides, a great number of workers think that the other group who is not easy are
"nouveau riches" /| "sonradan gorme". That is to say, they have money, but their
richness is not inherited from their family and they are also uneducated and

uncultured. Moreover, for Nevin who works at K store: "Sorun ¢ikaranlar bana gore
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diisiik gelirli degil. Orta gelirlidir. Yiiksek gelirlilerden ¢ok azdir"**® It is noteworthy
that in which store they work has influence upon their responds to the question of
which kind of costumers behave workers badly. Generally, whereas the workers who
think that "rich" customers are the ones who behave badly work in hypermarkets in
Ankara used by upper middle class, the workers who think that "middle class" or
"middle-income earners" are the ones who behave badly work in supermarkets used
by middle and lower middle classes. Even though the difference between customers
with high and middle income is uncertain since they usually use the term "parasi
olan,” almost all workers think that "poor" costumers do not maltreat them and

display shame when they request something.

Most of the workers who are sensitive to the degrading behaviour of customers
generally also suffer from economic difficulties and their salary is not enough for
their needs, however their sensitivity is not since they have feeling of class identity in
common with the “poor” customers, it is more likely that they pity them. However, it
is obvious that there are similarities between the findings of this study about workers
and that of Erdogan et al. (2002) about the poor in some ways. For example, for both
of them respectability, feeling of self-esteem, self-integrity and self-worth are
everyday concern. I believe that class differences find expression in status
distinctions that rank individuals and groups according to the question of who have
them in which extent. That makes easy to understand why class relations causes
emotional-symbolic violence in workers' self-perception. As a result, it can be argued
that both workers and the poor, that is, those who do not have regular jobs have

similar "feeling structures" in some ways.

Other groups who generally have been mentioned as difficult costumers have been
women. Because, they cannot show sympathy if they do not work in somewhere and

they give so much importance to the details. Moreover, many workers have said that

233 [ don’t think that the ones who cause problems are the ones with little income. They are the
middle-income earner. There are not many people with high income", Nevin, interviewed in Ankara,
2008.
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it is hard to grasp why they behave a worker in this way although they are worker in

somewhere else.

Store workers have also stressed the importance of gender in addition to economic
conditions when they were referring to customers that cause problems. Especially
women workers emphasized that the troublemaker customers are generally women.
Bora (2005) who deals with the concept of gender in household service relationships
suggests that the hierarchical difference between women also makes their femininity
different. In this framework, the hierarchical difference between household cleaning
women and their employers are similar to the difference between the customers and
store employees, which may have an effect on their femininity. For example Ayten,
who is a cashier at the supermarket C, thinks that women customers are pickier than
other customers. She defines the women customers that she has had problems with as
“bitchy / killik yapanlar” and “classy / klas giyimliler”. In addition, this and similar
definitions shows that richness becomes a social capital for “bad customers” and is

attributed to ostentatious and belittling practices towards employees.

I have argued that studying working in the stores requires to handle consumption in
relation to work and workers. There is a juxtaposition between production and
consumption which characterizes the retail sector (Pettinger, 2004). That is why
examining the consumption as a factor while arguing class relations make possible to
consider the relationship between service workers and customers closely. However,
the component of consumption has been ignored in many aspects, such as store
design, layout, branding, marketing, advertising practices which influence costumers'
shopping choices and experiences. Nevertheless, it can be seen from the discourse of
the store management that workers function as components of how store brands are
performed for consumers as well. In this study, especially consumption has been
discussed in terms of the question how it functions as social class indicator. It has
been obvious that in their workplaces store workers can perceive intensively the
social-class differences and deprivation of resources of consuming sufficiently when

they confront the customer who has high purchasing power. Hence, workers are
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unable to buy the products that they sell in their whole working day. In addition,
according to workers the high volume purchases of customers is a proof of the low
wages given to the work done by them. This shows that the inability to consume
“enough” and inequalities are the most important points which make visible the
hidden injuries of working class. However, as a coping strategy to sustain the self
reference to the moral human values appear on the scene as well. For example, Dilek

says:

"Nasil alabiliyorlar falan... Ama diyorum ki, ben 2 aligveris sepeti doldurmayayim,
bir aligveris sepetinin yarisin1 doldurayim ama en azindan bunlar kadar... Bana ¢ok
itici geliyorlar bunlar, boyle karaktersiz, diyorum ki yarim sepet doldurayim ama en
azindan karaktersiz olmayayim bunlar kadar, karakterim hep bdyle olsun, o sekilde
diistiniiyorum."*°

If gender is considered not as a fixed identity as Bora (2005: 50) suggests, not as a
fixed identity but as a practice/ process, it becomes possible to have some clues
concerning the construction of gender in everyday pratices, in the context of this
study within the workplace relations of the female store workers relations. In this
regard, the experiences of the female workers have been of special attention in this
study. Among the women who are interviewed within the scope of this study, almost
all the married ones highlighted that they go on working at home due to the
responsibilities such as cleaning the house, cooking, and looking after children.
Besides, while women begin to have place more in the labour market, they are
expected to keep to their “traditional” roles, so they are exploited in the two areas.
For instance, in a supermarket, women prepare lunch, and in another supermarket,
the women who work as cashier do the cleaning too. Because, works like cleaning,
cooking, washing the dishes are expected to be done by women in the working
places. Moreover, it can be inferred from the narratives of the female workers that
sometimes working in the market is more stressful for women. For instance, some

female workers noted that pregnancy and menstruation periods are more stressful and

2% «“How can they afford to buy and so... But I say that I do not fill two shopping baskets up, that I
fill the half of a basket but not at least as much as these people... they seem grotty to me, like this
without any character, I say that I fill half of a basket but that I don’t become as caharacterless as
these people, that I always have a character like this, I think in this way,” Dilek, interviewed in
Ankara, 2008.
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unbearable than normal. Lastly, it has been related that due to their different class
locations the workers hold the belief that the distance between a worker and a
customer or a manager cannot be transcended, and that any kind of love affair in the

store is unacceptable for the management.

Also it has been argued that socialization patterns keep most workers in their
respective roles, preventing their personal development and ability to make new
decisions for their lives. Thus, some workers said that they married young and
became parents in an early age. Moreover, the relationship among family members
have been designated by a lack of intimacy, communication, and sharing. It has been
argued that this can be thought as a sign of the dissolution of the family ties.
However, workers noted that in their family lives they support each other in terms of
sustaining their family for example via financial support for their children education.
But most of them had no deep sense of sharing and could not spend much time with
each other neither at home nor outside. This should be thought in respect of hard,
low-waged and long working days. Unfortunately, if their family lives economic ills
and can not provide their children's educational expense, it causes to workers feel
lowly in the face of their children. Moreover, it has been observed that some
interviewees have tried to overcome with their lack of self-esteem that arise from
their job through encouraging their children's education. That is why children’s
educational achievement was a substantial issue for all the families. Although it was
not easy for workers, they intended to invest in educational capital which could
provide the parents with an opportunity to convert their educational capital into

economic capital.

In addition, it has been argued that workers future hopes and unfulfilled dreams
testify the hidden injuries of class. Both male and female workers explained that
initially they had thought to work just for a while, but they could not quit the job.
Especially, some women workers explained that although they desired they could not
return to school education at a later date due to the financial or / and cultural

constraints (for example, having to shoulder household duties at an early age, such as
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taking care of siblings, cleaning, etc.). Because of poverty and a lack of positive role
models, some workers dropped out of school, started to work, get married, and had a
child in an early age. As their youth dreams, the main attraction of some male
workers were working and making money, and some female workers dreamed only
of marrying a good man. As Rubin (1976) claims these are the only paths that can
give working-class youth a sense of control over their lives, independent living
quarters, and an adult identity. As a rule, it is easy to see that both male and female

single workers’ future plans concentrate on getting married and having children.

Besides, in this study many of the workers do not expect to raise to a higher rank. In
order to relief, as Sennett (2005) argues, they resign, that is, acknowledge the weight
of objective reality. Because of the sense of failure in their working lives, they do not
prefer to rely on hopes, desires in order that they can bear failure. Moreover, they
referred to job security more than hopes of promotion in their workplace, maybe

because it is more possible for them.

Finally, the study have argued that food retail sector with their workers, their
managers and their diverse costumers profiles are significant places so as to observe
how class differences are continuously reconstructed in everyday life through work
and consumption practices. However, the topics discussed in this study certainly
require analysis that is more comprehensive. In this regard, it is necessary to include
the customers and managers in this research, which focuses on how the store workers
experience social hierarchies and distinctions, how they feel and assume, and to
analyze their representations about the workers and how they experience this
relationship. I should acknowledge that this relationship is too complicated to be

covered within this research.
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APPENDIX A

INFORMATION ABOUT THE INTERVIEWEES:

Name |Age | Marital |Education |Store Job Employment Experience in Membership of Union
Status * Stores
Aynur 22 Single H.S. A Cashier 1 Year Not A Member
Ferdi 35 |Married H.S. A Greengrocer 3 Years Not A Member
Metin 48 |Married S.S. A Greengrocer 15 Years Not A Member
Sadik 43 |Married S. S. A Butcher 8 Months Not A Member
Salim 29 |Married P.S. A Butcher 4,5 Years Not A Member
Suna 21 Single H.S. A Cashier 3 Years Not A Member
Zehra 26 Single H.S. A Cashier 2 Years Not A Member
Asiye 26 |Married H.S. B Self-Packer | Subcontracted 6 Months Not A Member
Eray 24 | Single P.S. B Butcher 2 Years Member
Hakki 30 |Married P.S. B Greengrocer 6 Years Member
Hiiseyin | 32 | Single H.S. B Greengrocer 1 Years Member
Meral 30 | Single H.S. B Security Subcontracted 3 Years Not A Member
Staff
Nurcan 30 Single H.S. B Cashier 13 Years Member
Ugur 28 | Single H.S. B Self-Packer | Subcontracted 15 Months Not A Member
Ayhan 32 |Marreid S. S. C Charcuterie 6 Months Not A Member
Ayten 26 | Single H.S. C Cashier 2 Years Not A Member
Barig 23 | Single H.S. C Self-Packer 15 Months Not A Member
Fatos 20 | Single H.S. C Cashier 3 Years Not A Member
Nilgiin 27 Single C. C Cashier 3 Years Not A Member
Can 20 | Single H.S. D Self-Packer 2 Months Member
Sevim 35 |Married S. S. D Charcuterie 10 Years Member
Yilmaz 36 |Married H.S. D Self-Packer 8 Years Member
Arif 45 |Married H.S. E Greengrocer 5-6 Years Member
Dilek 18 Single H.S. E Self-Packer | Subcontracted 2 Years Not A Member
Duygu 28 |Married H.S. E Self-Packer 12 Years Member
Hasan 35 |Married H.S. E Butcher 10 Months Member
Kamile | 27 | Single H.S. E Greengrocer 8 Years Member
Tiirkan 23 Single H.S. E Cashier 5-6 Years Member
Yonca 29 |Married H.S. E Baker 10 Years Member
Giilcan 30 |Married H.S. F Cashier 5,5 Years Not A Member
Giiler 23 Single H.S. F Cashier 4 Years Not A Member
Elvan 25 Single H.S. F Cashier 10 Months Not A Member
Nevin 37 Single H.S. F Cashier 1 Years Not A Member
Onur 27 Single S. S. F Butcher 5 Years Not A Member
Yigit 20 | Single H.S. G Self-Packer 7 Months Not A Member
Ahmet 25 |Married S. S. H Seld-Packer 7,5 Years Member
Yasin 28 Single H.S. H Butcher 6 Years Member

*H.S. High School
S. S. Secondary School

P. S. Primary School
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APPENDIX B

AN EXAMPLE OF INTERVIEWS

Merhaba Nurcan.

Merhaba.

Sen kag yildir ¢ahsiyorsun?

13.

Bu sektorde, market sektoriinde?

Evet.

Kac yasindasin sen?

30.

(Giilerek) Yalan soyliiyorsun?

Cok ciddiyim, niye?

Ben, benden kiiciik olabilecegini diisiindiim biliyor musun?

Yok canim, sen kag¢ yasindasin?

25 yasindayim ben. Valla ¢ok daha genc¢ gosteriyorsun, Kiigiik
gosteriyorsun.

Tesekkiir ederim.

Peki, daha once de Kkasiyerlik yaptin, degil mi? Yani muhasebeye
gecmeden once...

Evet.

Kac y1l kasada ¢alhistin?

Valla, hemen hemen 6-7 sene ¢alistim.

7 yil Kkasiyerlik... Ee, o zaman bayagidir da muhasebeye gectin, 7-8
senedir falan...

Himhim.

Hmm. Ashnda bizim ¢alismada daha boyle altta miisterilerle, sizin iist
taraftakiler degil de hani miisterilerle...

Kasadayken bire bir ilgileniyorduk miisterilerle de, simdi problemli
miisteriler sadece, hesapla sorunu olan miisterilerle ilgileniyoruz. Onun
haricinde miisteriyle su anda sey degiliz.

Ama olsun biz yine de deneyimlerinden faydalanalim, dinleyelim istedim.
Peki, sey, ne kadar aliyorsunuz?

Valla, B’ye gectikten sonra biraz degisti, 640 civarinda felan aliyoruz.
Onceden nerdeydin ki?

Onceden Gima’dayken yol parasmi falan bilet olarak aliyorduk, simdi onu
paraya déniistiirdiiler. Oyle, yani biraz degisti B'ye gectikten sonra.

Daha mu iyi kosullarn yoksa?

Yok, git gide daha kotii oluyormus gibi bir his var icimde.

Yaa?
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Valla.. Yani sozlesme mesela imzalandi, ¢cok fazla bir sey vermediler.

Toplu so6zlesmeyi diyon di mi?

Himhim.

Peki ¢ok orgiitlii mii sendika orda?

Orgiitl.

Hepsi orgiitlii mii is¢ilerin?

Evet; o 1yi.

Orgiitsiiz yok?

Yok.

Ama bu iicretler konusunda ¢ok bir atihm yok yani di mi?

Yani ¢ok fazla bir sey beklemiyorduk ama umdugumuzdan daha koétii oldu.
Daha bir kurumsal falan geldi tabi B olunca. Daha iyi olabilecegini mi
diisiindiiniiz?

Himhim. Evet. Aynen.

Nasil peki kotiillesmeler var, senin hissettigin?

Ya mesela ilk basta soylenti seklinde oldu. Ikramiyelerimiz var bizim ii¢ ayda
bir, ikramiyeler kaldirilacak seklinde bir sdylenti geldi. Tabi bunlar hep
sOylenti seklinde kaldi. Sendikayla ittifak icine girdik, olmayacagini,
yapamiyacaklarmi felan soylediler. Baska?... Yol parasim1 dedigim gibi kartti,
paraya donistiirdiiler. Ger¢i su an i¢in o bizim i¢in avantaj ama ilerde
dezavantaj olur mu bilmiyorum. Yeni giren personele de mesela ¢ok kotii.
Bizim a¢imizdan yine 1yi ama onlarin ikramiyeleri felan kisitlandi.

Bu ilerde sizi etkileyebilir diye diisiiniiyorsunuz tabi.

Bizi etkilemez de, yeni girenler i¢in 1yi degil. Beni etkilemez ama...

Peki bu aldigimz 640 milyon disinda ikramiyeleri, seyleri, kupon mu
diyorlar..?

Kupon aylik 114 milyonluk kuponumuz var aligveris.

Bu 640 disinda?

Himhim disinda. Bir de {i¢ ayda bir, bir maas, 640 milyon ikramiye.

Cift maas yani?

Himhim.

Kasiyerlik disinda denedigin isler oldu mu market icinde?

Yok olmadi.

Sadece kasiyerlik?

Ya sey market Kizilay’da oldugu icin diger bir alana kayamiyorsun, yani
kasadaysan bagka bir isle ilgilenemiyorsun, magaza yogun. Sadece kasada
kaliyorsun, o zaten yetiyor sana. Hani diger kiiclik magazalarda oldugu
zaman ayni anda kasaya bakan bir eleman, atiyorum reyona bakiyor,
sarkiiteriye bakiyor yani her isi yapabiliyor kiiciik magazalarda ama bizim
magazamiz biraz biliylik oldugu i¢in burasi, kasiyer kasada ¢alisiyor,
sarkiiterici sarkiiteride, reyoncu reyonda.

Yani onun disinda yer degistirmen olmadi bir ay, bir y1l?

Yok yok.

Peki kasiyerken seni en ¢ok yoran, zorlayan durumlar neydi?
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Ya miisterilerle... Anlayissiz miisterilerle karsilastigim zaman zorlantyordum.
Onun disinda ¢ok fazla zorlayan bir sey olmuyordu.

Nasil peki anlayigsiz miisteriler?

Yani ne bileyim mesela evde sorunu olan veya iste bir seye tepkisi olan birisi
sen orda ¢alistigim icin direk gelip sana ¢atabiliyor, yani sinirini almak istiyor.
O sekilde.

Nasil oluyor iisluplari yani o seni rahatsiz eden?

Mesela paray: firlatiyorlar suratina en basitinden. iste hesabi sdyliiyorsun
firlatiyorlar veya oyalaniyorlar, parayr vermiyorlar; arkadaki miisteri
sinirleniyor, sabirsizlaniyor.

Sen boyle bir durumla karsilasinca nasil bir tepki veriyorsun?

Ya ben aslinda sabirl bir insanimdir.

Oyle bir izlenimim var yani acikcasi (Giileriz).

Yani ¢ok fazla mesela o kadar kasiyerlik yaptim cok fazla hani tartigsma
ortamina girmedim.

Susmay1 m tercih ediyorsun?

Genelde sabirla susmay1 tercih ediyorum, ve biraz daha i¢cime atmayi, yani
hani disariya yansitmaktansa daha ¢cok kendime atmays..

Peki o icine attiklarin ne oluyor? Yani ne soyliiyorsun icinden onlara?
Ne hissediyorsun?

Yaa, ne hissediyorum, haksiz olduklarmi diisiinliyorum. Nasil bodyle
yapabildiklerini diisiiniiyorum. Kendime tziiliyorum sonra. Hani diyorum
sonugta karsindaki insan belki senden daha —hani sey olarak degil de —
hakketmeyen bir insan ama sen ona saygi gosteriyorsun diye diisiiniiyorum.
Saygiy1 hakketmeyen bir insan?

Yani gdstermek zorunda oldugumuz i¢in saygi gosteriyoruz. Uziiliiyorum
bunun i¢in de tabi. Hakketmeyen bir insana yani gerekmedigi degeri
veriyorsun ve giizel bir sey degil bu da. Bagka da bir sey yapamiyorsun zaten,
miisteriye kizmak veya bagska bir sekilde tepkini gostermek s6z konusu degil.
Herhaliikarda onu ¢ekeceksin yani kiifiir de etse karsimdaki insan bir sekilde
sineye ¢ekmek zorundasin.

Mesela bunlan arkadaslarinla, diger kasiyer arkadaslarinla paylastiginiz
zamanlarda benzer seylerden  bahsettiklerini isittiZinde ne
hissediyordun? Ya muhakkak benzer tecriibeler yasamigsinizdir...

Hihy, zaten seylerimiz hep ayni, ama hani diger insanlar biraz daha boyle disa
atiyorlar, arkalarindan laf soyliiyorlar, bilmem ne? O an i¢in rahathyorlar.
Sorunlarimiz zaten hep ortak, hep ayni. Sonugta aynmi miisterilerle karsi
karsiya geliyoruz. Hani insanlarin tepkileri farkli oldugu i¢in bi sekilde disa
yansitip iste geliyor veya baska birisine anlatiyor veya iste atiyorum
arkasindan kiifrediyor, rahatliyor felan.

Sen bunu yapmamay1 mui tercih ediyorsun?

Yok, ben daha ¢ok ya kendime kiziyorum veya ne bileyim, paylassam da hani
cok fazla degil insanlarla. Ya sonugta o bir anlik oluyor, geliyor, atiyorum bir
kasada bekleme siiresi ne kadardir, bes dakka — on dakka, adam yasiyor, o an
bitiyor ve biraz sinirleniyorsun daha sonra kaliyor o orda. O kisiye kin veya
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baska bir sey duyma sansin yok, zaten adami tanimiyorsun. O an i¢in sadece
sinirini bozuyor, gidiyor.
Peki, boyle aklinda kalmis ¢carpici bir olay var mi?
Ya, sey vardi mesela, kasadayken bi tane yasli miisteri gelmisti. O hep icime
yer etmistir. Paray1 yanlis vermis, fazla verdigini sdyledi, daha sonra ben de
kasay1r kapattim, muhasebeye saydirmaya c¢iktik. Kasayr saydik, ben
hakliyim, hakli oldugumu da biliyorum. Kasay1 saydilar, iste muhasebeciler
de ayn1 sekilde soylediler. Beni de seviyorlardi biraz, savundular falan. Daha
sonra ama adam ikna olmadi O kadar emin ki kendinden. Iste kiifretti,
“haram zikkim olsun sana” felan tarzinda boyle. Iste “bdyle mi
geciniyorsunuz siz, nasil bogazmizdan iniyor” felan seklinde boyle. Benim
aklimda kalan miisteriyle tartisma seyim o olmustur. Ben de sadece ona,
“eger bana gegtiyse gergekten de helal olmasin” dedim, “ama benim i¢im
rahat” dedim. Ama tabi bu insana bu yeterli gelmedi. Baya sdylene sdylene
gitti. O bayagi icime yer etmistir. Yani, onun disinda Oyle ¢ok fazla
umursadigim bir sey olmadi. Hani bu biraz kisiligine direk saldir1 oldugu i¢in
hani hirsizlikla itham etti. O biraz canimi sikmisti. Onun haricindekiler...
Aman diyorsun, dengesi yerinde degil diyorsun, gegiyorsun ama, o biraz
zoruma gitmisti sadece.
Adamla ilgili hatirladigin baska seyler var m1? Mesela, giyimi kusami,
tavri...
Yasliydi, sapkaliydi, zengindi de goriintiisii. Ama yani ben sey olabilecegini
diisiindiim, hani yaslilarda unutma ve 6yle oldugunu diisiintiyor ki herhalde o
kadar isyan ediyor diye diisiindiim. Hani su¢lamak babinda degil de ger¢ekten
de oyle verdigini diisiindiigli i¢cin bu sekilde davraniyor diye diisiindiim.
Bunun da haricinde bir sey de diistinemiyorsun, yash yani.
Peki, boylesi durumlarla kars1 karsiya kalmak, sonugta orda calisan biri
olarak ne hissettiriyor sana?
Cok kotii, cok kotii. Yani birkag kez oldu, hani en seyi, aklimda kalaniydi bu.
Digerlerinde geliyorsun, kasaya saydiriyorsun, hani hakaret etmedigi
siirece. .. Insanlar yanilabiliyorlar, benim de yanls verdigim olmustur kasayi
saydirip da, hani benim de hatam olmustur. Cilinkii baya bi kasiyerlik yaptim
ki normaldir de boyle seyler. En ufak bir dalginlikta az veya fazla
verebiliyorsun. Yani digerlerinde dyle hakaretvari bi sey olmada.
Boyle yaptiklarinda size karst tutumlarinmin  nasil  oldugunu
diisiiniiyorsun?
Ya ¢ok asagilayict oluyor, bunu hissediyorsun. O anda, yani ¢cok degersiz
goriiyorlar seni. Sanki hani parasiyla g¢alistirdigi bi kole gibi felan imaji
veriyorlar yani. O anda onu diisiiniiyorsun. Sanki onlarmm maliymigsin gibi
davraniyorlar. Hani ben sana parani veriyorum, istedigim gibi konusurum
veya davranirim seklinde.
Peki boyle davrandiklarimi diisiindiiklerin genelde nasil miisteriler
oluyor Nurcan? Hani boyle ekonomik durumu olsun, giyim tarz olsun...
Genelde ekonomik agidan daha iist seviyede olan insanlarda biraz daha fazla.
Clinkii ezik insanlar, atiyorum eksik bile alsa paray1 gelip diyemiyor ki ben
parayr eksik aldim. Gergekten de buna c¢ok dikkat ettim. Genelde sorun
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cikaran insanlar da genelde ekonomik acidan fazla, yani zengin olan insanlar
daha ¢ok problem ¢ikartiyorlar. Kendine daha... Demek ki para giiven veriyor
insanlara. Parayla herseyi yapabilirim diye diisliniiyorlar. Ciinkii yani bu giine
kadar hi¢ 6yle fakir olan veya fakir demiyeyim de... kendine giivensiz oluyor
o tiir insanlar. Glivensiz olduklar1 i¢in kasada da problem ¢ikartmiyorlar.
Zannediyorlar ki hani karsisindaki insan ona kotii davranacak, demek ki...
Bilmiyorum, benim rastgeldiklerim genelde o sekilde. Ekonomik a¢idan biraz
daha yiiksek seviyede olan insanlar daha ¢ok sorun ¢ikartiyorlar.

Peki sen boyle his olarak yakin mi hissedersin o durumda ona kendini?
Hangisine?

Daha boyle hani kibar, ezik durdugunu soyledigin...

Tabi. Ben daha ¢ok severim. Ya, o sekilde gelen insana ben daha ¢ok yardim
ederim. Atiyorum, bizim kasada posetleme olayimiz yoktur ama iste boyle
biraz diisiik seviyede olsun, ne bileyim, biraz muhtag, yash diyelim, hani
yardima ihtiyact olan bi insan, daha cok ilgilenirim. Hatta elimden gelse
gotliriiriim falan asagiya kadar miisaitse.

Obiirlerine tersini yaptigin oluyor mu? (Giileriz)

Obiirlerine de tersini yaptigim... zaten ¢ok fazla sey davranamiyoruz. Sadece
parasini alirim, parasini veririm. Onun haricinde atiyorum giiler yiizlii olmaz
veya ne bileyim bakmazsin suratina, o olur.

Yani, mesela yapman gereken bir isi bile yapmadigin onlar icin?

Yok yapmam gereken bi is1 yapmadigim olmaz. Olmaz yani.

Tabi kasada yapmadigin ne olabilir ki bi yandan da. Parayr almama,
vermeme seklinde... Sacma oldu tabi (giileriz).

Ama su oluyo, reyon aralarinda bazen dolasiyoruz. iste bi sey soruyolar
mesela, o anda istesen yardimci olabilirsin ama sorus tarzindan dolay1... O
konunun seyi de sen degilsin, reyoncusu sen degilsin atiyorum, yardim
edebilecegin bir sey ama sirf o kisinin tavri yiiziinden diyosun ki, git miisteri
hizmetlerinden 1ilgili kisiyi anons etsinler, ordan yardimci olsunlar. Yani o
tarz olabilir. Yapiyorum da bunu.

Size egitim falan verdiler mi girdiginiz zaman?

Zaman zaman egitimlerimiz siirekli oluyor.

Orda boyle sizi zorlayici oldugunu diisiindiigiin herhangi bir sey var n?
Ya sey mesela, gerci uygulamiyorduk bunu da, her gelen miisteriye hos
geldiniz, giderken hosgakalin felan. Bunu siirekli isterler ama yogunluktan
dolay1r ¢ogu kisi yapmiyor, yapamiyoruz da. Onun haricinde zaten giiler
ylizden fazlasini istemiyorlar. Miisteriyi memnun et, miisteri memnun gitsin
sadece kasandan; tekrar gelsin.

Ama kasa ciddi de bir konsantrasyon isi gibi geliyor bana. Mesela yan
tarafla konusmama...

Onlar zaten yasak. Yasak ama tabi uyulmuyor.

Bu egitimlerin en 6nemli amaci bu hep degil mi ama, giiler yiizlii olma ve
miisteriyi tutma?

Evet, ama bunun i¢cin de egitim degil kosullarin iyi olursa giiler yiizli
oluyorsun. Atiyorum, biz kasada ¢alistigimiz zaman yemege gidemiyorduk
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veya molaya gidemiyorduk. Atiyorum, tuvalete gidecegimiz zaman miidiir
yardimcisindan izin istiyorduk tuvalete gidelim diye. Sonugta bi insani1 o
kadar saat kasada baglarsan nasil giiler yiizlii olur ya da giiler yiizlii olursa ne
kadar gercek¢i olur. Oyle yani, hani egitimin ¢ok fazla bi seyi olmuyor,
egitim veriyorlar ama ¢ok fazla etkisi olmuyordu egitimin.

Diyorsun ki kosullarnmizi iyilestirmeden giiler yiizlii olamayiz. Ama
senden yine de o kosullara ragmen siirekli bunu talep eden bir isveren
var.

Evet, aynen dyle. Yani hangi kosulda olursa olsun senden iy1 hizmet bekliyor
ama karsiliginda kendisinin yaptig1 bi sey yok. Su anda da mesela bizim
magazamiz, eskiden yiiz tane personel c¢alisiyodu, 35°e diisiirdiiler, ayni
verimi bekliyorlar insanlardan. Gerg¢i satigimiz diistii ama bu kadar diismedi.
E, halen bi seyler istiyorlar. Sonugta insanlar yeteri kadar taviz veriyorlar
kendilerinden. Tolerans gosteriyorlar ama hala fazlasini istiyorlar. Bu genelde
isverenlerin hepsinde vardir.

Bu nasil bi talep?

Daha fazla calis, atiyorum dort kisinin yapacagi bir isi bir kisiye veriyor. Ee,
o da ne oluyor, personeli de yipratiyor. Sinir kalmiyor. Beyin olarak da. Eve
gittiginde de ters bi sekilde...

Sefiniz var mu sizin? Bu uyarilan kim yapiyor mesela size?

Ya uyar1 degilde atiyorum mecburiyet diyeyim. Sonucta on kisinin kasada
oturmasi var, dort kisinin oturmast... Sonucgta yonetici oturuyor dort kisi, on
tane olmasi gerekiyor ama dort kisi. Ee, ne olacak, o dort kisi on kisinin
yaptig1 isi yapmak zorunda. Hani, illaki yapin diye bi sey degil de, mecburen
yapiyorlar. Reyonda da ayni sekilde.

Sonra toplantilarimiz oluyor mu? Mesela satislar diistiigii zamanlarda...
Toplantilarimiz oluyor siirekli de ama daha fazla ¢alisin seklinde degil.
Bunlar hep ne derler aba altindan m1 gosteriyor derler, hani agikga bi sey
soylemek degil de zoraki yapiyorsun. Yani yapmak zorunda oldugun icin
yapiyorsun.

Kosullari ona gore hazirhyor?

Himhim. Oyle yani.

Peki sizde de sef, mesela kasiyersen kasa sefin var, degil mi?

Var.

Peki bu sefleri kimlerden se¢giyorlar Nurcan?

Kasiyerlerden. Kasa sefimiz kasada.

Kasiyerlerden seciliyor ama herhangi biri olmuyor o degil mi? Neye gore
seciyorlar?

Ya biraz daha mesela bizim kasa sefimiz kendilerine yakin olan birisi degil,
gercekten de giizel calisan bir insan, 111, tolerans hani birisine daha az, birisine
daha fazla davranan birisi degil. Secerken giizel se¢misler. Bi de akilli, yani
shifti ayarliyor, yemek saatlerini, ¢ay saatlerini, kasalarin arizalariyla falan
ilgileniyor.

O alanda deneyimli olan biri?

Evet.
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Peki daha once arkadaslariyken o sef, tabi birden bire sefleri oluyor. Bu,
kendi aralarindaki iliskiyi nasil etkiliyor?

Ya, kendi aralarinda etkiliyordur muhakkak da bilmiyorum ki.

Gozlemledigin kadanyla...

Gozlemledigim kadariyla... Soyledikleri kadariyla daha dogrusu, benim
zamaninda kasa sefi yoktu, su anda var.

Bu yeni bir uygulama mi?

Yani ¢ok fazla olmadu. iki ii¢ sene felan oldu herhalde. Kendi arkadaslarina,
bilmiyorum bunun dogruluk payr var midir, daha toleranshi oldugunu
sOyliiyorlar. Biz hani disaridan baktigimiz zaman bunu gérmiiyoruz tabi.

Peki ondan emir alma s6z konusu oluyor, degil mi?

Oluyo tabi.

Ya da bi sorun yasandiginda kasiyere kizma, uyarma yetkisi oluyor mu?
Evet, oluyor.

Peki bu nasil bir iliski yaratiyor isciler arasinda?

Ee, cok kotli oluyor tabi ki Kotii. Sonucta ayni konumda oldugun bir
insandan laf yiyiyorsun. Hos degil yani. Onun i¢in de sevilmiyor zaten
(giiler).

Peki iicret farkhilagsmasi oluyor mu?

Yok.

Higbir bicimde?

Yok yok.

Bu da ilgin¢ degil mi?

Evet. Bizde de mesela, muhasebedeyiz kasayla ayni paray: aliyoruz. Bizde
oyle sey yok.

Sef de aym1 paray1 aliyor?

Himhim.

Peki sadece o iinvami almak icin aralarinda bir rekabet gozlemliyor
musun?

Gozlemiyorum ¢iinkii seflik ¢ok boyle aman aman giizel bir sey degil. Biraz
yorucu bir sey ve ¢ogu insanin da yapabilecegi, kaldirabilecegi bir sey degil.
Yani sefligi yapacak bir insanin biraz hirsly, biraz zeki, biraz gdziiniin kara
olmas1 lazzim ki arkadaslariyla sey olmayi, karsi karsiya gelmeyi goze
alabilsin.

Ama sadece bu ad1 almak bile anlamh olabiliyor mu isciler i¢in?

Tabi, sonugta bi sey oldugu zaman bi sef diyorlar veya iste sorulmasi gereken
sorular ona soruluyor, sorumluluk aliyor. O agidan bakildigi zaman oluyor.
Daha fazla cahistig1 oluyor mu sefin mesai anlaminda?

Yok, ayni. Ayni hatta onun avantaji sabahg1 geliyor. Sirf onun i¢in de seflik
yapiyor, hani sabah¢i geldigi icin siirekli. Normalde hem aksamci, hem
sabah¢1 geliyor kasiyerler, ama sef sadece sabahg¢1 geliyor.

Degismemis oluyor vardiyas1?

Himhim. Onun i¢in de belki tercih ediliyor, para olarak degil de miikafati
sabahg1 olarak.
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Sen kasadan muhasebeye gectiginde boyle bir rahatladin mi1? Yoksa...
Rahatladim, ¢iinkii ben o siralar cok bunalmistim kasadan, miisterilerden ¢ok
bunalmigtim, isten ¢ikmay1 diisiiniyordum hatta. Yoneticilerden c¢ok
bunalmigtim. Tam c¢ikmay1 diisiinliyordum iste daha sonra muhasebede
bosluk oldu, gegtim. Iyi de oldu ama. Ilk baslarda zorluk ¢ektim ama, sonucta
oranin sorumlulugu biraz daha fazla kasaya gore. Ama miisterilerden
kurtuldugum i¢in iy1 oldu benim i¢in (Giler).

Cok oOnemli bir sey ya degil mi? Miisteri dedigin sokakta
karsilastiginda... Ya orda miisteri olmasi...

Onu liks yap1yor.

Ya bi de bu biitiin kasiyerlerden duydugumuz bir sey, yani miisteri en
biiyiik problem. Bizde de zamanla bunu daha ¢ok anlama cabasi ortaya
cikti. Ciinkii bizler de siirekli miisteri oluyoruz oralarda, sen de
oluyorsun...

Ben 6zellikle dikkat ediyorum ama biraz da yasadigim icin elimden geldigi
kadar yardimci olmaya c¢alistyorum kasiyere. Bozuk para falan hazirliyorum
gitmeden 6nce marketlerde, gercekten de.

Ben de bu arada bu miilakatlardan sonra gorsen kedi gibiyim yani
(Giileriz).

Ya sey mesela, reyonda en ufak bir sey olsun, fiyat farki olsun, geliyorlar
kasiyerlere saldiriyorlar. Sonugta o isi yapan kisi kasiyer degil. Veya en ufak
bir problemde, gelip bu niye bdyle diizeltin, zaten hataniz1 gordiikleri anda
hi¢ affetmiyorlar, bagkasinin hatasi oldugu halde senin iizerine geliyorlar.
Dogrudan diyalog halinde olan sensin ¢iinkii?

Yani, evet.

Bu senin ev yasantim etkiliyor mu? Eve gittigin zaman kendini cok
gergin hissettigin oluyor mu?

Ev yasantimi degil biitiin bir yasamimi etkiledi markette calismak. Ben ilk
markete basladigim zaman liseden ciktim, iste part-time girdim. Hem ders
calisirim, hem tiniversite smnavina hazirlanirim diye girdim. Daha sonra tabi
hi¢ part-time ¢alismadim ben. Part-time girdim ama fazla calistim. Ders
calisamadim. Zaten orda kafam bir milyon olup geliyordum eve. Higbir
sosyal hayatim kalmamisti. Arkadaslarim mesela, bi giin izinli oluyorum,
haftada bir giin iznimiz var, onda da cok yorgun oldugun icin direkt
dinlenmeye ayirtyorsun. Tiim arkadaslarimla baglarimi felan kopardim. Eve
gidiyosun, hani sohbet etmeye halin kalmiyor, zaten sinirli gidiyorsun. Bir
miisterinin bi giinde bir sorunu senin biitlin giiniini mahvediyor. Gidip
onlarin da canini sikmak istemiyorsun. Ya biitiin hayatini etkiliyor.

Ne yapiyorsun mesela ciktiktan sonra?

Ciktiktan sonra direk eve gidiyorum. Higbir sey yapmiyorum.

Televizyon falan?

Televizyon hani belki aksam. Onun haricinde ya giderim yatarim, ya
uzanirim. Yani desarj oldugum bir sey yok.

Kac yasindaydin basladiginda?

18 yasidaydim.
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Lise bitmis miydi?

Himhim. Lise bitti direk okul tatildeyken basladim.

Universite diisiinmedin mi?

Universite, iste girdim sinavina daha sonra agik dgretim yazdim tuttu. Daha
sonra sinavlarma felan giremedim, ders de calisamadim, daha sonra attilar
beni okuldan. Oyle kaldi. Cok da istemedim daha sonra. Hayatla bagimi
kopardim belki. Hani amacim kalmadi artik.

Peki, hayatla kalmadi diyon ama iste en azinda baz1 motivasyonlarin yok
mu?

Iste motivasyonun hi¢ yok. Ya iste gidiyorsun bi an dnce giinii dolduruyum
da ¢ikayim diye diisiinliyorsun. Ya severek yaptigin bir is olmadigi igin.

Peki kendini gecici olarak mi orda calisiyor goriiyorsun? Yoksa hani dyle
ise dair baska beklentilerin var m?

Ya ben ise ilk basladigim aydan itibaren sunu yapayim isten ¢ikacam bunu
yapacam. Iste hani maddi agidan bi seyleri tamamladiktan sonra hep ¢ikiyim
diye disiinerekten calistim bu zamana kadar. Ama hi¢ tabi diinya hali
bitmiyor. Yani, bi seyi karsilasan bi sey cikiyor. Su an oldu, hala yani bizim
magazamizin kapanmasi s6z konusu kapanirsa iste iscileri isten ¢ikartacaklar,
hani ben hala diisiinliyorum ¢iksam acaba daha mi iyi olur? Daha sonra
diyom ki, on {i¢ sene ¢alismisim, iste sigortam yatmis, belki de bes sene daha
yatsa primim dolacak... Hani, siirekli bi seyleri bi bitiriyim de ¢ikiyim diye
diisiiniiyorum, sonug¢ta maddiyat var. O bi seyler de bitmedigi i¢in siirekli
calistyorum, yani zoraki oldugu i¢in.

Yani, seye dair inancin da kalmadi herhalde, baska bir is, daha sevecegin
bir is...

Evet, evet gercekten de kalmadi. Bana sey dediler mesela ka¢ seneden
beridir, iste bu kps[s] ¢iktigindan beridir aman kps[s]’ye gir. Ben kendimde o
giicii hissetmiyorum.

Caliymak lazim ciinkii...

Calismak lazim da, baska yeni bir is... Sanki kendimi tiikenmis gibi
hissettigim i¢in hani bagka bi yerde yine sifirdan baglamay1 gdziim yemiyor.
Ne olacak bilmiyorum yani?

Kac kardessiniz?

Dort.

Onlar napiyor?

Ablam evli, abim evli, kardesim Istanbul’da polis. Ama ben annem babamla
kaliyorum.

Evde bi sen kaldin kardeslerden?

Aynen Oyle. Iste bu zaman kadar birisinin dersanesi, birisi igsiz kaldi,
birisinin evlenmesi, diigiinii falan... maddi a¢idan siirekli ¢calismak gerekti.
Gerekiyor da nitekim, insan yasadig siirece bi sekilde bitmiyor ihtiyaclar.
Senin oyle evlilik planlarin falan yok heniiz?

Yok yok. Istemiyorum da zaten. Calismay: kendimde sey yapmadigim gibi,
evlenmeyi de gbziim yemiyor yani. O kadar sey hissediyorum ki ben
kendimi, bu isle alakali degil kisisel bir sey belki de. Neyin verdigi bir
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yorgunluk, bikkinlik bilmiyorum ama hi¢ yeni bir sey i¢in kendimi hazir
gormiiyorum. O giicli hissetmiyorum, sanki bitecekmigim falan gibi geliyor
kendi kendime, yani sifirlamigim gibi.

Cok erken ama boyle soylemek icin degil mi?

Ya bilmiyorum Derya. Belki hani liseden ¢iktim direk caligmaya basladim.
Calisma ortamim ¢ok yogundu. Neden bilmiyorum ama 6yle yani. Bugiin de
zaten biraz depresyondayim.

Camim ya, seni daha fazla yormayalm.

Yok yok. Magaza ¢ok seydi boyle ¢ok havasiz. Bugilin aksama kadar nefes
bile alamadim. Bacaklarim bile tutmuyordu. Disariya ¢iktim, allahim dedim
ya oksijen var. Su anda mesela calisma ortamimiz igren¢ ve yaklasik iki
senedir de boyle. Klimalar ¢galigmiyor iceriye oksijen girmiyor.

Yemekleriniz nasil?

Fena degil.

Ayn bir yemekhanesi mi var icerde?

Himhim.

Disardan geliyor?

Himhim, sirketten.

Peki hani bu hissi anlattin da, seyi merak ettim o yiizden, en azindan
bunlarnt dertlesmek c¢ok anlamh, cidden de mesela giinlerdir ben
anlatiyorum iste yasadigim sikintiy1 (goriismeden once benim de canim
stkkindi, nedenini Nurcan'a anlattim), ciinkii ben Kkendi kendime
yasadik¢a Dbiiyiitiiyorum da kafamda. O yiizden sordum. Hani
arkadaslarinla boyle bi iliskiniz var mu? Hakkikaten o sicakhgi
hissediyor musun?

Var, su an i¢in var. Kasadayken yoktu zaten. Kasada c¢ok fazla insanlar
diyalog halinde olamiyorlar. Konusamiyorlar, dertlesemiyorlar, ancak bi
yemek saatlerinde bir araya gelebiliyorlar, onda da hani ¢ok fazla dertlesme
imkani olmuyor. Ama muhasebede biraz daha hani konusma, dertlesme
sansin daha fazla. G6z 6niinde degilsin, miisteri yok. Isini yaparken ayn1 anda
konusabiliyorsun da. Ama sonugta detlesmek de dertlerini azaltmiyor veya
soruna ¢are bulmuyor hani anlatsan bile ¢6ziimii olmuyor. Kasadayken de
ayni sekildeydi. Birisine anlatayim da rahatlayayim diye diisliniiyorsun ama
sorunun ¢6zimii olmuyor ki.

Ya en azindan su anlamda onemli diye sordum ben, yani arkadaslan
ayrica bir sorun degil senin icin, degil mi?

Degil, degil.

Yani onlarla dyle gerilimli bir iliski olsa daha cekilmez olur diye dedim
hani dertlesiyor musunuz, dostluk, sicakhk var mi?

Kasada yok ama su anda. Su anda kasada herkes birbirine diisman, bir birinin
kuyusunu kaziyor gibi bi sey. Bizde Oyle bi sey yok da. O onun shiftine
bakiyor, yok sen fazla sabah¢isin, sen soyle yaptin, bdyle yaptin. Ya onlarin
arasinda ¢ekigsme var. Hatta bu ylizden insanlar boliim degistiriyorlar iste.
Kasada calisan bi insan sarkiiteriye gidiyor sirf aralarinda huzursuzluk oldugu
icin.
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Vardiya sorunlar1 m oluyor?

Vardiya sorunlari, genelde vardiyadan kaynaklariniyor iste, molalardan
kaynaklaniyor. Sen fazla kullandin, ben az kullandim; sen 6nce gittin, ben
sonra gittim. Cok gereksiz seyler ama insanlar sorun yapiyorlar bunu.

Sen de bi siire en azindan maruz kaldin buna, simdi biraz rahatladin?
Evet, ya kasa zamanimizda Oyleydi. Biz siirekli, bi arkadas vardi biz siirekli
onunla birlikte en son yemege, atiyorum sabah gelirdik, saat dortte ancak
yemege gidebilirdik. Sabit biz kalirdik. iste bekar oldugumuz igin kasay1 hep
en son biz yatirirdik. Ee, sonucta bunlar da yipratiyor insan1 kasadayken.
Daha sonra aranizda miisterilere dair konustugunuz oluyor mu?

Genelde oluyor. Ya zaten sey o...

flginc gelen miisterilerle ilgili falan boyle...

Ya sey kasalar arasinda hep olur. Bugiin mesela bir kasiyer anlatiyor, yash bir
tane amca gelmis, bi tane sampuan almis, nasil giiliiyor kasiyer ama nasil
giiliiyor, amca demis bunun kapagi kirik, gondermis reyona yenisini almis.
Diyo ki, geldi diyo bunun da hi¢ kapagi yok diyo. Allahim yarabbim ya
(giileriz). Bi insan diyor hi¢c mi gérmez ya diyor, adaminki de dalginlik mi
neyse. Adama demis ki amca bunun da hi¢ kapagi yok. Demis, vazgectim ben
sampuan manpuan almiyorum. Iste sey yapanlar, baston kaldiranlar
kasiyerlere kars.

Oyle mi?

Tabi canim. En ufak bir seyden dolayi, iste bunun fiyat1 boyle diyo atiyorum.
Yok diyorsun, etiketi getiriyorsun gosteriyorsun, iste ben yalan mi
sOyliyorum felan. Bi tane bizim kasiyeri bastonlu biri dovecekti
miisterileden. Allahtan giivenlikler felan devreye giriyorlar.

Yani boyle siddete bile maruz kalabiliyorsunuz?

Tabi. Sapiklari, iste takilanlar. Cumartesi-Pazar askerler gelir genelde.
Kizlara takilirlar, iste telefon numarasi birakanlar. Cesit ¢esit insanlar.

Peki sey oluyor mu is yeri icinde boylesi duygusal yakinlasmalar oluyor
mu?

Var tabi. Isyerinden ¢ok evlenen insan da var. Ayni sirkette yasak olmasina
ragmen. Sonugta is disinda baska bir hayatin olmadig1 i¢cin genelde insanlar
tercihlerini o yonde gdsteriyorlar.

Yasak oldugu halde...

Hihi yasak ama insanlar ne yapsimlar giin boyu zaten ayni yerdeler, baska
yerde bulma sanslar1 yok, dogal olarak yakinlasiyorlar. (Giilerek) Bende yok
Oyle bir sey.

(Giilerek) Yok oyle. Olmadi m1 ama en azindan?

Ya ayn1 magazada degil de sirketten birisi olmustu ama olmadi. Genelde de
bu vardir herhalde isyerlerinde. Insanlar siirekli ayni ortamda, baska
ortamlara girmiyorlarsa...

Oyle, dyle... Evlendikten sonra baska yere gonderme gibi, onlar1 ayirma
gibi bi sey yok degil mi?

Sey vardi bizim bi tane kasiyerimiz vardi onu isten cikarttilar evlendikten
sonra. Hatta bi tane de sarkiiteride ¢alisan vardi onu da isten ¢ikarttilar.
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Baska bir yere gonderme degil, isine son verme degil mi?

Himhim, isine son verdiler.

Aciklama olarak da evlenmelerini mi gosterdiler?

Ya aciklama olarak, o zaman zannediyorum ki, ihtiya¢ fazlasi falan oldugu
icin demislerdi ama gergek sebebi o degildi. O donemde Oyle evlenen bes alt1
kisiy1 isten ¢ikartmislardi ama esleri halen ¢alisiyor mesela.

Kadmlar m ¢ikartilyor bdyle durumlarda genellikle?

Evet, bayanlar.

Bu da tuhaf degilmi?

Yani.

Sen nerelisin?

Babam Sivasli, annem Ankarali. Ben genelde Ankara’yr kullaniyorum ama.
Sorduklar1 zaman direk Ankaraliyim diyorum. Ya Sivasi cok fazla
gormemisiz, babam da kiitiiglinii felan aldrmis. Onun ic¢in direk Ankara
demek daha giizel oluyor.

Sivas’1 da sevmiyorsun galiba anladigim kadariyla?

Sevmiyorum. Bi de bi takim olaylar olmus kii¢iikliiglimiizde ondan dolay1 bi
antipati var.

Ne gibi?

Yaa, zamaninda anneme ¢ok kotii davranmuslar orda. Kisisel biraz herhalde.
Kaynana tarafi m?

Kaynana, hihi, o taraf. Zor durumda kalmig annem baya. Hatta kardesimin
birisi orda 6lmiis hastaneye gotiiremedikleri i¢cin. Ondan dolay1 sevmiyorum.
Sen dogmadan 6nce olmus bunlar?

Evet.

Sen burda dogdun yoksa?

Evet.

Tasimyorlar?

Yok zaten gezmeye gittiklerinde olmus. Zaten annem babam hep burdaymis
da ¢ocuk dogduktan sonra oraya gitmisler, zatiire olmus felan hastaneye
gotlirmemisler, bakmamuislar felan.

Baba tarafi da iyi davranmayinca annene...

Ben de onun i¢in Sivas’1 sildim haritadan.

Alevi misiniz? Yoksa?

Degiliz.

Annen baban da boyle cok sabirh midir?

Ailede en sabirli benim galiba. Yani hep Oyle diyorlar. Benim farkli
oldugumu soyliiyorlar. Annemde sabir hi¢ yok. Babam yine daha sabirli.
Bunu is hayatina erken girmekle mi acikliyorsun? Etkili midir yani bu?
Olabilir belki de. Hani ben daha neyin ne oldugunu, Kizilay’a bile inmeyi
bilmiyordum, bi anda ¢cocuk denebilecek yasta ise basladim, kasaya oturdum
beni miisteriler kasiyer zannetmiyorlardi. Geliyorlardi, personelin ¢ocugu
musun felan diye soruyorlardi. Calisiyorum diyince sasiriyorlardi. Cocuk
gercekten de ... Eskilerden abiler de s6yledigi zaman, ¢ocuktu bunun elinden
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tuttuk kasaya oturttuk falan diye konusuyorlar. Demek ki o kadar kii¢iik mii
gosteriyormusum neymigim.

Simdi de kiiciik gosterdigine gore miimkiindiir.

O zamanlar demek ki baya kii¢iikmiisiim. Miisterilerden de hatirliyorum, hig
yani beni kasiyer yerine koymuyorlardi, geldikleri zaman ilk dnce c¢alisiyor
musun kizim diye soruyorlardi, ondan sonra kasaya giriyorlard:.

Caliymaya nasil karar verdin?

Ya c¢alismaya... aslinda ablam is ariyordu, daha sonra buraya geldik eleman
ihtiyact oldugunu soylediler. O zaman da ¢ok az para veriyorlardi, ablam dedi
ki ben bu paraya ¢alismam dedi, part time ¢alistyorlardi. Ben de dedim ki part
time calisiyorlarsa ben calisirim hem yarim giin ders de calisirim, orda da
calisirim diye diisiindiim. Daha sonra girdim, beni bir tane kasiyerin yanina
verdiler. Ik ona verdikleri i¢in ben digerlerinin yanina da gitmedim. Biraz da
seydim o zamanlar icime ¢ok fazla kapaliydim. Onun yanina verdiler diye
direk onun yaninda kaldim. Bi hafta boyunca bana kiz hi¢ oturtturmadi
kasaya, siirekli poset yaptim. Daha sonra sefimiz geldi, dedi ki iste ne olacak
bu kiz ne zaman kasaya gececek, kasanin basina oturacak mi felan. O da olur
felan dedi. Sonra kiz beni ¢ekti dedi ki, ben dedi seni kasama oturtturamam
dedi. Benim yanimda kalacaksan dedi kusura bakma ben seni kasama
oturtturamam ben seni, hep arkadan bakacaksin dedi. Ben de ne kadar
safmigim ki o zamanlar, tamam dedim sirf senin yaninda oluyum da. Halbuki
kiz benim higbir seyim degil, herhangi bir yakinlik gostermedi ve sirf beni
onun yanina koydular diye (giiler).

O niye kasaya oturtmam diyor anlamadim.

Ya o biraz seydi, onun yanina niye verdiler onu da bilmiyorum. Daha sonra
kiz1 hirsizliktan isten de attilar. Ya, kasasina hi¢ kimseyi oturtturmuyordu.
Biraz kisiligiyle alakalt m1 bilmiyorum. Biraz farkli bir insandi. Daha sonra
iste onun yanindan aldilar beni. Biraz demek ki artik goziim mii agildi ne
olduysa, ben dedim artik kasaya gegemek istiyorum. Sey vardi bir abimiz
vard1 miidiir abimiz oldu sonra, o dedi Nurcan dedi gel kasaya otur, onun
yaninda durursan kasaya oturamazsm felan. Tamam abi dedim. Daha sonra
iste bi basladim kasaya oturmaya daha sonra kasadan kaldiramazlardi beni.
Yemek saati gelirdi ben hala gitmezdim. Oyle basladim iste. Nerden geldim
buraya bilmiyorum ama o zaman ¢ocuktum daha, hicbir seyi de bilmiyordum.
Bir ay boyunca kasiyer diye ise alman birisi arkada poset yaparsa demek ki
cocukmusum. Normal degil yani.

Biraz korkmussun ve ona giivenmek istemissin herhalde, bi de ilk onunla
tamistirilmissin.

Evet evet.

Sen boyle hirsizhik deyince aklima sey geldi, hi¢ boyle hirsizhk olaylan
oluyor mu market icinde?

Yani, o zamandan iste onu hatirliyorum. Daha sonra iste kredi kartiyla ilgili
bi kasiyerde olmustu.

Miisterilerin yaptig1 hirsizhk var m?
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Miisterilerin tabi. Olmaz olur mu? Yani, su anda alarm sistemi var, alarmda
cok fazla hirsizlik yapamiyorlar... kameralar var, kameralardan izlenebiliyor
ama yani icerde dolasan birisi cok rahat bir bicimde hirsizlik yapabilir.
Genelde kimler hirsizhik yapiyor?

Ogrenciler.

Goriince onlan ne diisiiniiyorsun?

Ya ben aldiklar1 seye bakiyorum. Eger ki hani ne bileyim ihtiyact olan bir
seyl almigsa hak verebiliyorum, demek ki parasi yok diyorum. Ama atiyorum,
gitmigse kozmetik iirlinlerini doldurmussa cantasina ¢ok kiztyorum. Sonugta
orasit bizim ekmek yedigimiz yer. Yani temel ihtiya¢ almissa bi sey
yapmiyorum ama temel ihtiya¢ degilse aldig1 liikse giriyorsa ¢ok kiziyorum,
sinirleniyorum. Zaten bize kizmaya gerek kalmiyor, giivenlikler hemen
yakaladiklar1 zaman baya bir kiziyorlar (giiler).

Karakola gondermiyorlar m?

Ya karakola gitmeyi kimse goze alamadig: i¢cin 6deme yapiyorlar, fazlasini
odiiyorlar, mislisini Odiiyorlar. Genelde goze alamiyor insanlar. Asker
yakalanmist1 bir kez, riitbeli bir asker. Riitbesi de baya yiiksekti. Ya adama o
kadar para odettiler ki o zaman. Sirf polise haber verecekler... Sonugta
adamin seyi gidecek.

Firsattan istifade magaza da kazanmis oluyor.

(Giilerek) Oyle oluyor zaten agiklarimizi onla kapatiyoruz.

Bir siirii hirsizhik arasindan yakalananlar... Cok acimasiz oluyorlarmis
ama ya (Ben yakalanan arkadaslarimin basina gelenleri anlatiyorum
burda).

Bizim sey... ilk ise girdigim zamanlar iki tane magazanin kendi gilivenligi
vardi. Simdi firmanin giivenligi. Ama adamlarin kendilerinden korkardim. Bi
tane odalar1 vardi. Hirsiz1 yakaladiklar1 zaman oraya gotiiriirlerdi. Allahim,
bir doverlerdi, bir doverlerdi, magaza inlerdi var ya.

Gercekten mi?

Vallahi, ay adamlar1 gordiigiim zaman ben hi¢ bi seyim olmasa bile kacacak
yer arardim, o kadar korkardim.

B’un ¢alisanlar1 miydi onlar?

Yok Gima’nin.

Sey yani, magaza ¢alisani miydi?

Hihi, kendi calisan1ydi o zaman.

Simdi tagserona yaptirihiyor bu is.

Hehe.

Giivenlik kameralan sizin odanizda da m var?

Var. Derya geldiginde gordii hatta kameramizi.

Yalniz ama, kamera dedik, o sirada acaba cahsiyor mu diye hepsi
tedirgin oldu (giileriz).

Sesi aliyor mu acaba diye. Yok, kameranin calistigini, goriintii aldigini
biliyoruz, yan taraftan izleyebiliyoruz da. Sesi aliyor mu acaba felan olduk.
Eger sesi aliyorsa zaten ¢ok kotii.

Bugiine kadar konusulanlar, edilenler hakkimizda delil olarak...
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Ee, sirket hakkinda az atmadik yani (giileriz). Direk sut yaparlar bizi.

Onu 6grenemiyor musunuz, sesi kaydediyor mu, etmiyor mu?

Yaa sdylemezler herhalde. izliyoruz, goriintiimiizii goriiyoruz bizi gektigini
de sabit, fiks.

Ben sana soyleyeyim, ses aliyordur o.

Ses aliyorsa ¢ok kotii valla. Orda amag sadece caliyor musun diye... Mesela
attyorum ben para alsam ses ¢ikmaz ki goriintiiden adamlar... Bilmiyorum,
belki de aliyordur dedigin gibi ses de biz almiyor diye diistinerekten...
Almayabilir gercekten dedigin gibi... Hani o bu tiir sey...

Caydirici. Zaten gilivenlik sistemi hep Oyle, magazalarda da aymi sekilde
caydirici olmasi agisindan. Yoksa hani ¢cok sey degil.

Caydirici da sahiden herkes goze alamyor. Ciddi dayak atihyormus he?
Evet.

Bu yakin zamana kadar yapiiyor muydu? Kac¢ yidir yapilmyor
mesala?

Benim ilk ise girdigim zamanlar ¢ok rastgeliyordum.

Bi de sen kii¢iikmiissiin 0 zaman?

Evet. O zamanlar bana ne kadar korkutucu geliyordu ama. Hani bi de
gérmemisim dyle bi sey. Insanlar1 goriidiigiim zaman kagiyordum, o insanlari
gordiigiim zaman.

Ne zamandir taseronlasma var magazanin icinde Nurcan?

Taseron?

Yani firmacillar dedikleri. Hani, B c¢ahsam degil de firmadan
gonderiliyor ya? Mesela banvitin elemanu...

Ya o hep vardi ki.

Ama B'de ¢ok yogunlasmis. Marketler arasinda en yogun onda oldugunu
soylediler.

Bizim mesela ben girdim gireli, yanlis hatirlamiyorsam, kasap atryorum hep
seydi isletici firmaydi. Kuruyemis isletici firmaydi, yine ayni; unlu mamiiller
girdigimde isletici firmaydi, halen isletici firma. Yani genelde vardi. Ben
95’te girdim. 95’ten beri var.

Simdi alimlar genelde 6yle mi oluyor peki? Onu en azindan fark etmis
olabilirsin.

Alimlar? Onlarin alim1 zaten bizi baglamiyor. Yanlis m1 anladim acaba?

Yok dogru.

Isci alimu... Kendi biinyelerinde aliyorlar onlar.

Simdi o yapiliyor degil mi genelde?

Yani. Daha karli ama. O satistan komisyon aliyorsun. Durduk yerde firma
ondan para kazaniyor. Belli bir boliim veriyor ona, hem satis yapiyor, hem de
para kazaniyor. Onun sattig1 {liriin lizerinden komisyon aliyor.

Isci maliyeti yok. Peki yani simdi B elemam olarak kim cahsabiliyor su
an o zaman, genelde onlar dyle aliniyorsa hep?
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B olarak, seyden, Gima ile B arasinda sadece giivenlikler fark etti.
Giivenlikler eskiden bizim seydi, kendi magazanindi, daha sonra iste firmaya
dondii.

Genelde reyon ve kasiyerler B elemani oluyor?

Evet, magaza eleman1 kasiyer, sarkiiteri, reyon, iste bilgi islemi muhasebe.
Onun haricinde temizlik taseron, giivenlik taseron. Iste atiyorum kasap,
kuruyemis, meze, pastane... Bunlarin hepsi tageron.

Cogu taseron. Taseron diye alt isverene derler. Ana isverenin degil, onun
altindaki isverenler.

B'de sey anlayis1 da ¢ok fazla, Gima’dayken bu kadar degildi, attyorum iste
neyin malmi satiyorum ben. Ulker’in malini, Eti’nin satiyorum veya
kozmetikten bazi firmalar1 satiyorum. O firmalarin elemanlarmi ¢ok
calistirtyorlar. Seydeyken bu kadar degildi mesela Gima’dayken bu kadar
firmacilar1 ¢alistirmiyordu. Firmaci geliyordu sadece kendi iiriinii neyse,
attyorum Ulker’in {iriinii, Ulker’i sadece diziyordu. Ama B'ye gectikten sonra
bir firmaciy1 magazanin her tarafinda calistiriyorlar.

Yani artik kendi iscisini de oOyle almaya bashyor disardan, taseron
firmadan?

Kendi is¢isi olmuyor o zaman da. Hani kendi is¢isini daha az ¢alistirmak i¢in
veya daha az is¢i calistirmak icin firmaci sayisini fazla yapiyor ve firmaciya
da fazla yiikleniyor ki kendi maliyeti fazla olmasin, daha az personel
calistirsin.

Simdi sendikada onlar kapsam dis1?

Kapsam dis1 ¢linkii zaten elemani degil.

Evet. Iste 6yle bir sorun da var. O isciler acisindan daha dezavantajh bir
durum. Muhtemelen sizin faydalandigimz haklardan faydalanamyor
olabilirler.

Faydalanamiyorlar ¢iinkii onlarin igvereni sey degil, onlarin isvereni tamamen
farkli ve onlarin da sendikasi oldugunu zannetmiyorum zaten.

Yok. Peki B iscisiyle bu firmacilar arasinda sorunlar olabiliyor mu?
Oluyor. Onlara ikinci smif muamelesi yapiyorlar. Mesela bugiin bi tane
firmac1 gelmis bi reyoncuyu cagiriyor. Yukarda reyoncu, firmact da asagida
bir sey soracak, reyon gosterecek. Sen kim oluyorsun da, yani firmaciya, sen
kim oluyorsun da reyoncuyu ayagina cagiriyorsun. Halbuki kiz gayet iyi
niyetli reyonda bir sey gosterecek. Dedim niye bdyle yapiyorsun, sonugta o
insan degil mi? Firmacilar hep boyle, sonugta kendi personelimiz olmadigi
icin biraz daha ikinci smif vatandas gibi goriiyorlar ve biraz daha fazla
iizerlerine gidiyorlar insanlarin, daha fazla is yaptiriyorlar.

Kag yildir sendika var orda? Gima’yken yoktu degil mi?

Vardi. Ben girdim gireli sendika var.

Sen kag¢ yildir sendikahisin?

Valla, girdigimizde direk sendikal1 yaptilar bizi diye biliyorum ben.

Nasil sendikali olunuyor? Mesela ben girdim B'ye daha is sozlesmesi
yapilirken mi?
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Bize soylediklerine gore bir is yerinde c¢ogunluk neyse sen segsen de
secmesen de sendikali oluyorsun dediler bize. Dogru mu, degil mi
bilmiyorum ama. Isci temsilcileri var magazalarda yeni girenlere form
dolduruyorlar.

Ama yeni girenler sunu demiyor degil mi, ben istemiyorum diyebiliyor
mu?

Ya bugiine kadar diyen olmadi.

Isveren zaten izin verdigi icin degil mi?

Hihi evet. Hani belki sey olsa, igsveren izin vermese de, sendikali olanlar soyle
olacak veya boyle olacak tarzinda yaklasim yapsa hi¢ birisi olmazdi.

Demek ki dezavantajh bir duruma diisiirmiiyor sizi magazada sendikah
olmak?

Ee, yani evet.

Senin sendikasiz arkadaslarin var m orda?

Magazada yok.

Firmacilar var...

Firmacilar ayr1 zaten.

Ama sen sendikaylr onemsiyorsun anladigim kadariyla. Egitimlere
katiliyorsun?

Evet, onemsiyorum. Salih abiden dolay:1 biraz daha yakmlik duydum. Hani
birlikte c¢alistigimiz i¢in. Sonug¢ta hakkimizi savunuyorlar. Bunu yalniz
basimiza bizim yapmamiz miimkiin degil. Gerekiyor yani bir yerde bi
savunulmasi. Ozellikle iste bu yeni firma (B) pesoneli ¢cok fazla somiirmeye
calistig1 icin yani birilerinin muhakkak personelin hakkini savunmasi lazim.
Ciinkii sonugta hani burda ¢alisan kisilerin seviyesi, kiiltlir diizeyleri, yani
kendilerini ne kadar savunabilirler koca sirkete karsi. Cok fazla aktif olan
insanlar degil. Onun i¢cin muhakkak birilerinin savunmasi gerekiyor.

Salih abi eskiden Gima’da nm cahsiyordu?

Hihi. Muhasebede birlikte calistik biz onla.

Oyle mi? i1k yillarinda m?

Salih abinin son yillarinda. Ilk yillarinda degil.

Senin muhasebeci oldugun ilk yillar?

Hihi, evet, benim...

Ordan bir giiven var zaten.... Egitim icin Izmir’e de gittigin oldu yani?
Himhim.

Cok giizel bir sey ama...

Evet.

Genelde iiyelik kagit iizerinde kaliyor ama sen gercekten 6nemsemissin.
Glizeldi, egitim de giizeldi.

Ne zaman oldu bu egitim Izmir’e gittigin?

Dort sene felan oldu herhalde. Yanlis hatirlamiyorsam.

Volkan Yarasir ile orda m1 tamistin?

Tanigsmak da degil tam olarak da sadece egitmen olarak gordiim. Grup
oldugumuz i¢in dyle tanigma seyi olmadi. Ondan sonra bi daha gérmedim.
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Sendika egitimleri nasil oluyor? Ben hep gelecem gelecem diyom ama...
Iste ben sadece sendikanin egitimine o zaman gittim. Baska bir sendikanin
egitimine pek ¢agirmiyorlar zaten. Genelde is¢i temsilcileri veya sendikada
aktif gérev yapan insanlar1 egitime aliyorlar.

Haberiniz olmuyor zaten?

Hihi. Bizim gittigimizde de orgiitlenmeden felan bahsetmislerdi Izmir’de.
Giizeldi, baya aktif bir egitimdi ama aklinda bi sey kaldimi diye sor... (giiler).
Ama sey, hani insanin akhinda motomot bir sey kalmaz ama onemli
oldugunu kavramis olman zaten aslolan. Yoksa dort yil onceki soylesiyi
kim hatirlar.

Hihi, evet, evet, dyle. Gegen sene degil ondan 6nceki sene mesela ilk yardim
egitimi aldim. Ilk yardimdan sertifika verdiler bana. Surda birisi bayilsa...
Enteresan ya. Mesela sinavlarina falan giriyorsun. O an i¢in anliyorsun.
Smavina girdim, smmavdan da gayet yiiksekti notum. Sertifikasni1 da aldim
ama. Simdi disliniiyorum, surda birisi bayilsa ne yapmak lazim acaba?
(Giileriz). Egitimler benim hep boyle geger, neden bilmiyorum bir sorun var
herhalde, ¢ok fazla kalic1 olmuyor.

Ama pratik olmadan olmaz zaten. Bir kereyle olmaz o is. Tekrarh olmasi
lazim ve o bilgiyi kullanabilir olman lazim...

Oyle mi?

Hihi. Peki baban ne is yapiyor?

Babam emekli.

Isci emeklisi mi?

Evet.

Annen ¢alismiyor?

Calismryor.

Bi de sen varsin ¢cahisan. Ev sizin mi?

Bizim.

Nerde oturuyorsunuz?

Birlik mahallesinde.

Bilmiyom ben.

Kirkkonaklar’in bir diger tarafi.

Seviyor musun oray1?

Ya seviyorum. Soyle seviyorum, bizim evimiz eskiden gecekonduydu. Iste
orasi yikildi, bina yapildi. Yeni tasindik bir hafta felan oldu tagmali.

Oyle mi? Hayirh olsun.

Sagolasim. Daha onceden iste kirada oturduk ve kirada oturmak gercekten
miithis zor bir seymis. Hani insan diyo ki evim olsun da semt artik hi¢ sey
degil yani.

Tabi siz yapilirken evler kirada oturdunuz?

Evet kirada oturduk.

Kiray1 vermiyor muydu size miiteahhid?

Ya, miiteahhid verdi de o paray1 bagka bi alanda kullandik (giiler).

Anladim. Iyi ya giizel olmus. Sevdin mi evi?
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Sevdim, sevmez olur muyum? Simdi soruyorlar ev nasil. Evi gordiigiim yok
ki, kira vermiyorum o kadar giizel bir sey ki. Simdi sey yapiyorum mesela
Coskun abiler, magazada calisanlar. Tek maas calisiyorlar, kira ddiiyorlar, ev
gecindiriyorlar, ¢cocuk bakiyorlar, hayret ediyorum ya. Ben diyorum, hani
sey, tek basima olmadigim halde yetistiremiyordum yani, o kadar zor bir sey
ki. Bilmiyorum kira veriyor musunuz?

(Giilerek) Hepimiz kira veriyoruz.

Insallah herkes ev sahibi olur. Gergekten de ¢ok zor bi sey ya. Bi de aldigin
para ¢ok fazla olmayinca, diisiiniiyorsun bir ay boyunca baska bir adam i¢in
calistyormus gibi oluyorsun.

(Kendi ailemin de kiract oldugundan vs. soz ediyorum burda). Hakikaten
bazen diisiiniiyorum, ezkaza yasiyoruz cogumuz.

Gergekten Oyle.

Yani yarin ne olacagini bilmeden yasiyoruz.

Ama her sey para i¢in iste. Biitlin sikintilar1 ¢ektigimiz. Yani ne bileyim, hep
maddiyat i¢in.

Peki boyle gelecege iliskin nasil hayaller, umutlar...?

Gelecege yonelik tek hayalim emekli olabilmek. Onun haricinde hi¢bir seyin
hayalini kuramiyorum. Insallah olursa emekli olmay1 ¢ok istiyorum. Onun
haricinde hi¢bir hedefim... (Giilerek) Hedefsiz insan bos insanmis bu arada.
Ben Oyleyim ama. Ee, Oyle gelecege iliskin herhangi bir beklentim yok,
istegim de yok. Sadece emekli olayim, benim i¢in yeterli olacak.

Kendini cok fazla giivencesiz hissettigin icin mi?

Belki de, bilmiyorum. Gelecegim belli degil sonugta. En azindan bir
emekliligim olursa rahat ederim diye diisiiniiyorum.

Ne zamandan soz ediyoruz tabi?

Emekli olmaya m1?

Yas beklemek diye bir sey var galiba?

Ama primimi doldurayim, yasi beklerim herhaliikarda. (Giilerek) Ne
yapayim, ¢aligmasam da beklerim. Primimi doldursam benim i¢in yeterli su
an igin.

Prim doldurmak mm?

Hihi 15 yilda prim doluyor iste. Primimi doldurmak... Tek istegim su an icin
en azindan kendimle ilgili bu.

Ne zaman dolacak primin?

Internetten bakmistim, dort sene felan gdziikiiyor ama.

Cok kalmamus.

Part time’ken eksik yatiyordu bizim. O zaman eksik yatmasaydi belki daha az
kalacakti ama.

Annenle babanla aran nasil?

Iyi. (giilerek) Ben uysalimdir. Ne kadar vdiim degil mi kendimi?

Yok canim.

Uysal oldugun belli oluyor ama.

Iyi, sonugta ayni evde yasiyoruz annem babamla.
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Ama evde bir dayamisma iliskisi olmus sanmirim. Dedin ya, kardesim
okudu mu dedin, ona baktik, issiz kald1 abin falan... Ailedeki o
dayanisma bir giiven veriyor herhalde ama degil mi?

Zaten hani bagka bir yerden tutunacak bir seyimiz olmadigi i¢in, gelirimiz ya
da bagka bir seyimiz olmadigi i¢in mecburen bu zamana kadar dayandik ama,
dayanistik ya da, bundan sonra ne olur bilmiyorum. Abim evlendi zaten. Hani
insanlar evlendikten sonra biraz daha sey oluyor, sonugta artik yeni bir evi
oluyor...

Kendi sorumluluklarsi...

Hihi, kendi sorumluluklari. Ablam ayni sekilde. Artik ¢ok fazla seyimiz
yok...

Kalan saglar bizimdir diyip devam (giileriz).

Aynen.

Benim de iki tane calisan ablam evlendi. Ben de ordan biliyorum.

Giizel ama ya insanin ailesiyle dayanigma iliskisi i¢inde olmas1 en azindan.
izledigin bir dizi var m1?

Izledigim bi dizi.. sey var... Diin ne vardi?

Yaprak Dokiimii.

He, o var. (giiler). Seyi de ¢ok seviyorum, Hatirla Sevgili’yi de ¢ok
seviyorum. Denk geldigim zamanlar onu da izlemeye ¢alistyorum.

Bitti.

Bitti mi? Ne zaman bitti?

Ben ¢ok iiziildiim. Cok giizel bir finali oldu. Anlatamam sana.

Ayy!

Sen Hatirla Sevgili’yi neden seviyordun?

Gegmisi anlattig1 icin, gercekei oldugu icin. Cok bi de gergekten yasiyorlar.
Olaylar da ger¢ek zaten. Ya ¢ok hosuma gidiyor. Ge¢cmis ve oldugu gibi
anlattilar. Glizeldi yani.

Gecmis nasil goziiktii goziine peki?

Gegmis kotii goziiktii ya. Cok karisik gdziiktii. Iyi ki o devirlerde yokmusuz
diye diisiindiim. Ve ¢ok gereksiz geldi bana olan tartismalar, kavgalar. Bir
slirii can, bir siirii insan 61dii. Bir siirii insan asildi. Hepsi ¢cok gereksizdi yani.
Seni en cok orda etkileyen olay neydi?

Ya sey, Deniz Gezmis’i asmalar1 falan baya sey oldu. Iste onlarin yazdigi
mektuplar. Iste hapse girdikleri zaman birbirleriyle dayanismalar1 felan. Iste
evleri bastiklari zaman olan olaylar. Iste insanlar1 bir yerlere gétiirdiiler,
nereye gotiirdiikleri belli degil. Oralar ¢ok etkili yani. Nasil olur dedim bdyle
bir sey dedim ya burasi Tiirkiye dedim. Gerg¢i oradaki insanlar da Oyle
diisiindiiler ama. Yuh, dedim yani. Gergekten de yuh dedim.

(Giilerek) Ama Yaprak Dokiimii devam ediyor.

Denk geldigim zamanlar izlemeye ¢alisiyorum. Biz bi hafta sabah, bi hafta
aksam c¢alistigimiz i¢in.

iki haftada bir izliyorum diyorsun (giileriz).

Bi de bazen evde isler oldugu zaman yetisemiyorum da.
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Onda ne hissediyorsun?

Yaprak Dokiimiinde ne hissediyorum... Kaynanasmi seviyorum dermisim
(giileriz). Ya ailenin dayanigsmasi ¢ok hosuma gidiyor onda da. Yani her seye
ragmen, yanliglarmna ragmen birbirlerini tutuyorlar. Ailenin dayanigmasi
giizel yani.

En c¢ok hangi karakteri seviyorsun? Kendine yakin hissediyorsun?

Fikret. Bayiliyorum ya, ne kadar sabirli bir insan. Ve ¢ok ¢ok benzetiyorum.
Kendine yakin m hissediyorsun?

Evet. Cok ¢ok benzetiyorum.

Neyi mesela?

Ya biitiin her seyimi benzetiyorum ben bilmiyorum. Bi o kadar sabirli
degilim. Sabirliyim ama onun kadar sabirli degilim hani onun kadar degilim.
Sabirliyim ama... Ya biitiin 6zellikleri, kardeslerine yakinligi, iste sorunlari
anlamaya caligsmas1 veya yardimci olmaya ¢alismasi. Ya kisiligini tamamiyle
benzetiyorum kendime. (Giilerek) tipi de benziyor.

Tatil giinii ne yapiyorsun?

Genelde evde temizlikle gegiyor (giiler). Annem biraz yash oldugu icin ev
isleriyle ¢ok fazla ilgilenemiyor. Ee, izin giinlerim genelde temizlikle... Cok
nadir iste arkadaslarla bulusursak, o da nadir.

Sey peki Nurcan, yoneticiyle karsi1 karsiya geldigin oldu mu?

Yoneticiyle karsi karsiya geldigim eskiden ¢ok fazla olurdu. Kasadayken ¢ok
fazla olurdu. Ama simdi muhasebede oldugumuz i¢in biraz daha bize
ithtiyaglar1 var, bi ¢ok islerini biz yapiyoruz. Onun i¢in ¢ok fazla kars1 karsiya
gelmiyoruz. Ama kasadayken miithis. Cok canimi sikarlardi, hatta onlar
yiiziinden isten ayrilmay1 diisiindiim.

Nasil bir sey oldu?

Ya en ufak bir seyde, kendilerini iistiin gordiikleri i¢in her seyden haberleri
olsun istiyorlar. Atiyorum tuvalete giderken insan sdyler mi? Ozel bir
durumun bile olsa bilgi istiyorlar veya bi sorun oldugu zaman miisteriyle
ilgili ilgilenmiyorlar, senin iizerine birakiyorlar, ¢cagirtyorsun gelmiyorlar, iste
fazla c¢alistiriyorlar. Kasadayken o sekildeydi, ben kasadayken. Cok
bunalmigtim. Bi de hani sonugta karsindaki insanlar bilmiyorum ya hak
etmiyorlardi. Ben Oyle diisiinliyorum, benim gosterdigim saygiyr hak
etmiyorlardi diye diisinliyorum.

Nasil yani?

Atiyorum, iste bi sey yaptim, ben sana gosteririm tarzinda ve bunu hani
baskalarindan da duyuyordum veya iste baska birisinin hakkinda soyledigi
seyl, bunu yapti ama atiyorum yarim saat ge¢ geldi ama ben bunu burnundan
getirecem, ben sahit olmusumdur, goriir bundan sonra felan tarzinda. Yani
yetkili oldugu i¢in istedigi sekilde kullanacagini diisliniiyorlardi personeli.

Ve bunu kullanabiliyorlard: degil mi?

Kullaniyorlar, tabi kullaniyorlar. Yani sonucta, atiyorum, o aksamci gel
dediyse aksamci gelemek zorundasin, baska bi segcenegin yok. Senin bir igin
var diyelim, izin almak istiyorsun, izin vermezse, ¢cok 6nemli bir isin bile olsa
izin vermezse gidemiyorsun, yapamiyorsun o isini.
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Peki boyle bir yetkiye sahip olmalari, hani bunun burnundan
getirecem... Buna sahit oldugunda ne hissettin, ne diisiindiin?

Iste, dolma noktas1 oluyor. O an diyorsun ki, kurtulayim surdan felan
diyorsun. Ya yapiyorlar, bana da yaptilar zamaninda. Hani, en ufak bir ters
ciktigin zaman veya iste atiyorum yalakalik yaparlar insanlar genelde,
yalakalik yapmadigin zaman ters tepki yaratiyorlar. Sirekli aksamci
yaziyorlar seni veya iste istedigin saatte yemege gondermiyorlar. Bi sekilde
sinirini bozacak seyler yapiyorlar muhakkak. Iste kasayr kapatacaksin
attyorum izin vermiyorlar, on dakka daha c¢alig, yirmi dakka daha calis. Ee,
sinirleniyorsun dogal olarak da elinden baska bir sey gelmiyor,
sinirlenmekten baska yoneticiye bir sey yapamiyorsun ki.

Sinirini disavurabiliyor musun?

Vuramazsm ¢iinkii geri doniisii daha kotii oluyor.

Peki, bu, cok sinirlendin, hani hakkatten bizim de olur ya, patlama
noktasi dedin az 6nce ama bunu disavuramamak...

Ee, patlatiyor insani. Mesela benim ailemde hi¢ sac1 beyaz olan insan yok,
benim sagim su anda boya ama, en kiiciik olmama ragmen benim sagim
hepsinden daha sey veya iste saglik sorunum belki hepsinden daha fazla.

Ne tiir saghk sorunlan?

E, benim psikolojim iyi degil benim. Deliyim ben dermisim (giiler). lyi
degilim, gercekten de iyi degilim. Yani iyi hissetmiyorum kendimi (Gozleri
dolar). Belki de hani bu dolgunluktan dolay1 olabilir. (Sessizlik) Ee, bi sey
yapamiyorsun, sonunda ¢aresizsin. Ustiine kars1 ¢cikmak gibi bir sansin yok.
Cikarsan daha kotii olacak. Isten ¢ikamiyorsun, rest cekip gidemiyorsun,
clinkii yillarmm ¢alismishigi var. Tazminatim1 birakmak istemiyorsun, hadi
ciktm is bulabilecek misin, issizlik cok fazla. Rest ¢ekip gidemiyorsun veya
iste karsiligin1 veremiyorsun. Sadece sinirleniyorsun, yipraniyorsun o kadar.
(sessizlik). Onu da eve yansitiyorsun. Gidiyorsun, ne oldu kizim, bir sey mi
oldu, yok bir sey, direk yat uyu. Hi¢ uykum olmadigi halde benim erken
saatte yattigim c¢ok olmustur. Hani sirf o diyaloga girmeyeyim, ne oldu, ne
bitti, onlara ¢atmayayim diye (sessizlik).

Is arkadaslarinla disarda goriisemiyor musun?

Ya disarda, iste sabah¢i oldugumuz zamanlar, eger yorgun degilsek, cok
nadir, ayda bir veya iste diiglinlerde, ne bileyim, 6zel giinlerde... Onun
haricinde ¢ok fazla bi toplantimiz yok bizim.

Herhalde haftada bir giin olmasi ve ayr giinler olmasi sonucu...

Evet. Mesela uzun siiredir bir piknik ayarlayalim felan diye diisiindiik ama
hi¢ bi tiirlii denk getiremedik, birimizin shifti uysa birimizinki uymuyor.

iki kisi oyle ciktigimz zamanlar oluyor mu? Yani denklestirip
bulustugunuz yakin bir arkadasinla?

Aksam ¢ikiglarda bulusuyoruz ancak. Hani giin degil de, hani iki kisi sabahg1
oldugumuz zaman aksam ¢ikip oturuyoruz. Onda da sey oluyor ya, anlatayim
rahatlayayim olmuyor da, insanlar hep anlattik¢ca, ben bunu da fark ettim, bi
siire hatta sey diye diisiindiim, hi¢bir sikintim1 anlatmayacam veya kimsenin
sikintisin1 dinlemeyecem. Sorunlara ¢oziim olmuyor, daha ¢ok insanin cani
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sikiliyor. Anlattikca boyle yapilanlar, haksizliklar... Ee, ¢6ziim bulamiyorsun,
dinliyorsun sisiyorsun zaten. Sen de yasiyorsun zaten sismissin. Boyle
birbirimizi sisiriyoruz, iyice galiyana geliyoruz gibi geliyordu. Bir ara karar
aldim artik anlatmayacam da dinlemeyecem de ama sonucta doluyorsun bir
yerde anlatmak gerekiyor rahatlamak i¢in. C6ziim olmuyor ama...

Hic bdyle giiven sorunu yasayip anlatmadigin oluyor mu? Ya da basina
oyle bir sey geldi mi?

Giiven sorunu olan insanlara anlatmiyorum zaten genelde. Ya o sekilde de
cok fazla var. Mesela bir sey sOyliiyorsun, onu ¢ok rahat gidip yoneticiye
yetistirebiliyorlar. Ciinkii alakasiz, yani ben bi sey konusuyorum mesela,
ertesi glin geliyorum bakiyorum yonetici duymus. Cok alakasiz bir sey ama
insanlar ne hikmet, niye anlatiyorlar bilmiyorum ama anlatiyorlar. Var yani,
cok var. Bilmiyorum bagka yerlerde de var midir ama bizimkilerde miithis
haber yayma hiz1 var.

Bu da tabi giivensizlik yaratiyor ve anlatmiyor insanlar?

Yani.

Hani mesela bi de isyeri sendikal ya, yani sendikanmin toplu sozlesme
yetkisi var falan, boylesi ¢cok agir durumlar oldugunda yani biri gelip, ya
arkadaslar basima su geldi bir sey yapmahyiz ya da onu goren biri biz
bu insan i¢in bir sey yapmalyiz, buna haklar yok... Boyle deneyimlerin
oldu mu?

Bundan 6nceki yonetimde baya bi bunaltmisti bizi miidiiriimiiz. Daha sonra
biz iste sendikaya gitmeye karar verdik. Karar verdikten sonra bunun bize
geri doniisii kotii oldu. Bir ¢ok insanin magazasini degistirdiler.

Miidiir degismedi mi?

Miidiirtimiiz en son gitti ama tabi o baya bi insan1 degistirdikten sonra gitti.
Ya bi de mesela su andaki miidiiriimiiz de ayn1 sekilde sey diyor, magazadan
hicbir sey hani benim haberim olmadan sendikaya gitmeyecek diyor. Eger
benim ¢ézemeyecegim bi durum varsa diyor...

Magaza miidiiriimii diyor bunu?

Hiht

Peki onunla sorun olunca?

Iste... Benle bir sorununuz varsa bdlge miidiiriine gidin diyor, benim
magazamda diyor, miidiir yardimcis1 var diyo, ben varim diyor, insan
kaynaklar1 var diyo. Sorununuzu diyor, eger ki onlarla ¢6zemezseniz diyor,
ondan sonra sendikaya gideceksiniz diyor.

Sendikay1 olabildigince etkisiz hale getirme...

Yani, yani. Bundan 6ncekinde de mesela, biz bi kez sendikaya gitmistik, niye
gitmistik?... O zamanlar toplu is sdzlesmesi mi ne vardi, iste kimin gittigini
felan oOgrenmisler, tek tek c¢agirdilar felan. Siz niye boyle bi sey
yapiyorsunuz, iste igverene giivenmiyor musunuz; sendika sizin goziiniizi
boyuyor felan tarzinda baya bi sey.. Iste beni c¢agirdi, sana hic
yakistiramiyorum, sen geride durmalisin... Birisi gidiyosa bile hani sen gitme
arkasindan, hani muhasebede oldugum i¢in, herdalde biraz daha onlara yakin
oldugum i¢in baya bi laf sdylemisti tabi...
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Bi sey demedin tabi?

(Gtiler)

Siz aramizda bunu tekrardan konustunuz mu?

Ne gibi?

O sizi teker teker ¢cagirdiktan sonra?

Toplu olarak da cagirdi. Herkes biliyordu zaten niye ¢cagirildigini ¢iinkii zaten
onun direk sendikaya kars1 bi tepkisi vardu.

S Nasil bir intiba uyandi sizde boyle, senin gozlemledigin kadariyla?

Ya biz zaten o kisinin karakterini bildigimiz i¢in ¢ok yadirgamadik. Ciinkii
zaten tepkili bir insand1. Gittigimizde de tepki alacagimizi bilerek gittik biz.
Ona dair sikayetleriniz vardi degil mi?

Hiht

Yine de sizi o ¢cagiriyor karsisina... Peki nasil duyulmus gittiginiz?

Iste diyorum ya, seyi kimin gittigi bile, hani tek tek kimin gittigi bile
duyulmus. Bdyle yani, insanlar boyle. Cok gilivensen bile i¢inden bi tanesi...
Bi de isi ¢ok biliyorlar, hani adam ¢agiriyor mesela iki tane personel vardi
bizim, onu yonetici yaptilar sirf hani boyle seyleri gelip soyledigi i¢in onlar
yonetici oldu. Daha sonra basarisiz oldular onlar felan. Ben dedim hani
bunlar1 yonetici yaptiniz ama dedim sizin yiiziiniizii kararttilar dedim.
Sonugta hak etmiyorlardi ve yapabilecek vasifta insanlar degillerdi dedim.
Biliyordum yapamayacaklarin1 ama yapmam gerekiyordu dedi. Yani...
Boylesi seyler... Hani aranmizda muhbir falan oldugunu diisiinmek bile
zaten Orgiitlii durmanin 6niinde engel oluyor degil mi?

Yani, yani. Seyi yapacaktik mesela, iste bu ilk geldigi zamanlar imza
toplayalim felan diye diislindiik, daha sonra ona da korktuk. Simdi mesela
bizim magazamiz merkezi bir yerde biz ¢ok rahatlikla ¢ok uc noktada olan bir
yere gonderebilirler diye, ya bi cok seyi elin kolun bagh oldugu i¢in
yapamiyorsun. Sonug¢ta sen orda calisansin ve ihtiyacin oldugu igin
calistyorsun, hani ters diismek istemedigin i¢in bi ¢ok seye goz
yumabiliyorsun.

(sessizlik)

Buraya cok cesitli miisteri geliyo ya, boyle magazadan senin maasin
kadar ahsveris yapan miisteri oluyordur...

Tabi, tabi.

Ne hissettiriyor bu sana?

Yaa, tziiliyorum. Niye diyorum. Yani mesela kasada oldugumuz igin
aligveris yapiyorlar, dedigin gibi benim maasimdan fazla harcadiklar1 bile
oluyor, aldiklarma bakiyorum, sonra ben kendime bakiyorum, bir ay boyunca
calistyorum diyorum, ben bu kadar maas alamiyorum diyorum. Bu insanlar
ne yapiyorlar, nasil yapiyorlar... veya ne yapmaliyim felan diye aklimdan
gectigi oluyor... de yapacak bir sey yok, diizen bu sekilde. Cok ac1 bir sey
ama.

Miisteri olarak da aym seyi deneyimliyorsun ya, alirken mesela ne
kadar, fiyatinin ne kadar olduguna bakip...
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Tabi canim, yani. Ama Oyle degil insanlar, dedigin gibi benim maasim kadar
cok fazla aligveris yapan insan var. Ve bunu i¢in de yapabilecek bir sey yok,
diizen bu sekilde. Bazilar1 ¢cok ¢alistyor az kazaniyor, bazilar1 az ¢alisiyor ¢ok
kazantyor. Yapilabilecek bir sey yok herhalde burda.

Bu diizen degisir mi peki sence?

Degismez.

Neden?

Degismez, nasil degissin ki? Mucize olmas1 gerekiyor degismesi igin.

Oyle bir inancin da yok?

Yok. Ya haksiz kazan¢ ¢ok fazla. O olamaz yani, zannetmiyorum 6yle bir
sey. Umudum yok. Sizin var m1?

(Tebessiim ederek, var anlaminda kafami sallarim)

Benim yok.

Umut olmayinca ¢ok zor oldugu icin var ashnda. Yani boyle demek daha
dogru. Yani yasamla kurdugumuz iliskiyi ¢ok etkiliyor. Ciinkii ona
inmak baska bir enerji veriyor ya.

Ama inanabilecegin bir sey olsa belki inanabilirsin de, inanilabilecek gibi bir
sey degil. Hani mucize bile degil benim igin.

Imkansiz?

Yani. Ben dyle goriiyorum.

Ve bu durumda oniine koydugun tek sey sabirh olmak mi?

Baska bir sey yok ya. Mecburiyet karsisinda o da herhalde. Ama iyi ki de
Oyle. Sabirsiz olsaydim veya tahammiilsiiz olsaydim daha koti olurdu
herhalde ya da daha mi iyi olurdu bilmiyorum. Hani sinirimi bir yerlerden
cikartsaydim veya karsi ¢iksaydim daha mi1 1yi olurdu bilmiyorum.

Nurcan ne tiir miizikler dinliyorsun?

Ozel bir seyim yok. Kulagima hos gelen, halk miizigi, sanat miizigi, hepsini
dinlerim. Psikolojime gore biraz da. Hani biraz daha sey oldugum zamanlar,
durgun oldugum zamanlar daha hafif miizikler ve nesem 1yi oldugu zaman
halk miizigi felan.

Halk miizigi seviyorsun?

Severim.

Ozellikle dinledigin birileri var mi?

Sanat¢t isimleri pek fazla aklimda olmaz ama Giiler Duman’i felan
seviyorum. Dedigim gibi, sanat¢1 isimleri degil de, ses daha ¢ok dikkatimi
cekiyor benim. Sesi gilizel olan herkesi dinliyorum.

Hiiziinliidiir ama biraz boyle Giiler Duman.

Ben de hiiziinlii bir insanim. Severim ama, halk miiziginin hareketlisini de
severim. Sanat¢1 seyim yok benim, kiiltiirim yok oyle ¢ok fazla. Yeni ¢ikan
sanatcilar1 da bilmem, eskileri de ¢ok fazla bilmem. Ama dinlerim yani, halk
miizigini severim Ozellikle.

Cahisirken markette de miizik koyuyorlar m?

Hihi var.

Ne tarz miizikler oluyor?
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Karisik, sey degil. Insanlar cep telefonlarina gektikleri seyleri... Giindemde
olan seyler calintyor genelde.

O ses nasil biitiin giin?

Ben duymuyorum c¢ok fazla bizim radyomuz var (giiler) ama tabi kotii bir
sey. Bir ara verdiler bize, bir hafta boyunca ayni seyi dinledik, gmna geldi
bize, artik yeter falan olduk. Giizel degil siirekli ayn1 seyi dinlemek. Bi de
mecbur oldugun i¢in dinlemek de giizel degil.

Magazanin bi de seni rahatsiz eden fiziksel yapis1 da var degil mi?
Mesela havasiz dedin. Baska seni boyle rahatsiz eden neler var cahstigin
mekanla ilgili?

Ya mesela yemekhaneyi asagiya aldilar, asagist o kadar havasiz... ve pis
kokuyor. Insanin gidip yemek yiyesi bile gelmiyor ama yukaris1 da havasiz
oldugu i¢in, asagis1 en azindan biraz soguk diye, sirf soguk oldugu icin
havasiz yere gidebiliyorsun, hani kotiiniin biraz daha iyisi oldugu i¢in. Bagka
da gidebilecegin bir yer yok.

Magazadan cikmak yasak di mi molalarda?

Yasak. Izinle ¢ikabiliyorsun, onda da kirk minnet etmen gerekiyor ki...

Giin icinde hi¢ calistigin siire icinde hava alma sansin yok?

Yok.

Klima da yok su an?

Klima yok, havalandirma yok. Bulundugumuz katta kapi1 pencere de yok
zaten agabilecegimiz.

Miisteriden sikayet gelmiyor mu?

Geliyor da simdi yerin sahibiyle alakali oldugu icin, adam kasith
calistrmiyor. Hani, mahkemeligiz su anda, ¢ikartmak istiyor bizi, ya kasith
calistrmiyorlar. Isverenli alakali degil aslinda, miilk sahibiyle alakal.
Yapilabilecek bir sey yok herhalde ona da, ¢ikana kadar boyle.

Daha fazla yormayalim seni. Cok tesekkiir ederiz Nurcan.

Rica ederim, ne demek. Yarar1 olduysa...

185



	kapak SON
	TEEEEEEEZ

