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1 Chapter: Introduction 
 

1.1 Introduction 
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Gramsci, hegemony is the process by which group one maintains power over another 

through coercion and consent (Gramsci, 1994).  Connellôs research on masculine 

hegemony in the workplace informs my discussion of the methods that employers engage 

with to exploit staff through tipping processes and the systemic and gendered nature of 

such practices (Connell and Messerschmidt, 2005).  Here, I conceptualize tipping 

governance by employers as a practice which is inherently gendered seeking to explore 

these processes in a comparative analysis with masculine hegemony, illustrating the role 

of hegemony in reinforcing gendered exploitations in restaurants. 

1.3 Gendered Working Relationships and Restaurants 
 

Demonstrative of the need to apply a critical Gramscian theoretical lens of 

hegemonic masculinity to research on gender in restaurants is the large body of inquiry 

that has been undertaken to analyse gender roles and sexual exploitation within such 

establishments (Rasmusson, 2011; Lerum, 2004; Hall, 1993; Johnson, 2005  
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and Namasivayam, 2011; Liu, 2008; Maynard and Mupandawana, 2009; Von Massow 
 

and McAdams, 2012).  While capable of providing insights towards the complexity of 

tipping processes and implications for both staff and owners, the audience of this research 

is predominantly assumed to be industry and market professionals. 

In order to address the legal standards around employment and tipping, my thesis 

will draw upon a body of literature which engages with the intersection of gender, 

precarious work and Canadian employment and labour laws (Vosko, 2000; Vosko, 2006; 

Vosko, 2011; Fudge and Vosko, 2001, Thomas, 2009). This research focuses on the 

legal development and implementation of employment standards in Canada through both 

quantitative methods involving the development of comprehensive statistics as well as 

qualitative methods of critical inquiry into the role of gender in employment. In Voskoôs 

extensive work on gender and precarious employment in Canada, she has called for 

research which grounds the broad claims of her work in qualitative case studies (Vosko, 

2006).  My research will apply the wide-ranging claims of these studies on employment 

legislation and gendered precarious work by using the Ontario ESA as an example of 
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potential efficacy of this legislative reform to prevent both financial and gender based 

exploitative practices, as well as providing alternate legislative solutions. 

1.6 Chapter Overview 
 

This thesis is separated into four central chapters.  Chapter 2 outlines the 

methodological approaches applied in accessing and analyzing the data produced. 

Details around the methods of the interview process and application of theoretical 

analysis through the lens of masculine hegemony are explained in this section.  Chapter 

3 is a literature review highlighting the historical context of gendered employment and 

labour legislation in Canada, providing a foundation from which to explore contemporary 

standards in Ontario and under the Ontario Employment Standards Act.  This chapter 

begins by exploring the historical context of the gendered segmentation of labour, 

followed by a detailed analysis of the development and procession of the Ontario 

Employment Standards Act. Finally, I discuss literature around the gender roles 

associated with women in the serving industry, allowing for an overview of the 

established norms in this industry.  These norms are used to frame the broader 

implication of this case study. 

Next, chapter 4 proves the data attained through the interview process.  This is 

broken into three sections: employment conditions, tipping (in)equities, and gender roles. 

Chapter 5 examines the data gathered in the interview process to provide an analysis of 

several central themes.  The precariousness of serving work for women in Ontario is 

established and placed within the broader themes identified in the literature ip c̾ ᴐ c̾ ᴐľ! t
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serving work as it exists within the context of hegemonic masculinity. Once this 

understanding of serving work, tips and their interrelation, which facilitates continued 

oppressive norms and precarious labour for women is established, the specific 

implications of the ESA are assessed.  In this section, recommendations for positive and 

more equitable change are made regarding both industry standards and legislative 

reforms.  The final chapter provides an overview of the central themes and major 

conclusions to be drawn for this research and situate it in the broader socio-political, 

sociological and legal disciplines for which it is relevant. 
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production is rationalized by an ideology incorporating compromise and consensus (Cox, 

1977).  The consensus given by the working class is facilitated through a confidence in 

the prestige ñwhich the dominant class enjoys as a result of its position of power in the 

world of productionò (Gramsci, 1994, p. 12).  Thus, hegemony is the result of both 

ideological coercion by the bourgeoisie as well as the juridical legal governance of state 

powers.  In the event that ideological apparatuses of control, such as media, educational 

institutions and patriarchal social structures are ineffective, resistance to them will be met 

with forced control. 

Masculine Hegemony 
 

Connellôs extension of hegemony to include an analysis of hegemonic masculinity 

is the study of the ideological powers that sustain patriarchal dominance in contemporary 

Western culture.  Connell describes the concept as revolving around ñgender practice 

which embodies the current legitimacy of [é] the domination of men and the 

subordination of women.ò (Connell, 2005, p. 77).  In agreement with Gramsciôs 

conceptualization of hegemony, Connell perceives masculine hegemony as primarily 

comprised of ideological forces that act to reinforce the hierarchy of men to women. He 

notes, however, that there do exist in contemporary societies legislative and juridical 
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Important to discuss in this study of masculine hegemony is the patriarchal 

hegemony that exists in 
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Gramsciôs analysis of hegemony and its ability to encompass the role of social 

reproduction into an understanding of the maintenance of capitalist order as an important 

tool for conceptualizations of patriarchal oppression (Ledwith, 2009). 

As a result of the need to maintain this relationship women have largely been 

relegated into the secondary labour market.  This labour market can be understood as 

subordinate to the primary labour market in that it is marked by full time and continuous 

labour (Thomas, 2005).  The social reproduction of gender roles and gendered 

segmentation of labour, thus, acts to uphold capitalist order while also reifying gendered 

social reproduction. In order to explicate the hegemonic influence and reasons for 

sustaining gendered labour segmentation, we must consider the connection of social 

reproduction to wage labour. 

As women have become integrated into wage labour, the social reproduction of 

consent to subordination within capitalist social order becomes disturbed.  For this reason 

it is integral to hegemonic capitalist order that women are prevented from attaining the 

full integration into wage labour.  Industries marked by part-time, unstable and low- 

waged work in the secondary labour market that have become feminized act to uphold the 

capitalist model of social control which holds paramount the white male breadwinner 

(Hooks, 2005).  A feminist analysis of precarious labour, as discussed in section 3.1, is 

able to provide a detailed and specific understanding towards the mechanisms by which 

contemporary Canadian markets develop and sustain the precariousness of womenôs 

work. 
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exploitation of women in the restaurant industry, methods of resistance theoretically 

proposed to counter hegemony will be applied. Gramsciôs work largely focuses on the 

ideological apparatuses that continue the complacency of individuals and groups to 

subordination and exploitation.  Following this line of thought, social change and 

resistance to the ideological forces, which support capitalism involves troubling and 

removing these ideas from popular belief and replacing them with a different ideological 

understanding.  Interview results are able to provide an understanding of the mechanisms 

by which gendered based subordination is produced in restaurants through both consent 

and coercive tactics. These will be assessed in greater detail to provide meaningful 

suggestions for servers experiencing gender based subordination and exploitation. 

The interconnected nature of poor working conditions for servers to broader 

regimes of gendered labour segmentation of women into precarious work must also be 

considered in this analysis.  Current employment legislation will be analyzed as a 

coercive tool, which allows employers to force consent upon servers, while also being 

capable of providing meaningful rights based protections for servers. 

Conclusion: 
 

This chapter outlines the theoretical framework of hegemonic masculinity and its 

application to the gender based inequities in workplaces (micro level) as well as the 

social segmentation of labour industries (macro level).  This theoretical structure of 

understanding will inform analysis on the gendered segmentation of labour in Canada the 

legislative reinforcement of such controls.  Gramsciôs notion of hegemony and its 

extension to masculine hegemony have been outlined with consideration to their 

application to working relationships in restaurants, followed by a discussion around 





18  

connections.  While these vary in closeness, I have known all respondents in some 

capacity prior to beginning the interview process.  Attached as Appendix C is the script, 

which was used to determine eligibility and select participants.  The interview questions 

were broadly framed and open-ended in order to allow participants to discuss the topics 

which they considered to have been most impactful in their working experiences. This 

included fifteen open-ended, structured questions and further probing based on responses 

given.  Attached as Appendix D are the interview questions.  Interviews took place 

between January and May of 2013.  Each interview lasted no longer than one hour.  Data 

was recorded by real-time typed transcription. 

The application of feminist research methods in the interview process relates to 

both the purpose of this research as well as the value of such methods to data production. 

In producing research which aims to reveal gendered inequities in both the workplace and 

in broader legal frameworks in Canada, it is consistent and integral to apply methods 
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Having closely followed in trends of research on the interconnection between 

gender, legislation and precarious and subordinate labour, my thesis aims to ground these 

themes in contemporary practical experiences.  While there does exist a moderate body of 

literature which focuses on case studies of restaurants and interview based approaches, 

these are predominantly focused on issues of sexuality and consumer tipping norms in the 

workplace (Creighton, 1982; Johnson, 2005; Liu, 2008; Hall, 1993; Maynard 

& Mupandawana, 2009).  These researchers are often able to link such issues to a broader 

theoretical framework, but they have yet to be analyzed in relation to legal regimes in 

Canada.  Further, having worked as a server in restaurants for several years, it is clear in 

my experience that many of these studies (outside of the theoretical sphere) produce little 

information that would not be common knowledge to an experienced server.  These 

works, however, have been helpful in grounding these knowledges in empirical data. As 

a result, the interview questions in this study have omitted questions that focus 

specifically on hyper-sexualization and customer tipping patterns in restaurants. Despite 

this omission, it should be noted that such themes were present in many of the 

respondentsô interviews. 

The questions attempt to provide information on several interconnected 

conditions of work for the respondents.  The overall precarity of restaurant service work 

is gauged by questions 1, 6 and 7.  Question 1 asks respondents to determine how many 

restaurants they have worked for.  This close-ended question was placed at the start in 

order to allow the respondents to begin the interview process with a sense of confidence 

in response.  Gradually the questions work towards the central theme of this research, 

which is the impact of tipping on the precarity and insecurity of service work.  These 
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a dominant role in leading these conversations towards issues in the workplace that they 

felt were important.  By allowing for a flexible conversation such as this, the participants 

were empowered to discuss issues that they deemed to be of importance. The result is 

that answers to the same questions vary substantially in length. No respondents were 

ever stopped or interrupted during any explanation.  These techniques and my role as a 

fellow server aided overall in the quality of answers provided by respondents by making 

the process less formal and more accessible.  Many times respondents would divulge 

information or use somewhat vulgar language which likely would not have been 

expressed had the interviewer been an unknown academic or male. 

While using feminist interviewing techniques did prove to be substantially 

beneficial overall, I did note some concerns with the efficacy of the process during 

certain interviews.  Three of the respondents asked me questions very early on such as: 

ñIs that what youôre looking for?ò or ñDid I answer that right?ò.  The reason for the 

questions from the respondents may be interpreted in two separate ways.  First, it is 

possible that the respondents were seeking approval in mנM

e parate wa" osï1 ᵀMᶀľre!s
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A final reflection, which needs to be addressed, is the interview questions. More 

consideration for the wording of the questions and ordering in which they were asked 

may have increased the validity of the data collected.  As previously mentioned, the 

ordering of questions 3 and 4 may have hinted to participants that the research sought to 

establish whether or not positions in restaurants are gendered. While this revelation is 

not a threat to the information provided, it may have turned the minds of the participants 

towards the intent of the research rather than solely to the¾To th]
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women in restaurants.  This theoretical understanding will also be used to inform an 

analysis of Ontario employment legislation with respect to tips for servers. Next the 

interview methods and process are presented in the context of feminist research 

methodology.  Finally, the structures by which research questions have been 

compartmentalized and sorted is explained in order to provide explanation for data 

interpretation.  Chapter 5 embodies the application of these methods to the data provided 

in the research process. 
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industries varied greatly dependent on which gender predominantly occupied the job. 

Further, a presumption was built upon the notion that women should only occupy 

working positions in efforts to supplement the income of the male breadwinner of the 

family, therefore the financial needs of women were believed to be less than that of men 

(Connell, 2010).  This stems from the belief that wages should reflect the sum needs of a 

family; ideally, the man of the household should provide income sufficient to support the 

entire family, otherwise referred to as a ófamily wageô. Thus, wages for women became 

systemically structured at significantly lower rates (Kessler-Harris, 1988).  In Canada, all 

provincial employment legislation of this time specifically dictated womenôs minimum 

wages to be lesser than that of men (Vosko, 2001). 

TABLE 2 
 

Leading Occupations for Women, 1921 
 

Occupation Numbers 

Clerical 78, 342 

Servant 78, 118 

Teacher 49, 795 

Saleswoman 35, 747 

Housekeeper 23, 167 

Nurse 21, 162 

Dressmaker/Seamstress 16, 612 

Farmer 16, 315 

Textile Factory Operative 15, 193 

Clothing Factory Operative 14, 470 
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bargaining, rights to trade union organization and dispute settlement (Canadian Labour 

Code, R.S.C., 1985, c. L-2).   As unions became solidified and empowered through this 

era of legislative change, so too did the primary labour market and standard employment 

relationship.  Consequently, this legislative reform simultaneously reified social 

constructions of the male breadwinner requiring a family wage and working women 

earning a subordinate and subsidiary wage. 

On its face, federal labour legislation does not distinguish differential treatment of 

gender.  However, the predominantly male membership of unions in the 1950s and 1960s 

distinctly marks this divide.  As labour legislation became well established in post-war 

times, so too did provincial employment standards.  While federal labour laws saw 

increased powers in collective bargaining and dispute resolution techniques which 

empowered workers to self-govern employment relationships, provincial employment 

standards largely dictated legal minimums (Vosko, 2001).  Thus, a two-tiered 

construction of employment legislation in Canada was established in which the primary 

labour market saw increased powers in collective bargaining and stable working 

relationships while the secondary labour market saw little workersô rights outside of the 

ability to dispute predetermined minimum standards. 

During the 1970s and 1980s, the primary labour market saw an influx of gender 

equality, as women increasingly occupied positions in more stable and full time 

employment.  During this time the concept of a ófamily wageô, earned by the sole male 











44  

minimum vacation pay, minimum break periods, etc. (Ontario Employment Standards 

Act, 2000). In an analysis of labour and hegemony, Cox noted that employers will often 

make minimal sacrifices in order to ensure compliance. These sacrifices facilitate 

acquiescence through a false belief of employer flexibility and thus, the subordination 

that hegemonic relations demand. Very important to this analysis is the employersô 

balance of sacrifice and power, making sure  never to provide the labourer any actual 

control (Cox, 1977).   Thus, by mandating minimums, the ESA can be operated by 

employers as a mechanism to produce hegemonic labour relations. 

The fact that the ESA can be manipulated by employers does not necessarily mean 

that it is. For instance, many employers in Ontario pay wages well above the set 

minimums, offer lengthy paid breaks and shifts far less than the ESA accepted 60 hour 

work week.  However, for this anaylsis, non-unionized, minimum waged employees have 

been selected for review in order to understand the relationship between the ESA and 

h
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are particularly at risk of facing workplace inequity, arguably facilitated by the ESA, as 

almost 80% of serving staff in Ontario are women (Statistics Canada, 2006). 

Arguably the most overt inconsistency in the ESAôs governance of this industry 

revolves around wages and tipping.  Ontario employment regulations specifically and 

directly ensure that wages in the restaurant industry remain substantially below any other 

by designating a legal minimum wage lower than that of any other profession for tip- 

earning servers.  Currently, this amounts to $9.55/hour as opposed to the otherwise 

mandated minimum of $11.00/hour.  It is an unspoken assumption of the legislation that 

tips earned by serving staff will supplement the low wages substantially enough to ensure 

that servers are not paid less than the equivalent of the provinceôs minimum wage for all 

other kinds of work.  While the precarity of gratuities problematizes this belief, it is 

further disturbed by the lack of regulation, which exists around tipping in Ontario. The 

ESA explicitly excludes tips from its legal definition of wages, ensuring that this 

regulatory Act is not accountable for any oversight of the supplementary income, the 

existence of which it simply assumes (Ontario Employment Standards Act, 2000). 

In recent years, inequities around tipping structures in restaurants have surfaced in 

political debates at the Ontario Legislature.  First introduced in 2010, 
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respect to tips and other gratuities, First Reading, October 6, 2010, 39th Parliament, 2nd 

Session).  While the Bill does not address the broader implications and inequalities 

caused by excluding tips from the protections provided to all other wages, it does prevent 

a major source of inequity resulting from the powers that restaurant owners have to 

directly withdraw tips from serving staff.  This practice has become common in many 

Ontario restaurants, where a percentage of each employeeôs sales is added to the amount 

owed to the business after every shift.  As an example, a server who sells $920.50 at a 

downtown Toronto restaurant is required to pay to the restaurant $23.02 in óTip-Outsô 

which are withdrawn from the total tips owed to the server and deposited directly to the 

owners bank account.  Attached as Appendix A is the daily sales read of a server at such 

a restaurant which clearly states the total tips earned for the shift, the deductions of these 

tips and the final amount provided to the server after the restaurant has taken their share. 

On a busy shift with high sales servers at such restaurants are forced to hand over around 

$60.00 of tips earned. While many more subtle methods of exploiting serversô tips exist 

in the industry, this is easily the most obvious method by which restaurant owners profit 

from the exploitation of staff. 

The first reading of Bill 114 was met largely with support from all parties at the 

legislature, as it is quite unconscionable for any politician to argue in favour of such an 

overt injustice.  Of course, some were able to fit in acknowledgements of the ñdemands 

on businesses to survive in this highly competitive hospitality industryò, however these 

concerns were quite padded with sympathies to the ñlow-waged workers of Ontarioò 

(Ontario, Legislative Assembly, Official Reports of Debates (Hansard), 39th Parl, 2nd 

Sess, No 10 (28 October 2010) at 1550 (Hon Steve Peters)).  Despite wide support and 
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exploitation in restaurants for decades (Rasmusson, 2011; Lerum, 2004; Hall, 1993; 
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particular roles.  These roles are often inclusive of uniform standards which sexualize 

feminine body features (Creighton, 1982) and tasks associated with table serving in 

restaurants which are inherently gendered in nature (Rasmusson, 2011). Statistics 

demonstrate that working in the restaurant industry increases a womanôs likelihood of 

being sexually harassed.  Most notably, women are more than twice as likely to 

experience insulting sexual comments and sexual gestures while working in restaurants. 

While the results of this survey pertain to sexual harassment more broadly, it is important 

to note the different kinds of sexualization and sexual harassment that occur in 

restaurants.  These can be broken into two main categories; sexual harassment by 

coworkers and sexual harassment by customers.  While the two are likely to overlap in 

nature and cause, there are several important factors which separate them. 

It has been widely established by social researchers that there is a power 

imbalance, which exists between the customer and server in restaurant work (Hall, 1993; 

Lerum, 2004; Guiffre, 1994; Williams, 1994).  This imbalance is further exacerbated by 

tipping structures which allow each guest to independently affect the wages earned by the 

server.  Case studies have also established the existence of employer pressures on serving 

staff to flirt and demonstrate a submissive demeanor with customers (Hall, 1993; 

Rasmusson, 2001).  This expectation, coupled with provocative uniform standards and 

precarious wages facilitate a working environment which is both ripe with sexual 

exploitation while also blurring the lines between what is considered sexual harassment 

and what is an expectation of the job.  Research indicates that many servers who have 

experienced what can legally be defined as sexual harassment do not perceive it as such 
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(Chai-Jeng, Kliener, 2011).   In many restaurants, a sexual advance from a guest to a 

server is considered a ñjob well doneò by management (Hall, 1993). 

Lerumôs recent ethnographic research around sexuality and camaraderie within 

restaurants reveals social and cultural features, which she argues are reflective of 

organizational structures around gender in the restaurant industry (2004). The study 

illustrates the use of hyper-sexualized interactions, through language, gestures and 

physical exchanges, between staff acting as mechanisms bonding them to each other. 

Threats of ñrapeò and what would normally be considered derogatory language such as 

referring to women working as ñprostitutesò were noted as having become socially 

normalized in the workplaces (Lerum, 2004, p. 761).  These interactions are further 

extended to include physical sexual touches in the workplace. In many restaurant 

workplaces to become the recipient of overtly sexual behaviour is a form of acceptance 

among staff.  The boundaries of these actions, however, are not discontinued based on the 

hierarchical structures of the workplaces.  In many situations, Lerum described gendered 

and sexualized exchanges between management and workers.  Thus the workplace 
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While social science researchers have largely tackled topics around social 

interaction and sexuality in restaurants, business and industry researchers have studied 

tipping regimes in modern restaurants.  As some social science researchers have 
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by management may be provided with shifts that are known to yield higher tips. Further, 

servers who are being punished by management could be allocated a section of tables 

which are known to yield lesser tips (Von Massow & McAdams, 2012).  óTable hogsô are 

an example provided of methods by which servers may assert dominance over each other 

in tip earnings.  A ótable hogô is a server who claims more tables than others throughout 

the shift, thus selling more with the intention of earning more in gratuities. While these 

examples are helpful and important to any discussion of the relationship between tipping 

and exploitation in restaurant service work, Von Massow and McAdams have yet to more 

deeply explore these topics.  Much more research is required into the methods by which 

tips are controlled and the linkage between this dominance and control with gender and 

sexual exploitation in restaurants.  The following chapter will provide the theoretical lens 

of hegemony and its extension to hegemonic masculinity from which dominance and 

control will be analyzed in the restaurant context. Further, methods of performing data 

collection and interpretation will be articulated. 

 
 

3.4 Chapter Conclusion 
 

This chapter discusses the debates on gendered and exploitative labour practices. 
 

It outlines the historical context of gendered and precarious labour for women. 

Conceptual analytical tools such as the standard employment relationship and precarious 

labour are defined, providing a groundwork of knowledge around the entrance and 

marginalization of women in Canadian labour markets.  Next, the Ontario Employment 

Standards Act is investigated and its ability to be applied as a mechanism of hegemonic 

coercion is discussed.  Finally, the gendered and sexualized nature of restaurant work is 
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being the longest time period and 1.5 years being the shortest time period.  In responding 

to this question, many respondents reflected that the concept of ófull-timeô employment in 

restaurants does not actually mean that you are consistently working 35-40 hours each 
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Have received Benefits 10% 

Paid more than Serverôs Minimum Wage 0% 

 
 

In order to measure the precarity of income resulting from tipping structures three 

central questions were asked addressing this issue.  Questions 6 and 8 ask the servers to 

explain the specific processes by which sections and scheduling are determined.  These 

are two of the major factors impacting tip earnings, as identified by Von Massow and 

McAdams (2012). When asked to explain the process of scheduling and shift allocation 

in restaurants, all of the servers stated that seniority was the main determining factor. As 

one of the respondents explained, ñThey had a list and, based on seniority, they would 

give you better shifts.  In some places, newer people would always be put on breakfast 

because there isnôt as much sales, so you donôt make as much tips. You have to work 

your way up to better shifts.ò  The consensus explained by all servers interviewed is that 

the more seniority a server has, the better her shifts will be and the determining factor of 

which shift is better or worse, is the amount of tips to be earned.  The statement from the 

server above demonstrates that despite a breakfast shift being during the day and meaning 

having a night off, servers consider night shifts to be more attractive because of higher 

sales and therefore higher tips and overall earnings. Four of the servers interviewed also 

identified a managerôs preference in staff as a factor determining the schedule. These 

servers expressed that the managerôs favourite staff are more likely to have the best 

shifts.  One server explained that willingness to wear revealing clothing and personal 

appearance in terms of attractiveness was a known factor in impacting oneôs shift 

allocations at a particular restaurant in which she was employed. 
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The number of separate factors indicated by servers demonstrates that tips are 

inherently precarious and cannot be determined by providing excellent customer service. 

Of the twelve separate factors indicated, scheduling and sections will impact a server no 

matter the shift she works.  Certain considerations such as a sporting event or an event at 

the establishment have the ability to dramatically increase the sales of servers. As one 

respondent explained, ñI have never particularly cared for sports, but when hockey is on 

and Iôm making way more money, I follow it like a fanatic.ò  She went on to explain that 

the further a local team gets in any sort of playoff rounds impacts the amount of times 

that her workplace will see a high volume in customers, in sales, and by extension, in 

tips.  Four of the respondents discussed the weather as an important factor. As many 

Ontario restaurants provide outdoor patio service, the servers scheduled for patio shifts 

rely on good weather conditions to be able to earn tips. 

Many of the respondents discussed the demographics of the customers as relevant 

to tip earnings.  More specifically, gender, age, and income of clients were listed as 

indicators that have an influence on tips.  ñA table of men is usually better than a table of 

womenò, one server explained.  Another elaborated on this notion, ñé lonely, wealthy 

old men who want attention from younger underdressed girlsò.  She went on to detail that 

this demographic would generally provide higher tips. 

Related to the impact of clientele in influencing tips is the type of establishment in 

which the server is employed.  Question 2 investigates the types of restaurants that 

Events 2 

Consumption of alcohol by customer 1 
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information about the mechanisms by which such standards are controlled within 

individual establishments, at the ground level. In order to provide a framework from 

which to understand the controls over tipping, I first explain the tip-out process17 through 

the experiences of the servers interviewed; next, I describe the controls that are 

established over tips more broadly; and finally I describe the equity of tip sharing, and 

reliability, and protections around tips. 

Question 9 requests that respondents explain the tip-out processes of the 

restaurants industry as they have experienced them.  All respondents began by explaining 
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earned.   The majority of servers experienced tip out standards which would have them 

remit a specific percentage of total sales to the employer to disperse to kitchen staff and 

management, while the percentages allocated to bussers, bartenders and hosts would be 

calculated by the server and handed to the specific support staff who is on the shift 

worked.  Two of the respondents speculated that they did not believe management was 

remitting all of the tip outs to the staff appropriately. These servers believed that the 

employer would keep some of the funds for themselves before reallocating to the support 

staff. As one explained ñ The kitchen got paid an extra dollar an hour no matter what. 
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provided with these products, only the servers were made to provide compensation. 

Every two weeks, two dollars would be added to each serverôs cash owed at the end of 

the shift, and subtracted from total tip amounts. No opt-out option existed for those who 

chose not to consume these products. 

Another trend, identified by six of the respondents, was walk-out fund payments. 

Much like the cutlery cost payments, this amount is not determined based on percentage 

of sales. Rather, it is a flat dollar amount added to the total funds owed by servers at the 

end of each shift.  The range of money set aside for the walk-out funds ranged from $1.00 

and $2.00 per shift.  The justification for the walk-out fund, is to alleviate the costs of 

walk-outs for servers.  The discussion around this fund revealed another industry 

standard by which tips are appropriated by employers.  Should a table in a serverôs 

section leave the restaurant without payment for the meal or drinks served, certain 

establishments will impose this cost on the individual server.  This imposition is 

facilitated by the inability of a server to void or remove the sales from the total amount 

owed at the end of a shift.  Thus, the amount is added to the total owed back to the 

restaurant and subtracted from tips earned.  The server must also tip-out based on this 

amount.  One server interviewed explained that dependent on her managers interpretation 

of her efforts to prevent such theft, they may void the amount, not forcing her to take it 

from her tips, whereas if the manager believed insufficient efforts were made to avoid the 

theft by the customer, she would be made to pay the total amount of the walk-out. 

While cutlery costs, walk-out funds, and beverage consumption costs were not 

named by all respondents, none of these topics were directly investigated in the interview 

process.  The frequency of such practices can, therefore, not be determined.  However 
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4.3 Gender 
 

In order to assess whether the precarity of tips is a matter disproportionately 

impacting women, questions 3 through 5 ask respondents to provide information 

regarding the gender roles of positions within the restaurants in which they have been 

employed.  By investigating the gender roles in management positions, question 4 seeks 

to ascertain whether womenôs positions in more powerful roles in the restaurant industry 

reflects trends in broader society.  This section will begin with an assessment of gender 

roles and positions in restaurants in order to provide context. Following this, responses to 

question 6, which deals more specifically with the reasons and experiences around such 

gender roles, will be provided. 

When asked to explain the overall ratio of men to women in serving positions for 

the restaurants in which the respondents have worked, all servers expressed that more 

women had been employed in serving positions. Significantly, the range of experiences 

indicated the average disparity in gender for serving positions was 2 men serving for 

every 10 women.  Eight of the respondents specifically indicated having been employed 

for restaurants, which only hire women to serve. Unlike serving positions, the 

respondents described a much less divisive pattern in managerial positions. While the 
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attractive young women to waitress in his establishment. Several of the women 

interviewed supported this concept in explaining that the majority of servers with whom 

they had been employed were attractive, young and below a certain weight.  Overall, the 

patterns of gendered segmentation of labour within the restaurant industry became quite 

overt through these questions and represent a strong correlation between the precarity of 

tips and gendered hiring practices. 

 
 

4.4 Chapter Conclusion 
 

This chapter outlines the data collected through the interview process and divides 

it into three analytical frameworks. First the precarity of serving work is established 

through investigations such as the duration of employment and stability of scheduling. 

Next the interplay of tips and stability of working conditions is established through 

information provided around tip-out processes and methods by which tips can be 

influenced.  Finally, the gendered nature of serving is demonstrated by data provided 

around hiring practices and gendered tasks in the workplace. The data provided in the 

interview process strongly indicates that women are overrepresented in serving positions 

in Ontario.  The workplace for these women is marked by precarity and gender based 

discriminatory practices. 
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Through an analysis of the data provided on industry standards, it is clear that 

women working in restaurants are subjected to the unstable and exploitative standards of 

the secondary labour market. Much as women have been, and continue to be, 

overrepresented in feminized occupations such as clerical work, nursing and sales work, 

interview data supports the claim that women are consistently overrepresented within the 

occupation of serving in Ontario.  All respondents expressed having worked with serving 

colleagues who were predominantly women.  Moreover, the responses provided 

explicitly describe large numbers of establishments, which will only hire women as 

servers. Following trends in occupational distribution, which have seen an increased 

amount of women entering the primary labour market (Statistics Canada, 2010), 

interview data demonstrates a far less divisive role of men and women in managerial 

positions within restaurants.  These numbers coincide with an analysis of gendered 

labour, which encompasses the divisions in class and labour markets. 

Of the servers interviewed, only one had been placed in a managerial position 

despite the majority of respondents having been employed in the industry for several 

years.  It is noteworthy that the respondent who was employed as a manager was also 

expected to perform her duties as a server while managing shifts.  An analysis of class 

might suggest that while more affluent women have become increasingly involved in the 

primary labour market, following paid education, women who have historically 

experienced disadvantage continue to be overrepresented in the feminized and more 

unstable working conditions of the secondary labour market.  This also raises concerns 

around the subtle mechanisms by which patriarchy can be perpetuated in contemporary 

labour markets. 
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The precariousness of industry-wide standards for servers was established through 

the analysis of multiple factors in the interview process. The overall instability of serving 

positions within restaurants in Ontario was revealed to be a matter of concern on multiple 

levels.  Firstly, the number of restaurants in which each respondent had been employed 

vastly outnumbered the average number of years for which the servers had been 

employed in the serving industry.  On average, the respondents had been employed as 

servers by 11 restaurants, the highest number of employers being 17.  This indicates that 

there is a high rate of movement from one establishment to the next, making long-term 

employment for a single employer rare in the serving industry. 

Precarity for serving positions was also indicated by both the lack of long term 
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servers are expected to go into each shift scheduled without any knowledge of how long 

the shift might be (one respondent explained that her shift may range from 3 to 12 hours 

long).  Further, servers may not even begin their shifts should the night be slower than 
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management may exert control over a serverôs ability to earn tips, while also adding an 

important layer to this issue around power and gender.  On a smaller scale, in terms of 

financial implication, managerial controls over sections assigned to servers became a 

prevalent concern raised in the interview process. These concepts will be elaborated on 

in the preceding section on gender roles and masculine hegemony. 

While Von Massow and McAdams provide important data around the managerial 

controls exerted over sections and scheduling impacting tips as wages for servers, many 

additional factors were identified by respondents of this study.  Although many of these 

factors can be linked to scheduling, they provide for a valuable understanding of the 

additional layers of precarity involved in serving work. Table 5 lists the various elements 

named by respondents as having impacts on tip earnings. These factors can be divided 

into sub-categories of those which are related to scheduling, those which are influenced 

by other staff working in restaurants and those which depend on the characteristics of the 

establishment. 

The efficiency of bartenders, kitchen staff, bussers and hosts were all named to 

have an impact of the ability of servers to earn tips. Each of these support staff plays an 

integral role in providing the customers with a service for which servers are paid or not 

paid for through tips.  Despite the precarity and subjective nature of tips being provided 

by customers, serving staff are required to provide tip-out amounts based on total sales. 

Thus, while the performance of all support staff within an establishment is rewarded with 

a steady and reliable percentage of tips based on sales, a serverôs earnings through tips 

are not.  Many of the servers interviewed expressed concerns with this process and 

explained situations in which their earnings were deeply impacted by the performance of 
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support staff.  Further, such relations amount to a power dynamic, which places servers in 

positions which must depend upon positive relations with many coworkers which might 

be out of their control.  For instance, one respondent explained that her negative rapport 

with kitchen staff had led to her orders taking longer to be made, leading customers to tip 

less. This dynamic is relevant for all relations between servers and colleagues who 

provide the support necessary to provide positive customer relations.  Dependent on tip- 

out amounts, servers may actually be forced to pay support staff for services, which are 

not rendered and actually lose income as a result of such processes. Von Massow and 

McAdams investigate the implications for restaurant owners around tip-out procedures 

and equity, but they do not discuss the possibility of serving staff leaving shifts with no 

tips, as identified in my interview process. 

Factors that influence scheduling include, weather, sports events, and restaurant 

events. All of these elements will impact the volume of customers attending restaurants 

and bars on specific shifts, thus impacting a serverôs ability to produce tips.  Some 

establishments may host large parties for events, provide sports events on televisions or 

have patios, which are only open based on agreeable weather, largely impacting the 

volume of customers.  These scheduling implications should be understood as an 
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5.2 Gender Roles in Restaurants and Masculine Hegemony 
 

As discussed in section 2.1, my methodological approach to understanding gender 

roles and the social reproduction of them in restaurants is through the theoretical lens of 

hegemonic masculinity.  In taking this approach, I engage with two interconnected levels 

analysis.  Firstly, in order to provide insights towards the context of gendered 

subordination, I evaluate the restaurant industry in terms of its structural procedures and 

barriers for women.  This will be elaborated to include an analysis of the role in tips in 

facilitating such industry wide gendered hierarchies.  This analysis is extended to the 

broader regimes of gendered labour segmentation and the controlling forces around 

labour markets.  Secondly, in section 5.3, I assess gendered subordination through 

juridical force in terms of employment legislation and more specifically, the Ontario 

Employment Standards Act. Assessment of the ESA as rights based legislation, through 

the lens of hegemony and counter-hegemony, is also undertaken in order to evaluate its 

ability to create equity in the workplace and labour market. 

It has been well established by many social science and occupational researchers 

that serving tables in Western society is an occupation predominantly undertaken by 

women (Creighton, 1982; Hall, 1993; Williams, 1994; Ramusson, 2011). This case study 

supports those findings in the context of contemporary Ontario restaurant workplaces. 

Each of the interviewees affirmed that women dominate the serving staff of all 

establishments in which they have been employed.  Further, many of the respondents 

describe having been employed for restaurants that will only hire women to serve. 

Finally, all respondents beli ḓy 
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explaining that ñSex sellsò and therefore only women would be hired in serving positions 

at his establishment. The processes by which servers are subordinated based on gender in 

restaurants can be understood as operating under the broad scope of a patriarchal society, 

but w



90  

revealing, dress code and only hired women to serve in order to compete financially. This 

example and the systemic hiring of women into subordinate serving positions are able to 

demonstrate the practical means by which the ideological gender roles of women are 

reproduced in Ontario restaurants.  By predominantly positioning women working for 

restaurants as servers, the inner relations of the workplace that are divisive based on job- 

type also become divisive based on gender. 

Outside of the hiring structures, which act to reify gender roles in restaurants 

(Neumark et. al., 1996; Lerum, 2004), exists a hierarchy within the workplace, which 

operates to systemically socially disadvantage women in serving positions.  Although tips 

are able to provide servers with what may be a much higher income than other workers, 

for example kitchen staff, it is the precarity of these tips which places serving staff in 

more subordinated social roles in restaurants. The previous section of this chapter 

focused on the factors, which are known to increase the precarity of tips. In this section, 

the controls of management and other staff will be assessed in influencing such 

vulnerabilities, with specific attention paid to the gendered nature of these roles. 

Von Massow and McAdams describe the two-tiered system of restaurants as they 

operate on the basis of a ñfront of houseò and ñback of houseò staffing relationship (Von 

Massow & McAdams, 2012).  The front refers to all of the staff whose jobs 

predominantly take place in customer relations.  These include servers, hosts, bartenders, 

managers and bussers.  The back refers to line cooks, prep cooks, dishwashers and, 

depending on the specific establishment, the bussers will also be considered back of 

house. The back of house is commonly entirely made up of men, whereas the front of 

house sees a slightly more diverse gender representation overall.  However, as discussed, 
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serving staff are overwhelmingly represented by women.  The gendered division of 

labour in restaurants provides for mechanisms by which to establish differential 

expectations and levels of subordination.  Examples of this are demonstrated by the 

revealing uniforms many servers described being forced to wear versus the kitchen staff 

whose physical attractiveness and compliance in revealing uniform standards is not a job 

requisite.  In objectifying women based on appearance, the restaurant as a workplace, acts 

to reinforce the social ideological norms that devalue a womanôs capacity to perform 
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embedded in the structural nature of serving work through the ability of support staff to 

impact tip-wages.  It should also be noted that all support staff, inclusive of bartenders, 

hosts and managers, will impact the tips generated by servers.  However, despite these 

staff not being largely overrepresented in terms of gender, their influence on servers, who 

are overrepresented by women, still maintains and supports the gendered subordination of 

women, which acts to reinforce masculine hegemony. 

The inequity of the process by which servers become reliant on positive relations 

with all other restaurant staff is further exacerbated by the tip-out structures inherent to 

the majority of Ontario establishments.  As a result of providing percentages of total sales 

to each of the other groups of staff members, servers remain the sole workers in 

restaurants who do not receive a set amount of tips based on the restaurantôs sales. 

Instead, servers are forced to distribute their own precarious tips to all support staff in 

stable amounts.  In considering that serving is the sole position in restaurants, which is 

grossly overrepresented by women and is also the sole position which is marked by 

severely unstable wages, it is clear that workplace wage insecurity in restaurants is a 

problem disproportionately impacting women.  It is through this insecurity that masculine 

interests can be exercised by threat of coercion.  The ability the majority of other staff to 

impact wages for women in serving positions creates an atmosphere in which servers are 

first encourages to consent to performing gender roles and remaining subordinate, 

however are ultimately operating under the constant threat of coercion.  This relationship 

between staff very clearly exemplified Connellôs conceptualization of gender roles in the 

workplace (2005). 
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The instability of tips can also been seen through the scheduling practices which 

see servers becoming reliant on good shifts and sections (as conceptualized in section 

4.1).  The informal and subjective processes by which sections and shifts are allocated 

result in a power dynamic, which sees the server as continuously becoming vulnerable to 

the will of management.  This allows for a multitude of exploitative and gender based 

norms to develop and become reaffirmed.  One example identified in the interview 

process included the need for servers to maintain a friendly and even flirtatious 

relationship with men in management in order to secure good tip earning shifts. Servers 

who stayed after work 
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controls around tipping creates a dynamic where alternatives to such practices are 

inaccessible, thus facilitate an acquiescence of serving staff to such norms. 

Finally, serving staff become subordinated and exploited by patrons of such 

establishments as a result of the precarity of tips. " ү| tipMָMᴐᴰӏcome ᴀΖ ҿM
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other staff would remain commonplace, and the subordinate roles of servers in the 

hierarchy of restaurants would thus remain the same. 

Despite Prueôs bill not being controversial in nature, as it is difficult to argue that 

employers should maintain rights to withhold serversô tips, many business associations 

did speak against the bill in the legislature. The several attempts to have this legislation 

enacted demonstrate the inefficacy of legislative reforms to adequately protect workers. 

In the most recent (and still failed) attempt to pass the amendments, they were quite 

significantly modified to provide more detail and security around the billôs protections 

(Appendix B.2). These changes, however also provided exemptions, allowing restaurant 

owners to withhold tips on the basis of their own involvement in the business aff]ӏmנm
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The ESA must remove its exemption of tips from the definition of wages in order 

to provide the same, if not similar protections to servers. While the earning of tips is an 

unstable practice which might not be easily governed by the Ministry of Labour, the 

protections around the tips once they have been provided from customers to servers must 

be equal to those which are provided to all other workers in Ontario, in order to mitigate 

the inequities faced by women in serving professions.  By providing legal sanctions to 

prevent managerial staff and employers from exercising controls over tips as wages in 

subjective and potentially sexist way, the ESA would better represent the needs of servers 

in the workplace. 

While these recommended amendments to the ESA and oversight by the Ministry 

of Labour have the capacity to alleviate the precarity of tips as wages for servers, there 

are many other factors which act to facilitate inequities in serving positions that exist 

outside of the law and within the ideological frame of hegemonic masculinity and social 

reproduction.  As Hunt explains, hegemonic control is often premised on a minimum 

standard of acceptable life, accompanied by a compromise in the interests of the 

subordinate group, protecting that standard (1990). Employment legislation in Ontario 

can be thought of as reinforcing the minimum standards as well as providing minimal 

protections for them. As such, the emancipatory powers of the ESA to impact the overall 

working conditions of women in restaurants, must be understood as simultaneously 

reifying the subordinate position of women working in restaurants. This may also be 

linked to the overrepresentation of feminized industries more broadly in their governance 

by the ESA rather than labour legislation and collective bargaining rights. 
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Although, in a broad sense, the ESA can be understood as a tool in the social 

reproduction of hegemonic masculinity and subordinated segmented feminized work 

industries, its ability to be used as a tool towards counter-hegemony must also be 

considered.  As a rights-based legislation, the ESA has the capacity to reinforce counter- 

hegemonic strategies as well (Hunt, 1990). So, while the ESA is currently being applied 

as a tool that created precarity in wages for women in restaurants, this has the potential to 

change.  This change, however, must take the form of a much broader social 

understanding. In order to create more equitable working relationships for women in 

restaurants, the broader social ideological understandings around gender segmentation in 

the labour market and in workplaces must be challenged. 

5.4 Chapter Conclusion 
 

In this chapter data collected through the interview process is applied to trends in 

womenôs employment in Canada.  These trends are marked by precarious and unstable 
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6 Chapter: Conclusion 
 

This thesis research has sought to investigate the inequities in tipping structures in 

Ontario based restaurants for women.  More specifically, the goal of this thesis is to 

answer: How does ESA legislation around gratuities and tipping impact equity in 

standards of employment for women serving liquor in Ontario? And what reform would 

be adequate in resolving exploitative practices that result from tipping regimes? Through 

interviews with servers in Ontario restaurants, a conceptual understanding of the real 

implication of the Actôs role in creating in workplace inequity has been developed. 

These inequities are situated within broader understanding of hegemonic masculinity in 

contemporary Canadian culture, which underlies ideological norms around gender and 

work. Throughout this thesis, the segmentation of women into severing positions is 

restaurants is revealed to demonstrate a pattern that is reflective of the segmentation of 

women in the labour markets in Canada. 

Although the central questions that this thesis posits at the start revolve around 

legislative reform, the theoretical framework around hegemonic capitalist order are able 

to reveal that a much more complex remedy is in order, if we hope to see meaningful 

social change.  While amendments to the Employment Standards Act are required to help 

alleviate the subordination and unfair treatment of women in restaurants, the roots causes 

of such problems span much further than legal understandings.  Masculine hegemony is 

present in many facets of everyday life and is exacerbated by gendered workplaces and 

legislative standards, but cannot be ended through these mechanisms alone.  Rather, a 

meaningful solution to the subordination and gendered exploitation of women in 

restaurants must occur through legal and social change. 
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In terms of practical policy reforms that might mitigate the unequal and gendered 

divisions of labour and subordination in Ontario restaurants, the Employment Standards 

Act must be amended more directly than the bills that have been proposed to date in the 
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conditions of servers in Ontario based restaurants might include in investigation into the 

complaints process that takes place once a concern in raised to the Ontario Labour 

Relations Board.  Some of the interviewees did mention colleagues to have encountered 

negative and unresolved experiences with such processes.  Finally, the competing 

legislative understandings of the ESA, which preclude tips from the definition of wages 

versus recent crack-downs under federal taxation legislation, which conceive of tips as 

taxable income, might be further investigated to reveal a discrepancy in the two 

legislative regimes. 
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Appendices 
 
 
 

Appendix A 
 

Example of Tip-Out Deductions on Server Sales Read 
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Appendix B 
 

Bill 49: An Act to amend the Employment Standards Act, 2000 with respect to tips and 

other gratuities 

 
B.1 Bill 49 Original 

 
Bill 49 2013 

 
An Act to amend the Employment Standards Act, 2000 with 

respect to tips and other gratuities 

Her  Majesty,  by  and  with  the  advice  and  consent  of  the  Legislative 

Assembly of the Province of Ontario, enacts as follows: 

1. The Employment Standards Act, 2000 is amended by adding the 

following Part: 

PART V.1TIPS AND OTHER GRATUITIES 
 

Tips and other gratuities 
 

14.1 An employer shall not take any portion of an employee’s tips 

or other gratuities. 

2. This Act comes into force on the day it receives Royal Assent. 
 

Commencement 

Short title 

3. The short title of this Act is the Protecting Employees’ Tips Act, 
 

2013. 
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intended or assumed that the payment would be kept by the 

employee or shared by the employee with other employees, 

(b) a payment voluntarily made to an employer by a customer in 

such circumstances that a reasonable person would be likely to 

infer that the customer intended or assumed that the payment 

would be redistributed to an employee or employees, 

(c) a payment of a service charge or similar charge imposed by 

an employer on a customer in such circumstances that a 

reasonable person would be likely to infer that the customer 

assumed that the payment would be redistributed to an employee 

or employees, and 

(d) such other payments as may be prescribed. 
 

Same 
 

(2) “Tip or other gratuity” does not include such payments as may be 

prescribed. 

Prohibition re tips or other gratuities 
 

(3) An employer shall not withhold tips or other gratuities from an 

employee, make a deduction from an employee’s tips or other gratuities or 

cause the employee to return or give his or her tips or other gratuities to 

the employer unless authorized to do so under this section. 
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Employer etc. not to share in tips or other gratuities 
 

(7) Subject to subsections (8) and (9), an employer or a director or 

shareholder of an employer may not share in tips or other gratuities 

redistributed under subsection (6). 

Exception — sole proprietor, partner 
 

(8) An employer who is a sole proprietor or a partner in a partnership 

may share in tips or other gratuities redistributed under subsection (6) if he 

or she regularly performs to a substantial degree the same work performed 

by, 

(a) some or all of the employees who share in the redistribution; 

or 

(b) employees of other employers in the same industry who
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Commencement 
 

2. This Act comes into force on the day it receives Royal Assent. 
 

Commencement 

Short title 

3. The short title of this Act is the Protecting Employees’ Tips Act, 

2013. 
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Appendix C 
 

Telephone/In Person Script: 
 

Intro: I am looking for volunteers to be interviewed for my Master’s thesis 

research.  My study looks at employment standards in restaurants and will 

use interviews to do this. Are you interested in being interviewed for this 

project? 

Yes = Continue. 
 

No = Thank you for your time. 
 

Q1: Have you worked in restaurants/bars in Ontario within the last five 

years? 

Yes = Continue. 
 

No = Unfortunately you are not eligible for this research study.  Thanks 

again for your interest! 

Q2: Are you a woman? 
 

Yes = Continue. 
 

No = Unfortunately you are not eligible for this research study.  Thanks 

again for your interest! 

Q3: Are you available for a maximum of two hours to be interviewed at 
 

some point between January 1, 2014 and May 31, 2014? 
 

Yes = Continue. 
 

No = Unfortunately you are not eligible for this research study.  Thanks 

again for your interest! 
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Q4: I need to provide an informed consent form for you to sign which will 

outline the details of this process.  Would you be available to meet in the 

near future to go over this information. 

Yes = Schedule a time. 
 

No = Unfortunately you are not eligible for this research study.  Thanks 

again for your interest! 
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Appendix D 
 

Interview Questions 
 

1. How many restaurants have you been employed for? 
 

2. What style of restaurant(s) have you been employed for? (i.e. pub-style, 
fine dining, sports bar, family oriented) 

 
3. Can you recall the ratio of men to women serving in each of the 

restaurants you have worked for? 
 

4. Can you recall the ratio of men to women in managerial positions in each 
of the restaurants you have worked for? 

 
5. Do you believe that gender was a consideration in the hiring process of 

any restaurant you have been employed for? 
 

6. Explain the scheduling process in the restaurant(s) you have worked for. 
 

7. Have you ever worked as a full-time employee in a restaurant? 
If yes: 
a) Did you receive benefits? 
b) How long did you occupy this full-time position? 
c) Were you paid above the serving minimum wage? 

 
8. Explain the allocation of tables to servers in the restaurant(s) you have 

been employed for. 
 

9. Explain the “tip-out” process in the restaurant(s) you have worked for. 
 

10. Do you believe that tips are equitably shared? 
 

11. Outside of customer service, what factors are known to increase or 
decrease tips earned? 

 
12. Who has control over these factors and how is this control exercised? 

 
13. Do you believe that tips are reliable? 

 
14. Do you feel like your tips are protected? 

 
15. Describe a situation you have experienced when your tips were 

determined by factors outside of your control (not including customer 
service relations). 
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