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Regardless of the billions spent on marketing and promotion, all the
ads on radio and TV, all the efforts to create brand loyalty, the major
chains must live with the unsettling fact that more than 70 percent of
fast food visits are “impulsive.” The decision to- stop for fast food is
made on the spur of the moment, without much thought. The vast
majority of customers do not set out to eat at a Burger King, a
Wendy’s, or a McDonald’s, Often, they’re not even planning to stop for
food — until they see a sign, a familiar building, a set of golden
arches, Fast food, like the tabloids at a supermarket checkout, is an im-
pulse buy. In order to succeed, fast food restaurants must be seen.

The McDonald’s Corporation has perfected the art of restaurant
site selection. In the early days Ray Kroc flew in a Cessna to find
schools, aiming to put new restaurants nearby. McDonald’s later used-
helicopters to assess regional growth patterns, looking for cheap land
along highways and roads that would lie at the heart of future sub-
urbs. In the 1980s, the chain become one of the world’s leading pur-
chasers of commercial satellite photography, using it to predict sprawl
from outer space. McDonald’s later developed a computer software
program called Quintillion that automated its site-selection process,
combining satellite imagery with detailed maps, demographic infor-
mation, CAD drawings, and sales information from existing stores.
“Geographic information systems” like Quintillion are now routinely
used as site-selection tools by fast food chains and other retailers. As
one marketing publication observed, the software developed by Mc-
Donald’s permits businessmen to “spy on their customers with the
same equipment once used to fight the cold war.”

The McDonald’s Corporation has used Colorado Springs as a test
site for other types of restaurant technology, for software and ma-
chines designed to cut labor costs and serve fast food even faster.
Steve Bigari, who owns five local McDonald’s, showed me the new
contraptions at his place on Constitution Avenue, It was a rounded,
postmodern McDonald’s on the eastern edge of the city. The drive-
through lanes had automatic sensors buried in the asphalt to monitor
the traffic. Robotic drink machines selected the proper cups, filled
them with ice, and then filled them with soda. Dispensers powered by
compressed carbon dioxide shot out uniform spurts of ketchup and
mustard. An elaborate unit emptied frozen french fries from a white
plastic bin into wire-mesh baskets for frying, lowered the baskets into
hot oil, lifted them a few minutes later and gave them a brief shake,
put them back into the oil until the fries were perfectly cooked, and
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then dumped the fries underneath heat lamps, crisp and ready to be
served. Television monitors in the kitchen instantly displayed the cus-
tomer’s order. And advanced computer software essentially ran the
kitchen, assigning tasks to various workers for maximum efficiency,
@nm&nﬂ:m future orders on the basis of ongoing customer flow.

Bigari was cordial, good-natured, passionate about his work, proud
o.m the new devices. He told me the new software brought the “just in
time” production philosophy of Japanese automobile plants to the fast
food business, a philosophy that McDonald’s has renamed Made for
You. As he demonstrated one contraption after another — including a
wireless hand-held menu that uses radio waves to transmit orders —a
group of construction workers across the street put the finishing
touches on a new subdivision called Constitution Hills. The streets
had patriotic names, and the cattle ranch down the road was for sale,
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EVERY SATURDAY ELISA ZAMOT gets up at-5:15 in the morning,
It’s a struggle, and her head feels Broggy as she steps into the shower.
Her little sisters, Cookie and Sabrina, are fast asleep in their beds. By
5:30, Elisa’s showered, done her hair, and put on her McDonald’s uni-
form. She’s sixteen, bright-eyed and olive-skinned, pretty and petite,
ready for another day of work. Elisa’s mother usually drives her the
half-mile or so to the restaurant, but sometimes Elisa walks, leaving
home before the sun rises. Her family’s modest townhouse sits beside
a busy highway on the south side of Colorado Springs, in a largely
poor and working-class neighborhood. Throughout the day, sounds
of traffic fill the house, the steady whoosh of passing cars. But when
mzwm heads for work, the streets are quiet, the sky’s still dark, and the
rmﬂm are out in the small houses and rental apartments along the
road.

When Elisa arrives at McDonald’s, the manager unlocks the door
and lets her in. Sometimes the husband-and-wife cleaning crew are
just finishing up. More often, it’s just Elisa and the manager in the res-
taurant, surrounded by an empty parking lot. For the next hour or so,
ﬁr.n two of them get everything ready. They turn on the ovens and
grills. They go downstairs into the basement and get food and supplies
for the morning shift. They get the paper cups, wrappers, cardboard
containers, and packets of condiments. They step into the big freezer
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each item on the menu should look, and how employees should greet
customers. Operators who disobey these rules can lose their fran-
chises. Cooking instructions are not only printed in the manual, they
are often designed into the machines. A McDonald’s kitchen is full of
buzzers and flashing lights that tell employees what to do.

At the front counter, computerized cash registers issue their own
commands. Once an order has been placed, buttons light up and sug-
gest other menu items that can be added. ‘Workers at the counter are
told to increase the size of an order by recommending special promo-
tions, pushing dessert, pointing out the financial logic behind the pur-
chase of a larger drink. While doing so, they are instructed to be up-
beat and friendly. “Smile with a greeting and make a positive first
impression,” a Burger King training manual suggests. “Show them
you are GLAD To SEE THEM. Include eye contact with the cheerful
greeting.”

The strict regimentation at fast food restaurants creates standard-
ized products. It increases the throughput. And it gives fast food com-
panies an enormous amount of power over their employees. “When
management determines exactly how every task is to be done . . . and
can impose its own rules about pace, output, quality, and technique;”
the sociologist Robin Leidner has noted, “[it] makes workers increas-
ingly interchangeable.” The management no longer depends upon the
talents or skills of its workers — those things are built into the operat-
ing system and machines. Jobs that have been “de-skilled” can be filled

cheaply. The need to retain any individual worker is greatly reduced by

the ease with which he or she can be replaced.

Teenagers have long provided the fast food industry with the bulk
of its workforce. The industry’s rapid growth coincided with the baby-
boom expansion of that age group. Teenagers were in many ways the
ideal candidates for these low-paying jobs. Since most teenagers still
lived at home, they could afford to work for wages too low to support
an adult, and until recently, their limited skills attracted few other ems~
ployers. A job at a fast food restaurant became an American rite of

passage, a first job soon left behind for better things. The flexible

terms of employment in the fast food industry also attracted house-
wives who needed extra income. As the number of baby-boom teen-
agers declined, the fast food chains began to hire other marginalized
workers; recent immigrants, the elderly, and the handicapped.

English is now the second language of at least one-sixth of the na-
tion’s restaurant workers, and about one-third of that group speaks no
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food workers are paid an hourly wage, provided no benefits, and
scheduled to work only as needed. Crew members are employed “at
will” If the restaurant’s busy, they’re kept longer than usual. If busi-
ness is slow, they’re sent home early. Managers try to make sure that
each worker is employed less than forty hours a week, thereby avoid-
ing any overtime payments. A typical McDonald’s or Burger King res-
taurant has about fifty crew members. They work an average of thirty
hours a week. By hiring a large number of crew members for each res-
taurant, sending them home as soon as possible, and employing them
for fewer than forty hours a week whenever possible, the chains keep
their labor costs to a bare minimum.

A handful of fast food workers are paid regular salaries. A fast food
restaurant that employs fifty crew members has four or five managers
and assistant managers. They earn about $23,000 a year and usually
receive medical benefits, as well as some form of bonus or profit shar-
ing. They have an opportunity to rise up the corporate ladder. But
they also work long hours without overtime = fifty, sixty, seventy
hours a week. The turnover rate among assistant managers is ex-
tremely high. The job offers little opportunity for independent deci-
sion-making. Computer programs, training manuals, and the ma-
chines in the kitchen determine how just about everything must be
done.

Fast food managers do have the power to hire, fire, and schedule
workers. Much of their time is spent motivating their crew members.
In the absence of good wages and secure employment, the chains try
to inculcate “team spirit” in their young crews. Workers who fail to
work hard, who arrive late, or who are reluctant to stay extra hours are
made to feel that they’re making life harder for everyone else, letting
their friends and coworkers down. For years the McDonald’s Corpo-
ration has provided its managers with training in “transactional anal-
ysis,” a set of psychological techniques popularized in the book I'm

OK — You're OK (1969). One of these techniques is called “stroking”
— a form of positive reinforcement, deliberate praise, and recognition
that many teenagers don’t get at home. Stroking can make a worker
feel that his or her contribution is sincerely valued. And it’s much less
expensive than raising wages or paying overtime.

The fast food chains often reward managers who keep their labor
costs low, a practice that often leads to abuses. In 1997 a jury in Wash-
ington State found that Taco Bell had systematically coerced its crew

members into working off the clock in order to avoid paying them
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oﬁ.&En. The bonuses of Taco Bell restaurant managers were tied to
their success at cutting labor costs, The managers had devised a num-
ber of creative ways to do so. Workers were forced to wait until things
got busy at a restaurant before officially starting their shifts. The inwu
forced to work without pay after their shifts ended. They ?nan mcnnnn_
to clean restaurants on their own time. And they were sometimes
noam..nb.m»n& with food, not wages. Many of the workers involved
were minors and recent immigrants, Before the penalty Eﬁwm of the
Washington lawsuit, the two sides reached a settlement: Taco Bell
agreed to pay millions of dollars in back wages, but mmamnnm no
wrongdoing, As many as 16,000 current and former employees were
owed money by the company. One employee, a high schoo! dropout
named wnm.:._m Jones, regularly worked seventy to eighty hours a week
but i.mm.vm.m ».,E. only forty. In 2001, Taco Bell settled a class-action
_mimc.: in California, agreeing to pay $9 million in back wages for
overtime and an Cregon jury found that Taco Bell managers had

falsified the time cards of th .
ductivity bonuses. s of thousands of workers in order to get pro-

detecting lies

AFTER WORKING AT Burger King restaurants

sociologist Ester Reiter concluded mrmn the trait m“o“wﬂmnmn”. MM
food workers is “obedience” In other mass production industries
ruled by the assembly line, labor unions have gained workers higher
wages, formal grievance procedures, and a voice in how the work is
v.ﬁ.monﬂnm. The high turnover rates at fast food restaurants, the part-
time nature of the jobs, and the marginal social status om the crew
members have made it difficult to organize their workers. And the fast
food chains have fought against unions with the same Nnb they’ve dis
played fighting hikes in the minimum wage. -
] The KnU..unmE.m Corporation insists that its franchise operators
ollow directives on food preparation, purchasing, store design, and
no._.:._mm% other minute details. Company specifications cover nuﬁ -
thing from the size of the pickle slices to the circurmnference of the HM-
Per cups. gnu it comes to wage rates, however, the company is Wn-
Bmmwu_u:‘ silent mﬂ@._&mmﬂ-gn. This policy allows operators to set
their wages according to local labor markets — and it absolves the
McDonald’s Corporation of any formal respongibility for roughly
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ably successful. As of this writing, none of the workers at the roughly
fifteen thousand McDonald’s in North America is represented by a

union.

protecting youth

ALMOST EVERY FAST FOOD restaurant in Colorado Springs has a
banner or sign that says “Now Hiring.” The fast food chains have be-
come victims of their own success, as one business after another tries
to poach their teenage workers, Teenagers now sit behind the front
desk at hotels, make calls for telemarketers, sell running shoes at the
mall, The low unemployment rate in Colorado Springs has made the
task of finding inexpensive workers even more difficult. Meanwhile,
the competition among fast food restaurants has increased. Chains
that have competed in the city for years keep opening new outlets,
while others are entering the market for the first time. Carl’s Jr. has
come to Colorado Springs, opening stand-alone restaurants and “co-
branded” outlets inside Texaco gas stations: When a fast food restau-
rant goes out of business, a new one often opens at the same location,
like an army that’s seized the outpost of a conquered foe. Instead of a
new flag being raised, a big new plastic sign goes up.

Local fast food franchisees have little ability to reduce their fixed

costs: their lease payments, franchise fees, and purchases from com-
pany-approved suppliers. Franchisees do, however, have some control
over wage rates and try to keep them as low as possible. The labor
structure of the fast food industry demands a steady supply of young
and unskilled workers. But the immediate needs of the chains and the
long-term needs of teenagers are fundamentally at odds.

At Cheyenne Mountain High School, set in the foothills, with a
grand view of the city, few of the students work at fast food restau-
rants. Most of them are white and upper-middle class. During the
surnmers, the boys often work as golf caddies or swimming pool life-
guards. The girls often work as babysitters at the Broadmoor. When
Cheyenne Mountain kids work during the school year, they tend to
find jobs at the mall, the girls employed at clothing stores like the Gap
or the Limited, the boys at sporting goods stores like the Athlete’s
Foot. These jobs provide discounts on merchandise and a chance to
visit with school friends who are out shopping. The pay of a job is

often less important than its social status. Working as a hostess at an
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upscale chain restaurant like Carrj
. € Carriba’s, T.G.I Friday’
back Steakhouse js considered a desirable job, _._.Hum.#ow mwrwm OE.T
» EV mini-

mum wage. Working at .
of the heap. g at a fast food restaurant 1s considered bottom

cupies a ildi
& w.nm MMH. MMMMQHM WHEMEN on the south side of town, right next
5. of the classroom wind
oL, ! OWS, you can se
Zoomi nm wﬂuﬁ On the other side of the FHGBR.. anew EEM H_WM M_..m -
T nmal..ocn screens beckons students to cut class ’ -
often don’t want to teach at Harrison, and moB“m don’t last
5

to th i

o M.annv%m_ nﬂon _._M_F mm_mEm teachers to supply discipline and dire

dont oo tea ers do their best, despite a lot of &mnomvmnn from :M :
Occasional threat of violence, Trogdon worries mvo_.:mnrm




‘gostLIel] woL Sunenped 139V
.m.ﬁﬁwﬁoauz e uo 3y} ﬁun—.ﬂ ﬁ“—“n—vhucu
- 010811 210WI UIA3 ST DRI 18 asepdyzom 3y, 'qol 3 .
x_“”w;w”_m“n mn.mov s1 s1ax10M 2eU33) ) JO IUOU w.ﬂ..m mwwwmw: ?M . MB
-inga1 Bunsaddns ‘sred auoyd uo BuiddoIpsaea ‘S[E} :«.WmEum
-1qno [edRUIP! JO SPaIpuny 1sed ‘SMO1 9T} UMOP vnubmmﬂw %M» H s
-rm ‘a1qesgord ayinb ast1d1ayus 3joyYM A sayew sa4 shes M& i
U0 a1} INq ‘1o Y AUTPP a1doad us) Jo mo it uE.Eq ; _uw -
Su1aq PIOAR 0} JSHOUE J3YE [Enngaz 3U0 INO mnfso.:.ﬁ afes © 10] R
.B.on e Suonejussald, Uy MOqe ayew $YSL ..m_uwao.ouu h. 2
-od jo A13LrEA B SIAJO UIIIS 1yndurod ay 1, “pa3udey> Euo_.wuu nwu =
pud muﬁam. ® 25Tyl AUOIWOS 13| O} 143U poronnsul a5e ST "SI :
ﬁam. «couedwios auoyd ‘saruedurod pIed 3P UMOW-[PM JO ﬁuﬁm
uo o&aﬁ o3 pasoddns st (IS.L) Aaneiuasardaa Mﬂauﬂuww‘u N_Mrwu._o e
1d sayes sy yim Suope ‘uaaIds Ay} WO I
MMMMMMQ mﬁm ﬁ%m Apoqauros %uES .muuﬁwuwwwﬂwu ”Muﬁuwuomwﬂwmﬁ
d srerp Ajeoneruoine 12ndmod YL U 1
wﬁ”ﬁﬁ—ﬂﬁn Muwwﬁ 0 U2} [RUN PIeAS[nOY Awapeoy YHON U0 mﬁvm”.“
[EDRImng Ay e sheys 2y JOOYRS TPV "UNS S pusly m.ammmo.“_ o
e sInoY 4110} UBY) 2IOUL HI0M oym saakojduwra 103 IMOY 5 mw M 1018
Jo safem sasioid JUSWASHIAAPE 4L ju93ID) O S0, * m_u.z 1
1091 [EDRIMN €  [NEEND AHL NI DNIONIHE BOd FWILL A
.m.._uuo&.aﬁo@ s gopIaty AQ SIUIANIXG M3U O} uaYE] U33q mﬂwwwu .u.i
sutego pooj 1se} 3 1eh uoneyuawydal dedIoM jo I mm_ i
—p1aSTUI spumnos qo{ 3y Inq Y1 1 Aed 347, "YBtH :ommtamb .ﬂon
-1e un.v doy uo “jzam e sInoy Ay10y Jnoqe 2131 SHIOM @cuﬁu ._WEu 5
-g[ paBeusa) Jo IUNIA 81q e pue sBuudg ope10[oD .5 13} xm " oﬁoh«
15081e] 21 ‘[fERIMINS 3¢ SHI0M 519 j0 pusLg pood v uﬁu”w“ﬁo%h;
15e) © INq 2IYMAUE ‘DI0}S Sunpop © & ‘MEN-TEM © I8 Mh.umus .
puy o3 sadoq esfy I Uo pIEISTILL SEM 13T 2STIEDIQ .Huw b o om -
© MaIT) UBWOM A[19p]2 3UQ J3PIO 1o} aim Buorm M anyy x0s YB3
10 Suof 003 Supfe) sPoOY 1N yeup AxBue syofuexns 4Aq ¢ PIIL = w._ 5
51 BST[ PAOBI-139MG -padsaIstp YAim WAL 1831} 0} vuw.ﬁnu _owﬂuou -
.muo.? PoOJ 158} UO UMOP O] §I9UI0)STD I} ww Auey -syuref = ..mu v
S{Tewa1 IpnI YIIM [E3p 03 SEY Apueisuod 3Gs Huuzawu mﬁmﬁ n_mo
-nnb 03 syeradsap st pue qof a1 sarey 3ys mouIng mmmﬁ N o.wll MMW
u 3o [ S15310M 5,PTeUCIN 3 3O Auew Aq pateys su1a3] -
-_wou © sem 9§ DTS I9Ad §PRUOCPI 3® yiom 0} pajuem pey esid
-UaASS JE LTE}S S9sSR[) puE ‘SunaIou) IR VXIS I
SoATLIE SN [o0Uds 19H femAue ‘2ye[ o Aels 03 paIn 00} Aprensn sEsI[]

-uojaoullg 03 08 01 sadoy estd

19 W UELNNOD THL anNiHi®

¥

wajn> Jydrupr e asodunr pue Miomawoy 19y [[e S0P eSI{ 10§
sypur £ay 1, Aasiz maN ‘poomaie] wog sfuudg opeio[o) 03 paaour
pue uesry ouang 2143y ‘121s Inq UTAO] 2Te ‘BNPUAD puUE SO[E)
‘spuared Iof[ -a8em WNWIUTWT 373 SUTEI UG ‘JUBINEISII 3Y) 1B YoM
 SIn01 2AY-AUTq) 01 A1) ynoqe spuads ays Taypado; [y [ooyos 13}
-J }2am B SAED OM] I3[} SHIOM OS[E 3YS ‘SPUN3aM I} UO 5 P[RUOIN
18 Bupjiom o3 uonippe u "ySif wosLire e 101un{ € §1 j0UTEy BSITY
*aA31ydE 03 3doY J3A3 UeD SPD UBDLISWIY JO SUOTIUT
JeyM SUDIWI] MOU 3Ie SUONEISPISUOD UII-)I0YS Jeyl pauiem 1iod
~31 $90U2I08 Jo Awapesy [euoneN 3} ‘UOTIBISPOU UT IOM JO SIGaUaq
18018 o Burssans a[Iyy “s1a8euss) pafejueapesip pue Jood maoiu
paounouoid ISOW ale SPUII] 3SIY] JO [V YIOM 0} UOISIAE Juopaji|
© 218212 ued 3 ‘ssafurueawr 1o ‘pajusumdar Af1aa0 ‘Burioq s1 qof 3
3] TO0YDS 1E J0U WOy Je IIU Xe 4373 oM 03 08 sprf uaym :ured
-X2 0} 4se3 aIe sI0Y LUewI 00} SUD[IOM JO 51932 JANEIIU A T, "SIWNID
Anad ywwos pue sundjqoid asnqe adueisqns dofeasp 03 APy s10W
o e smoy 1a8uo] JIom oym sdoq aZeuasy, -Jooyps YAy jo mo
doip pue sasse[d N9 0} A[MI[ IOUT IBJ 3IB JBY) UYL 10T HIOM OUm
SPTY Ing "wa91sI-Jes pue Afiqisuodsal feuosiad Jo asUIS paseaIduy
g Surured ‘9ousiradxe sy woly Jyauaq Afersusd read [ooyss i Jur
=ITIP 3FaM B sTNOY A3uam3 0) dn JI0M OYM SPD] 1BY) PUNOJ 3ABY SIIPNIS
STOIINUNY] "SSIIONS [EIDUBUY PUE [BUOHEINDPS AININY J3Y) 03 S 18318
# asod qof ayp wo puads mou s1adeuss) wedPury Awew smoy Suof
313 I PIPOPUOD 1 "B66T Ul SDUIDG JO AWapedy [euoneN 21 4q
paystjqnd Joqe[ ppy> uo 110da1 v YioA v yinof Suysatosg Aq paod
~dns aze sqol [ooyps-1a)Je pue s1adeuss) Jnoqe s)ySisur suopdoi],
~Aem st (237 “‘Bunod
05 ‘ARt 05 ULas 19Adu A ], 'sAes uopSoxy ‘passardsp A[quira are
Ofm SpT| JO 5)I0] PUE 510 24RY [, SIIOUE SSI[I00I pUE pes e Aq paderd
=31 Uaaq Sey eJ3 JIT[Jea Ue JO [fourm] ayJ, Jooyas ap je sipede punog
~01d © sasuas ays Lepo], “Arejrur 33 U1 31am SISYIE] ASOUM SPT pue
Suepns paxtey-Juo] usamyaq pales sapeq L13ue pue ead 531 e sem
IBM HIBUIDIA 91} ‘UOSLIIBL] 18 YIOM 0) ured 151y uopSol] uagm
*a8a[j00
04 08 Luy sdeqzad ‘ayenpead A[emyusss wia Jo JleY INOQY “SSE[> URW
~{S91} S11 UF STUIPNIS PAIpuny INoj INOqe sey A[[ensn WOSLLIBE] *A[IALS
-50133¢ ©s s13yI0M 3Feu9) ansind 1 upip sassauisng ‘ofe s1eak L4y ]
SSIRiIWala) PUe ‘SUTEYD [[B321 ‘SUTRD POOJ 15T [ED0] 4q PIjmIdal
dpadea Guaq fouowr Jurures piiom [eai, o ur Junjiom s1e oYM
. ®rewoydos 03 Jundwa) swaas uayo o Jurddox 'uasns Jo a8e A

08 K AVYM MYOIMEWMY 8MHL




THE AMERICAN WAY ¥ 82

She’s saving most of her earnings to buy a car. The rest is spent on
clothes, shoes, and school lunches. A lot of kids at Harrison don’t save
any of the money earned at their fast food jobs. They buy beepers, cel-
lular phones, stereos, and designer clothes. Kids are wearing Tommy
Hilfiger and FUBU at Harrison right now; Calvin Klein is out. Hip-
hop culture reigns, the West Coast brand, filtered through Compton
and L.A.

During my interviews with local high school kids, I heard numer-
ous stories of fifteen-year-olds working twelve-hour shifts at fast food
restaurants and sophomores working long past midnight. The Fair La-
bor Standards Act prohibits the employment of kids under the age of
sixteen for more than three hours on a school day, or later than seven
o’clock at night. Colorado state law prohibits the employment of kids
under the age of eighteen for more than eight hours a day and also
prohibits their employment at jobs involving hazardous machinery.
According to the workers I met, violations of these state and federal la-
bor laws are now fairly commonplace in the fast food restaurants of
Colorado Springs. George, a former Taco Bell employee, told me that
he sometimes helped close the restaurant, staying there until two or
three in the morning. He was sixteen at the time. Robbie, a sixteen-
year-old Burger King employee, said he routinely worked ten-hour
shifts. And Tommy, a seventeen-year-old who works at McDonald’s,
bragged about his skill with the electric tomato dicer, 2 machine that
should have been off-limits. “I'm like an expert at using the damn
thing,” he said, “’cause I'm the only one that knows how to work it”
He also uses the deep fryer, another labor code violation. None of
these teenagers had been forced to break the law; on the contrary, they

seemed eager to do it.

Most of the high school students I met liked working at fast food
restaurants. They complained that the work was boring and monoto-
nous, but enjoyed earning money, getting away from school and par-
ents, hanging out with friends at work, and goofing off as much as
possible. Few of the kids liked working the counter or dealing with
custorners. They much preferred working in the kitchen, where they
could talk to friends and fool around. Food fights were popular. At
one Taco Bell, new employees, departing employees, and employees
who were merely disliked became targets for the sour cream and gua-
camole guns. “This kid, Leo, he smelled like guacamole for a month,”
one of the attackers later bragged.

The personality of a fast food restaurant’s manager largely deter-
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mined whether working there would be an enjoyable experience or an
unpleasant one. Good managers created a sense of pride in the work
and an upbeat atmosphere. They allowed scheduling changes and en-
Q.E_..mmnm kids to do their schoolwork. Others behaved arbitraril
picked on workers, yelled at workers, and made unreasonable QM-.
EE._&.. They were personally responsible for high rates of turnover
An assistant manager at a McDonald’s in Colorado Springs alwa .
brought her five-year-old daughter to the restaurant and nx_unn:ww
crew members to baby-sit for her. The assistant manager'was a single
n.uonrn_,. One crew member whom I met loved to look after the little
mﬁ_m.nuonrmn resented it; and both found it hard to watch the child
playing for hours amid the busy kitchen, the counter staff, the cus-
tomers at their tables, and the life-size statue of Ronald ZnU.c:wE
ZE.E. of the fast food workers I met in Colorado Springs mworn. of
organizing a union. The thought has probably never occurred to
Enamrgnn ...._._nmn kids don't like the working conditions or the man-
M_mnnmoanw %H.Mﬁ_.__”_- they find a job at another restaurant, and the cy-

inside jobs

THE INJURY RATE OF teenage workers in the United States is about
twice as _.u_mr as that of adult workers, Teenagers are far more likely to
be untrained, and every year, about 200,000 are injured on the job.
.H.wn most common workplace injuries at fast food restaurants m:.”
slips, falls, strains, and burns. The fast food industry’s expansion
_uoigmn. coincided with a rising incidence of workplace violence E.
the United States. Roughly four or five fast food workers are now mur-
dered on the job every month, usually during the course of a robbe
m&ro:m_g most fast food robberies end without bloodshed, the _n<&_N_.n
M&nﬁ crime in the industry is surprisingly high. In _mwm_ more res-
: AHMMM“ MMMM_”ME were murdered on the job in the United States than
America’s fast food restaurants are now more attractive to armed
-.o_u_.un_,m Em.n convenience stores, gas stations, or banks. Other retail
businesses increasingly rely upon credit card transactions, but fast
food Testaurants still do almost all of their business in nmmr While
convenience store chains have worked hard to reduce the NE.:.EB of
money in the till (at 7-Eleven stores the average robbery results in a

L
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real commitment to workers will do more to cut crime than investing
in hidden cameras. “No other American industry,” Kinney notes, “is
robbed so frequently by its own employees.”

Few of the young fast food workers I met in Colorado Springs were
aware that working early in the morning or late at night placed them
in some danger. Jose, on the other hand, had no illusions. He was a
nineteen-year-old assistant manager with a sly, mischievous look. Be-
fore going to work at McDonald’s, Jose had been a drug courier and a
drug dealer in another state. He'd witnessed the murder of close
friends. Many of his relatives were in prison for drug-related and vio-
lent crimes. Jose had left all that behind; his job at McDonald’s was
part of a new life; and he liked being an assistant manager because the
work didn’t seem hard. He was not, however, going to rely on McDon-
ald’s for his personal safety. He said that video cameras weren’t in-
stalled at his restaurant until the Teeny Beanie Babies arrived. “Man,
people really want to rip those things off;” he said. “You've got to keep
your eye on them?” Jose often counts the money and closes the restau-
rant late at night. He always brings an illegal handgun to work, and a
couple of his employees carry handguns, too. He’s not afraid of what
might happen if an armed robber walks in the door one night. “Ain’t
nothing that he could do to me,” Jose said, matter-of-factly, “that I
couldn’t do to him.”

The May 2000 murder of five Wendy's employees during a robbery
in Queens, New York, received a great deal of media attention. The
killings were gruesome, one of the murderers had previously worked
at the restaurant, and the case unfolded in the media capital of the
nation. But crime and fast food have become so ubiquitous in Ameri-
can society that their frequent combination usually goes unnoticed.
Just a few weeks before the Wendy’s massacre in Queens, two former
Wendy’s employees in South Bend, Indiana, received prison terms for
murdering a pair of coworkers during a robbery that netted $1,400.

Earlier in the year two former Wendy’s employees in Anchorage,
Alaska, were charged with the murder of their night manager during a
robbery. Hundreds of fast food restaurants are robbed every week.
The FBI does not compile nationwide statistics on restaurant robber-
ies, and the restaurant industry will not disclose them. Local newspa-
per accounts, however, give a sense of these crimes.

In recent years: Armed robbers struck nineteen McDonald’s and
Burger King restaurants along Interstate 85 in Virginia-and North
Carolina. A former cook at a Shoney’s in Nashville, Tennessee, became
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a fast food serial killer, murdering two workers at a Captain D’s, three
workers at a McDonald’s, and a pair of Bagkin Robbins workers whose
bodies were later found in a state park. A dean at Texas Southern Uni-
versity was shot and killed during a carjacking in the &n?n-ﬁrnr:mr
lane of a KFC in Houston. The manager of a Wal-Mart McDonald’s in
UE.rE.P North Carolina, was shot during a robbery by two masked
assailants. A nine-year-old girl was killed during a shootout between a
.Ho_uvmn and an off-duty police officer waiting in line at a McDonald’s
in Barstow, California. A twenty-year-old manager was killed during
an armed robbery at a Sacramento, California, McDonald’s; the man-
ager had recognized one of the armed robbers, a former McDonald’s
employee; it was the manager’s first day in the job. A former employee
at a McDonald’s in Valiejo, California, shot three women who worked

at the restaurant after being rejected for a new job; one of the women

was killed, and the murderer left the restaurant laughing. And in Col-

orado Springs, a jury convicted a former employee of first degree
murder for the execution-style slayings of three teenage workers and a

female manager at a Chuck E. Cheese’s restaurant. The killings took
place in Aurora, Colorado, at closing time, and police later arrived to
find a macabre scene. The bodies lay in an €mpty restaurant as burglar
alarms rang, game lights flashed, a vacuum cleaner ran, and Chuck E.
Cheese mechanical animals continued to perform children’s SOngs.

making it fun

AT THE THIRTY-EIGHTH Annual Multi-Unit Foodserver QOpera-
tors Conference held a few years ago in Los Angeles, the theme was
“People: The Single Point of Difference” Most of the fourteen hun-
dred attendees were chain restaurant operators and executives. The
v»:-.ooa at the Century Plaza Hotel was filled with men and women
In expensive suits, a well-to-do group whose members looked as
though they hadn’t grilled a burger or mopped a floor in a while, The
conference workshops had names like “Dual Branding: Case Studies
m_.w_d the Field” and “Segment Marketing: The Right Message for the
Right Market” and “In Line and on Target: The Changing Dimensions
of Site Selection.” Awards were given for the best radio and television
»%..wnmﬁﬁmbﬁ were inducted into the Fine Dining Hall of Fame.
Chains competed to be named Operator of the Year. Foodservice
noavmzmmm filled a nearby exhibition space with their latest products:
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