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C H A P T E R I 

INTRODUCTION 

Recognition of the Personnel Function 

Up-to-date retailers everywhere are acknowledging 

more and more the need for intelligent personnel administra­

tion as a vital factor in successful store operation. They 

have come to regard as a very practical matter the establish­

ment and maintenance of a system to produce maximum employee 

efficiency and contentment. 

In a department store, service is as important as 

merchandise and the store must do a superior job on employ­

ment, training, and personnel relations. The official in 

charge of personnel management has the immediate task of 

achieving these ends. 

Purpose of This Study 

The objective of this study is to analyze the per­

sonnel policies of department stores of Eastern Canada and 

then to summarize the conclusions and suggest improvements 

in the existing personnel programs. 





ownership group type or department store, while there are 

certain features which are commonly associated with chain 

store operation, there is no central control and the uni-

formity of policy which characterizes the chain is not 

present. For the most part, in the O\vnership group type 

or department store, organizations have been formed to 

purchase existing stores and to operate them under their 

well-established and locally valuable names. (1) 

Of the twenty-nine department stores covered 

by the survey, nineteen are of the independent type, seven 

belong to chains, and none belongs to the ownership group 

type. Three of the stores do not belong to any of these 

but are large independents with many branches. 

Department store classirication according to 

clientele is usually divided into three sections: 

1. Stores selling medium-high ,and high-priced 

merchandise with the general price 

and quality level distinctly above 

average. 

2. Stores selling medium-high and lower-priced 

merchandise, centering its appeal on 

(1) Maynard, H. H. and T. N. Beckman, Principles 
of marketing, 4th. ed., New York: The Ronald Press Company, 
1946, PP• 148-149. 
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the great middle-class group. 

3. Stores putting the emphasis upon lower-priced 

merchandise and featuring a price ap­

peal. (1) 

4 

During the survey it was found that department 

stores in Eastern Canada do not automatically fall into one 

of these divisions but have even more rrunifications. For 

instance, one store was found to be medium-high-priced only; 

eight are medium-high-and high-priced; four are medium-high-, 

high-, and lower-priced; fifteen are medium-high- and lower­

priced; and one is lower-priced. 

Bargain basements are frequently set up by stores 

of the medium-high- and high-priced group and the medium­

high- and lower-priced type in an attempt to appeal to a dif­

ferent economic type of customer than that served by the regu­

lar departments. Where bargain basements exist, special prob­

lems in buying and selling are met by setting up separate or­

ganizations for the conduct of the basement departments and 

advertisements of bargain basement stocks are usually sepa­

rated from those of the regular departments. (2) 

In Eastern Canada, seven department stores have a 

bargain basement and in all seven the personnel of the 

(1) Ibid, P• 150 

(2) Ibid, P• 150 



bargain basement store are under the supervision of the of-

ficial in charge of the personnel of the rest of the store. 

Two of the seven operate their bargain basements as toy de-

partments during the Christmas selling season and two others 

do not use the term, "bargain basement" but designate this 

section as, "our downstairs store", and "the lower-price 

store". One basement store is of the automatic variety but 

it is operated only at the end of the seasons as a means of 

clearing out excess stock. 

Six of the twenty-nine stores included in the sur-

vey have one or more leased departments. Frequently certain 

departments of a store are leased by individuals or syndi-

cates who operate them, usually under the store's name, so 

that the customers do not know they are leased. (1) The 

outside organization operating the leased department buys 

all of the merchandise for the leased department, provides 

salespeople, and operates the department as one of the de-

partments of the store. The store owner supplies space, 

light, heat, janitor service, credit, and delivery service, 

and in return receives a definite percentage of the sales 

made in the leased department or some specified amount. (2) 

(1) Converse, P. D. and H. VV. Huegy, The elements 
of marketing, 2d., ed., rev., New York: Prentice·-Hall, Inc., 
1946, P• 341. 

(2) Ibid, p. 342. 

5 



As a rule, the lessee conforms to store hours and rules and 

in four of t he six stores with leased departments, the per­

sonnel of the leased departments come under the supervision 

of the official in charge of the personnel of the store. 

Personnel of leased departments in the two remaining stores 

are supervised by the lessee or his agent. 

6 

Departments which are leased in the six stores are 

optical goods, restaurants, beauty salons, electrical appli­

ances, and photograph studios. Some stores have only one 

leased department, the optical goods department, while others 

have more than one; none has the entire five. 

It has been estimated that thirty per cent of the 

department stores have one or more leased departments, (1), 

but the percentage for department stores in Eastern Canada 

is lower than this, being a little more than twenty per cent. 

Most of the officials interviewed seemed proud of the fact 

that they do not have leased departments within their stores 

but beyond a comment on their own self-sufficiency could not 

be drawn into a discussion of the advantages and disadvantages 

of leased departments. The lessors of these departments were 

equally non-committal. 

Interpretation of the Term "Eastern Canada" 

Since setting the limits for Eastern Canada is a 

(1) Ibid, p.341. 



"purely arbitrary matter", (1) · i'or the purposes of' this 

research, Eastern Canada is dei'ined as that part of' Canada 

east of' and including Montreal but it does not include New-

i'oundland as at t h is writing, Newi'oundland has not been 

made a part of' Canada. (2) 

Review of' Work Qg This Subject Previously Done £y Others 

Much time and ei'i'ort have gone into attempts to 

i'ind out if' previous work has been done on the subject of' 

personnel management in department stores in Eastern Canada, 

in any other section of' Canada, or in Canada as a whole, 

but no trace of' any former efi'orts has been found. 

Universities and colleges, (3) trade publications,(4) 

national and international trade associations, (5) as well 

as the personnel departments of the larger depar t ment stores (6) 

and government bureaus (7) have been canvassed by mail but no 

(1) Letter from C. H. McDonald, Chief, Merchandis­
ing and Services Sta tistics, Dominion Bureau of Statistics, 
November 19, 1948. 

(2) It is planned to h ave Newfoundland enter 
Canada on March 31, 1949, Evening Times-Globe, Saint John, 
N. B., December 13, 1948. 

(3) Dalhousie University, McGill University, 
University of Montreal, Laval University. 

(4) The Chain Store Age, Supermarket Magazine. 

(5) Retail Merchants Associations in Montreal, 
Quebec, Saint John, Fredericton, Moncton, and Sydney; 
Canadian Retail Federation; National Retail Dry Goods Assoc. 

(6) Hudson's Bay Company; The Robert Simpson 
Company; T. Eaton Co., Ltd. 

(7) Dominion Bureau of Statistics, Merchandising 
and Services Division. 





C H A P T E R I I 

PLACE OF PERSONNEL WORK IN DEPARTMENT STORES 

Early History 

Many department stores were developed from dry 

goods stores, a few were originally general stores, and 

others began as men's and women's clothing stores. (1) 

With the addition of various lines, it seemed the natural 

thing to do to appoint particular individuals to have re­

sponsibility for those lines. Thus, the word, "department", 

indicates a subdivision along merchandise lines. (2) 

In the smaller stores where the owner was in 

direct daily contact with all employees there was no need 

for an organized personnel program. The owner-manager was 

called on to employ, train, supervise, pay, and direct his 

employees; more often than not, he merely met individual 

9 

(1) 
of marketing, 
1946, p. 147. 

Maynard, H. H. and T. N. Beckman, Principles 
4th. ed., New York: The Ronald Press Company, 

(2) McNair, M. P., C. I. Gragg, and S. F. Teele, 
Problems 1g retailing, New York and London: McGraw-Hill 
Book Company Inc., 1937, p. 399. 





(continued) 

Official in Charge 
of Personnel 

Store superintendent 

Controller 

Manager in cooperation 
with department super­
visor 

Merchandise manager and 
department heads 

Supervisor of staff re­
lations in cooperation 
with the personnel de­
partment and the oper­
ating department 

Total 

Functions 

No. of Stores 

2 

1 

1 

1 

1 

29 

The various functions of personnel work in a 

department store are: 

1. Employment and promotion 

2. Training 

3. Employee services 

4. Public relations (1) 

The survey has shovm that it is the duty of the 

personnel division to interview, test, and hire suitable 

11 

(1) Lansburgh, R. H. and 'vV . R. Spriegel, Industrial 
management, 3rd. ed., New York: John Wi l ey and Sons, Inc., 
1946, pp. 281-282. 



employees; to analyze the various jobs in the store and lay 

dovm job specifications; to determine the proper compensa­

tion for each class of job; to train, follow up and, where 

necessary, transfer employees; to handle disciplinary prob­

lems; to make plans for ratings, salary review, and pro­

motions; to initiate and develop activities for the general 

welfare of employees; and to maintain satisfactory personal 

contacts and employee and group relationships. 

Policies 

12 

The nature and extent of personnel policies varies 

with the individual department store. The following activi­

ties constitute the personnel policies of the department 

stores included in this report: 

1. Hiring of employees 

2. Training of employees 

a. Initial training 

b. Continuous training 

3. Setting up of standards for the performance 

of work 

4. Promotion, transfer, dismissal, and rehiring 

of employees 

5. Provision for rest periods 

6. Pay allowances while absent on account of 

illness or for certain specified 

reasons 



7. Arrangement of methods of wage payment 

8. Provision for medical and nursing care, 

hospitalization, and health exami­

nations 

9. Provision for vacations with pay 

10. System of financial aids 

a. Savings plan 

13 

b. Canada savings bond payroll deduction 

c. Pension plan 

d. Insurance plan 

(1) Life 

(2) Health 

11. Procedure for handling grievances 

12. Rewards for suggestions 

13. Freedom of discussion with management 

14. Collective bargaining 

a. Recognition of a particular bar­

gaining agency where one 

has been recognized 

b. The right of individuals to be 

heard individually 

15. Planning of recreational programs for em­

ployees 

16. Allowance of time for shopping within the 

store and for making purchases at vary­

ing rates of discount. 



No one department store in the group studied 

has all of these activities; one store, however, has all 

except the planning of a recreational program for its em­

ployees. There is a recreational program in this store 

but it is wholly in the hands . of t _he employees and . has no 

connection whatever with the personnel department. 

14 

In several stores some of these activities, while 

basically of a personnel nature, are classified under other 

than personnel departments for organization reasons, such as 

the size of the store, the number of employees, the talents 

and special interests of the store officials, and tradition. 
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C H A P T E R I I I 

EMPLOYMENT . 

Employment is the rirst runction or the personnel 

department. The immediate success and the ruture prosperity 

or a retail store depend on the type or worker it employs. 

A new employee is. an investment which should pay immediate 

dividends, and which should increase in value with the con­

tinued expenditure of time and training. Nevertheless, the 

employee's value to the store depends very largely on her 

ability, experience, and training at the time she is hired. 

This is especially true in the smaller store where subse­

quent training and supervision cannot be as detailed as in 

the larger store. 

A definite employment policy should be laid down 

with rules governing the sources of labour supply to be used; 

the personality, education, and experience requisites; the 

plan for investigating references; and whether the possi­

bility of promotion should be a factor to be considered when 



hiring a new employee. (1) This matter will be dealt with 

more fully under "Job Analysis and Job Specification" at 

the end of the chapter. 

The greatest possible tact should be used in the 

entire employment process. The matter of public good will 

is involved and it is necessary, therefore, to see all ap-

plicants since refusing to see all applicants might result 

in missing a good one. The matter of good will also makes 

it necessary for the interviewers to know the best proce-

dure in dealing with rejected applicants who must not be 

allowed to leave the store with a feeling of displeasure 

at the treatment they received. (2) 

Sources of Labour Supply 

Because workers in department stores--in common 

with workers in other fields--are in a state of constant 

flux, the problem of personnel recruitment is a permanent 

one. Voluntary quits, discharges, and layoffsj forced 

separations on account of illness, marriage, and deathj 

transfers and promotionsj and additions brought on by ex-

pansion make gaps which must be filled and create a problem 

(1) The retail personnel primer, New York: Na­
tional Retail Dry Goods Association, 1940, PP• 14-15. 

(2) Woodhouse, Chase Going, The big store, New 
York and London: Funk and Wagnalls Company, 1943, P• 121. 

16 
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which is of serious concern to the employer financially. (1) 

The official in charge of employment must estab-

lish contacts in his area which will result in a steady 

flow of desirable applicants. The sources of labor supply 

available to employment officials of department stores in 

Eastern Canada include unsolicited applications, schools, 

agencies, newspaper advertisements, and other employees. 

Not all of the department stores in this region 

use all five sources. Four stores use one source only, 

three use two sources, seven use three, and seven use four. 

Only eight make use of all five. 

Of the various sources of supply, sixteen stores 

obtain new employees by unsolicited applications, twenty­

three use schools and colleges, twenty-four make use of 

agencies, twenty-six employ newspaper advertisements, and 

nineteen find other employees a means of securing additional 

workers. 

Many of the larger department stores find un-

solicited applications the most satisfactory means of re­

plenishing a depleted labour force while employment officers 

o f the smaller stores use it only as a last resort; past ex-

perience with this method has made them consider it un-

reliable. 

(1) Watkins, G. S. and P. A. Dodd, The manage­
ment of labor relations, New York and London: McGraw­
Hill Book Company, Inc., 1938, p. 143. 
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Schools and colleges are used as a source o:f con-

tingent, part-time, and extra help. Vihere retailing and mer-

chandising classes are taught in the schools and colleges 

(in Saint John and Montreal), these are also a source o:f 

supply o:f full-time employees. 

The one employment agency used throughout the 

district gives its services free of charge and is the fed­

eral government-sponsored National Employment Service al­

though one province (Quebec) has a provincial employment 

service and this is used, as well as the federal agency, in 

that province. 

Newspaper advertising is made use of by twenty­

six stores as noted above, but many of the officials using 

it commented that it was not a satisfactory medium, except 

in the case of office workers and employees on the executive 

level. They agreed that it was a means of securing h elp who 

had no other way of knowing of vacancies and there is always 

the possibility that one exceptional person might apply. 

Although some texts state that satisfied store 

employees are one of the best recruiting forces, because 

t h ey bring in their friends, (1) 'the employment officers 

in the department stores visited did not agree with this. 

(1) Ibid, p. 150 and Woodhouse, Chase Going, 
The big store, New York and London: Funk and Wagnalls 
Company, 1943, p. 120. 
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Most of the nineteen who do use this source made it clear 

that prospects brought in by employees of the store had to 

prove themselves before they were hired and those who do 

not use this means of securing additions to the sales force 

gave as their reason that they avoided it because of the 

bad feeling that might result if the applicant was rejected. 

The majority of those engaged in employing regard it as one 

source they shun. 

Requisitioning of Employees 

In the larger department stores, it is usually 

necessary to have a formal system of notifying the person 

responsible for employment of departmental requirements. 

Most stores have the department head make out a printed or 

mimeographed form which contains all information essential 

for securing the proper person. This requisition is sent to 

the office of the manager or employment executive and it 

is carefully examined. Requisitions are usually submitted 

several days in advance of the actual need except in the 

case of emergency replacements. (1) 

The survey showed that many of the department 

stores, particularly the smaller ones, do not use requisi-

tion forms because the owner or manager is in close daily 

(1) Watkins, G. s. and P. A. Dodd, The manage­
ment of labor relations, New York and London: McGraw­
Hill BOok Company, Inc., 1938, P• 205. 



contact with all departments and it is usually apparent 

to him when any additional help is needed. Twelve of the 

twenty-nine department stores visited utilize requisition 

forms. 

Resource File of Applicants 

A resource file of applicants is a valuable help 

to the employment officer. It is built up by making sure 

that all likely applicants make out an application form 

giving all the information which will be needed should an 

opening occur. In addition to this, the record cards of 

20 

extras who have been found satisfactory should be included 

with items of special interest regarding the applicant noted 

on the application card or blank. 

The files are tabbed according to the suitability 

and availability of the applicants. Usually the lists are 

reviewed and revised twice a year but the names of exception-

ally desirable individuals may be retained for a longer 

period. (1) 

Twenty-eight of t h e twenty-nine stores keep a 

resource file. In some cases this resource file is made 

up of lists of names of likely prospects who have called to 

ask for employment. Notations as to appearance, personality, 

(1) The retail personnel primer, New York: 
National Retail Dry Goods Association, 1940, P• 21. 





smaller stores the practice of having applicants fill in 

application blanks is not followed. Three of the depart­

ment stores under discussion do not have applicants fill 

in application blanks. The employment officials of these 

stores feel that they can remember all the necessary in­

formation about each employee. Two of the officials main­

tained that the filling in of an application form would 

destroy the air of informality which they regard as es­

sential for their stores. One admitted freely that he 

had not been able to find the time to study the various 

types of application blanks available but he agreed that 

they are valuable and some day he hopes to introduce them 

into his selection and placement program. 

22 

The written application blank serves two purposes. 

It gives the employment executive a concrete permanent record 

of the applicant's qualifications for the job and it presents 

an opportunity for him to observe the applicant's writing and 

to evaluate her accuracy and ability to grasp and follow in­

structions. 

Because of the need for permanency the form should 

be filled in in ink and the form itself should be of a size 

convenient for filing. The questions should be clearly and 

simply worded and should not be any more personal than is 

necessary to provide all the information which the store 

should have about the potential employee. 







held and salaries earned. 

4. References. Names and addresses or those 

people who will be willing to give 

personal information about the appli­

cant. 

5. Legal agreement between employee and em­

ployer, to be filled in in case the 

applicant is given the position. 

On most or the application blanks there is space 

for the interviewer to record his comments about the appli­

cant and to indicate in what department the applicant is 

placed when hired. 

One store has a preliminary application blank 

which is filled in by all applicants during the first in­

terview. If the applicant seems promising she is called in 

later to fill in a more complete form. Another store has 

a short application form to be used when a former employee 

is rehired. The information given on this form is trans­

ferred to the permanent application form of the employee. 

rr the applicant is to be hired immediately, the 

application is filed among the active records or present 

employees. If the applicant is considered good future 

material, the blank is filed in the resource file referred 

to above. 

25 





only those applicants who have been approved by the depart­

ment head. In any event, the department managers and the 

employment officer work very closely in the selection and 

placing of applicants. 

Employment Tests 

Employment tests of specific ability are used 

by fifteen of the twenty-nine stores. These take the form 

of language tests and arithmetic tests. Language tests, 

to determine proficiency in both English and French, are 

given in almost all the stores visited in the province of 

Quebec and there too, there is a tendency to test arith­

metical ability. In the other provinces, arithmetic tests 

only are given. 

The language tests are oral, obviously, and the 

arithmetic tests consist of a few problems of the type en­

countered daily in selling. In Figure 2 is shovna a copy 

of one of the arithmetic tests actually used by one of the 

department stores. 

A few of the stores require applicants for of­

fice positions to pass tests in typewriting and shorthand 

iE they are applying Eor stenographic or secretarial posi­

tions, but for the most part the possession of a recommen­

dation or certificate from a reputable business school is 

considered sufficient proof of ability in office work. 

27 
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SELLING ARITHMETIC 

· Note: Any fractional cent in the total is figured 
as an additional cent. 

1. How many inches in a foot? 

2. How many feet in a yard? 

3. Vfuat will 5 yds. of tape cost at 3 yds. 
for lOp? 

4. What will 30 in. of ribbon cost at 1/2 
yd. for lOp? 

5. How much will 6 yds. of electric wire 
cost at 3 ft. for lOj? . 

6. Find the cost of 3-1/2 yds. of ribbon 
at 1/4 yd. for lOp? 

7. What will 2-1/2 yds. of elastic cost 
at 2 yds. for 5p? 

8. How many ounces in a pound? 

9. How much will 2-1/2 lbs. of nuts cost 
at 1/4 lb. for lOp? 

10. How many oz. o£ candy will you give 
for 25p at 2 oz. for lOp? 

Arithmetic Test Figure 2 

• • • . • • • 1 

• • • • • • • 2 

• • • • • • • 3 

• • • • • • • 4 

• •••••• 5 

• • • • • • • 6 

••••••• 7 

• • • • • • • 8 

••••••• 9 

••••••• 10 

28 



Physical Examination 

An advance test or physical ritness is valuable 

because it orten results in the saving or time and money on 

sick benerits, time lost through illness, and reduced turn­

over. Seven department stores in the area require all em­

ployees to have a physical examination berore employment, 

while three require only roodhandlers to undergo a physi­

cal examination. 

This physical test is given in some cases by the 

store physician. If the store does not have its ovm physi­

cian, the prospective employee is expected to obtain a cer­

tificate of physical fitness from her ramily doctor before 

being hired. 

Investigation of References 

29 

Rererences are of three classes: business, school, 

and personal. Business references rank first in importance 

and should be carefully checked. However, if the applicant 

has never had previous employment, the school and personal 

references should be checked. Most of the stores visited 

ask for three references. Most of the stores too, use a 

rorm letter containing specific questions and having space 

ror a reply ·on the letter itselr. Figure 3 is an actual 

rorm letter used by one department store when investigating 

references. 
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FORM 108 2M-9-42 451-J. BeL. 

QUEBEC ..... ............. 194 

M ............. . ............. demeurant au 

Rue .... offre 

'vices pour une position de ... 

Voulez-vous nous faire la faveur de repondre aux questions enoncees ci-bas 

s donner toute autre information que vous jugerez utile. Ceci sera considere 

te confidentiel et nous vous rendrons le meme service avec plaisir le cas echeant. 

Vos bien devoues 

postulant affirme avoir He il votre emploi 5. A votre connaissance , son b.onnetete es t-elle 

l .... . 19 ........ . au .. . 19 intacte? 

1 qualite de . 
6. P er sonnellement le connaissez-vous comme 

st-ce exact? 
recommandable? ........ ........ ..... .... ........ ................... . 

Est-ce votre parent? .... 

2 . A- t-il laisse votre emploi de son plein gre? 

7. Quelle- est vetFe opinion de ses capacites?-

3. Pourquoi l 'avez-vous congedie? 

8. R emarques: .. 

4. Lui connaissez-vous quelques mavaises habitudes? 

Date .... ... ..... ...... ... ....... ....... . .... ............ .. . Signature ......... ......... ... ................. ............. ....... ... .... . 



All of the twenty-nine stores investigate refer-

ences not only to check on the background, although this is 

the primary purpose of investigating references, but also 

to foster the feeling that the store is careful about the 

type of person it hires. 

Final Decision lg Hiring Applicants 

In many of the stores visited the employment ex­

ecutive makes the final decision to hire applicants after 

considering the opinions of other persons in the store who 

have had the opportunity to interview them. In others, 

particularly the smaller stores, he must arrive at his de­

cision unaided. The following table shows who have the 

responsibility of making the final decision in hiring em-

ployees in the various department stores visited: 

Official in Charge of 
Hiring 

Personnel director 

Personnel director in 
cooperation with de­
partment head 

Placement manager 

Manager 

Department supervisor 

Department manager 

Controller 

Store superintendent 

Manager in cooperation 
with department supervisor 

Total 

No. of stores 

8 

6 

1 

3 

3 

4 

1 

2 

_L 

29 

31 
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manner, responsibility, and selling ability have to be con-

sidered, while non-selling jobs usually need such qualiri-

cations as accuracy, adaptability, cooperation, health, know-

ledge or job, learning ability, manner, quality or production, 

and rate of production. (1) 

Department stores in Eastern Canada have been slow 

about seeing the need ror laying down specifications for the 

various selling and non-selling jobs throughout their stores. 

Four of the stores have set up job specifications while three 

are in the process of completing them. The same seven stores 

which have made job analyses or are in the process of making 

them have introduced or are introducing job specification in-

to their personnel work. 

(1) The retail personnel primer, New York: 
National Retail Dry Goods Association, 1940, pp. 25-26. 













wholly on word-of-mouth instruction. Neither of the s e has 

more than 150 employees and each depends on the department 

managers to see that new employees know the store rules. 

Several of the department stores presented 

copies of their handbooks for examination and it was found 

that all are written in the you tone, open with cordial 

greetings from a high-ranking official, and have a closing 

message expressing a wish for the success of the new em­

ployee. 
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All books contain a history of the firm and list 

the rules covering the essential points of employee behavior 

in the store together with the reason for laying down each 

rule. Topics dealt with include the following: 

Store hours and employee work hours 

Use of cloakrooms and locker rooms 

Time recording 

Entrances to be used 

Use of elevators and escalators 

Dress regulations 

Behavior on floor 

Lunch hours 

Relief periods 

Smoking regulations 

Shopping privileges 

Vacations 



Loans 

Health 

Use of telephone 

Mimeographed sheets and printed cards cannot give 

as much information as the handbooks and the ones presented 

for examination are limited to a listing of the rules re­

garding such topics as 

Hours of work 

Shopping privileges and discounts 

Medical care--hospitalization 

Vacations 

Where mimeographed sheets and printed cards of 

instruction are used, the tendency is to list the rules in 

an arbitrary manner but the size of the card or the sheet 
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of paper almost makes this necessary. In all cases, the in­

formation provided in the handbooks, mimeographed sheets, and 

printed forms is supplemented by instruction during the 

training. 

Continuous Training 

"Continuous training is the 
program by which management supplies 
the employees with current information 
and provides the guidance needed to 
maintain efficiency and morale at a 
desirable level throughout the store." (1) 

(1) The retail personnel primer, New York: 
National Retail Dry Goods Association, 1940, p. 45. 





description of new merchandise given and the advertising 

campaign explained. Most of the large stores visited 

never have store-wide meetings because of the large number 

of employees they have. Some of the smaller stores find 

store-wide meetings very satisfactory. One store has a 

meeting of the entire personnel regularly once a month. 

Group Meetings 

Group meetings are used very effectively by the 

large stores not only to disseminate information on ser­

vice problems and store-wide sales but also to give the 

salesforce instruction about the current trends and about 

the merchandise which is, or will be, available in the 

store. 

Departmental Meetings 

Departmental meetings are not very popular in 

this area. Only nine of the stores have this form of 

training. Most of the officials interviewed stressed the 

fact that the department manager does a great deal of the 

continuous training that takes place but he does not use 

a meeting as a means of instruction. He merely gives out 

information as he gets it and as he meets t h e various mem­

bers of his department, using a hit-or-miss system. They 
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are satisfied with the results. In several of these stores 

the department managers meet every week and the officials feel 

that the effectiveness of these meetings carries over to 





Training Material 

Store bulletins 

Merchandise manuals 

Periodicals and clippings 

Films 

Textbooks 

Store Bulletins 

No. of stores 

12 

24 

19 

21 

2 

Store bulletins may be produced and distributed 

at regular intervals such as weekly, monthly, or bi­

monthly, or may be prepared irregularly as a specific need 

arises. They may deal with such subjects as credits, 

style, or pointers on new merchandise or they may take the 

form of a supplement to a training course providing the 

employee with something to take away with her for study 

or to use for ready reference. (1) 

Merchandise Manuals 

· Merchandise manuals are publications containing 

all the essential information for selling purposes about a 

specific type of merchandise. Most of these are prepared 
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by outside organizations and distributed to various stores 

selling the merchandise discussed in the booklet. However, 

one store in the area has the salesgirls make up their own 

manuals which they call "Merchandise Facts". The information 

(1) Ibid, P• 61. 



in their manuals is gleaned from instruction received in 

training classes and from their outside reading. 

Periodicals and Clippings 
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In the nineteen stores using this source of in­

formation about salesmanship and merchandise, periodicals 

are made available to the sales staff by the various de­

partment managers and are circulated throughout the store. 

In addition, in the very large stores, copies of periodicals 

are placed in employee rest rooms. Clippings are posted 

on a bulletin board--almost all the stores have bulletin 

boards. In the few stores not possessing bulletin boards, 

the clippings are passed around in the same way that the 

periodicals are circulated. 

Films 

Films have found great favor in this part of 

Canada as a useful training device offering an opportunity 

to present information in an interesting manner. Two 

classes of films are used: merchandise films, which are 

prepared by large industries about their products and ser­

vices; and films prepared by commercial groups demonstrating 

salesmanship or related topics. One department store has 

its own theatre where the films are shown; the others show 

the films to small groups and use the training classroom or 

some other suitable room for this purpose. 
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in a more thorough and use£ul training £or them. The stores 

bene£it too because by agreeing to use these students as 

extras they assure themselves a supply o£ trained retail 

workers upon which they can draw when necessary. 

Employee Induction 

The new employee should be introduced to the 

rules, regulations, and policies which will govern her 

working dayj to her duties; and to the people with whom 

she is to work. Since all the stores have some type o£ 

initial training, introduction to rules and system is 

le£t to whomever is responsible £or training. 

Care should be taken that the new employee is 

made to £eel important and wanted in the store. She should 

have reason to believe that she counts as an individual and 

not just as another number on the payroll. To ensure her 

goodwill and cooperation while she is a member o£ the sta££ 

her introduction to her department should be pleasant. She 

should be turned over personally by the training director or 

the employment o££icial to the executive or fellow employee 

who is to be responsible £or the next stages of her train­

ing. If possible, someone should come to take her to her 

department, or she may be conducted there by the person who 

has hired or trained her. The least that can be done · in 

this regard is to send her down to her department with a 
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do not keep a written record, one is planning on introducing 

this device and seven depend on the memory of the dismissing 

official if the discharge is questioned. 

Figure 4 shows a copy of the dismissal record kept 

by one of the department stores. 

It is usual to give a discharged employee either 

advance notice of discharge or some dismissal payment to 

assist her while a new job is being sought. Some of the 

smaller department stores included in this survey feel that, 

except in cases where employees have been connected with 

the organization for a very long time, they cannot afford to 

pay a dismissal wage. In these stores the employees are 

given a fair notice of impending discharge--usually one week 

but in one store only one day's notice is given--so that 

they have time to adjust their own thinking and their finan­

cial arrangements to their changed status. Other stores feel 

that when the dismissal is for cause, it is well worthwhile 

to give the employee an extra week's salary and have her 

leave immediately, rather than have her continue in their 

employ. 

Seventeen of the stores either give a dismissal 

wage amounting to a week's salary or give a week's notice, 

while six provide the week's salary or week's notice if the 

dismissing is being done for economy reasons or because the 

employee has not met the store standard but give no dismissal 
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wages or notice if the employee has been guilty of dishonesty 

or insubordination. 

Five of the six stores making no provision for dis­

missal wages have a clause in the legal agreement on their 

application blanks entitling the employee and the store to be 

released from the agreement at any time without notice upon 

,payment of accrued salary to date. The remaining store 

gives no notice and pays the employee's salary up to date. 

Two stores give a dismissal wage amounting to 

two per cent of a year's salary if the person has been em­

ployed longer than one year. If the person being dismissed 

has had less than a year's service but has worked with the 

firm longer t h an one month, she will receive two per cent 

of the amount earned. Rou&hly, this amounts to a half­

day's pay for each month of employment up to one year. 



CHAPTER V 

HOURS AND WAGES 

Regulations concerning hours and wages are im-

portant in store management because hours and wages not 

only have a direct influence on employee morale and e£-

£iciency, but also are closely connected with the problem 

o£ operating expense. The department store must have a 

schedule which allows economical operation and yet guar­

antees the employee a £air return for the time and effort 

she contributes. In addition, hours must not tax the 

physical stamina of the ' employee unduly. 

While there has been a tendency to resort to 

legislation to safeguard employee interests in the matter 

of hours and wages, the wage and hour provisions of the 

Federal Fair Labor Standards Act of the United States do 

not apply to retailing. (1) In Canada too, there is an 

absence of federal legislation £or the protection of the 

(1) The retail personnel primer, New York: 
National Retail Dry Goods Association, 1940, p. 87. 
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retail worker except for the regulations of the Minimum 

Wage Commission. All department stores in Montreal and 

Quebec City are subject to Ordinance No. 4 of this com-

mission. (1) 

Department stores in New Brunswick do not come 

under Ordinance No. 4 of the Minimum Wage Commission (2) 

but this province does have Minimum Wage Orders for cer-

tain workers. The two Minimum Wage Orders governing de-

partment store workers apply to female employees in whole­

sale and retail merchandising establishments and to em-

ployees of hotels and restaurants--workers in cafeterias 

and tearooms in stores having these departments would come 

under this last regulation. Copies of both orders may be 

found in Appendices B and c. 

In retail establishments in various towns and 

cities of the province of Quebec there are collective 

agreements which are obligatory under the Collective Agree-

ment Act. Copies of the decrees relating to retail estab­

lishments in Chicoutimi, Coaticook, Farnham, Granby, Magog, 

Megantic, Quebec, Rimouski, Richmond, and Windsor were for­

warded by the Deputy Minister of Labour of the Province of 
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(1) Letter from Gerard Tremblay, Deputy Minister 
of Labour of the Province of Quebec, dated January 24, 1949. 

(2) Letter from N. D. Cochrane, Deputy Minister 
of Labour of the Province of New Brunswick, dated March 8, 
1949. 
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Quebec and in all of these the hours of labour are set down. 

In this report only the regulations concerning 

the city of Quebec will be cited since there are no depart-

ment stores in the other tovms and cities mentioned on the 

previous page. (1) The duration of labour as set down in 

Decree relating to the retail trade, City of Quebec, re­

vised edition with amendments, April 24, 1948, page 8, reads 

as follows: 

11 
••• r.r.h.e regular work week in the 

establishments governed by the present decree 
is one of forty-eight (48) hours distributed 
between 8. 00 a •. m. and 6. 00 p.m. every day of 
the week, the employer having the right to keep 
his employees to worl{ until 10.00 p.m. one even­
ing of the week and the eve of a holiday. 11 

A copy of the decree may be found in Appendix D. 

The provinces of Nova Scotia and Prince Edward 

Island do not have any legislation regarding hours and 

wages for workers in department stores. (2) 

Sometimes trade associations are influential in 

laying down regulations concerning the number of hours 

stores are to be open. For instance, the members of the 

Retail Merchants' Association of Saint John, New Brunsvdck, 

have an understanding among themselves that the employee 

(1) List of department stores issued by the 
Dominion Bureau of Statistics, Merchandising and Services 
Statistics. 

(2) Letter from J. W. MacKinnon, Deputy Pro­
vincial Secretary, Prince Edward Island, dated March 4, 
1949. 



work-week will not exceed forty-four hours. (1) Difficul-

ties that would be encountered in adding to the sales staff 

and replacing employees keep hours of non-member stores in 

line with those of the members of the Retail Merchants' 

Association in this city. 

Hours 

With the absence of legislation controlling the 

length of the work-week of retail salespeople in most of 

the cities and towns having department stores in Eastern 

Canada, the working hours established by each store depend 

on local practice in retailing and other occupations. It 

was found that the smaller department stores have longer 

hours than the larger ones. The survey showed that in 

t h e twenty-nine department stores visited, the employee 

work-week extends from thirty-eight and one-half hours 

to fifty-two hours distributed as follows: 

(1) Telephone conversation with Miss Edna 
Barton, Secretary of the Saint John Branch of The Re­
tail Merchants' Association, February 7, 1949. 
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Hours No. of stores 

38 1/2 1 

40 2 

41 1/2 1 

42 2 

43 1/2 6 

44 8 

44 1/2 1 

45 1 

45 1/2 1 

44 women--47 men 3 

48 women--52 men 2 

52 1 

Total 29 

In the three stores where the women work forty­

four hours a week and the men, forty-seven, the men have to 

be at work at 7:30 in the morning and the women do not have 

to report until 8 O'clock. These stores are ·located in trad­

ing centers serving a large rural population and their cus­

tomers like to shop early in the day. The officials inter­

viewed remarked that almost every morning their customers 

begin to arrive at 7:15 and would be on hand at 7 o'clock 

if the store opened at that time. The 7:30 opening hour 

is adhered to for the sake of the salespeople. 

The three stores having the fifty-two hour week 



ror men are located in a secondary shopping center of a 

large city. Personnel officials of these stores stated 

that higher wages are paid to compensate the employees 

ror the longer hours of work. In two of the stores the 

women employees are given one morning orr a week which 

brings the work-week ror rernale employees dovm to rorty­

eight hours. In the remaining store no dirference is 

made in the work-week of male and remale employees. 

Rest Periods 
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Many or the stores do not provide rest periods for 

their employees. T'nirteen stores have derinite rest periods 

in the morning and in the arternoon, the rest periods vary­

ing rrom seven to twenty minutes in length depending on in­

dividual stores. Two stores allow remale employees to have 

rest periods but do not make a like provision for males. 

Fourteen stores make no provision whatever but it was 

acknowledged that employees do leave the floor rrom time to 

time and it is supposed that they clear with the department 

head berore leaving. The officials of all rourteen stores 

reel that employees might abuse the privilege of regular 

rest periods and two of these said that because of abuse the 

privilege had been withdrawn recently. 

Absences 

The question of handling absences, from the com­

pensation standpoint, is part of the problem of hours and 



wages and therefore will be considered here. 

Sick Leave 

To prevent penalizing employees for unavoidable 

absences and, at the same time, to do away with absences of 

unlimited length, for which salary is continued, some regu­

lation has to be made by the department store whereby em­

ployees are allowed a reasonable, specific number of days 

per year for sick leave, and when this number is exceeded 

a deduction will be made for every day missed. Twenty­

five department stores in Eastern Canada allow sick leave 

of various lengths and one store allows none whatever. 

Employees in this store are paid on straight commission 

and any absence results in no pay. One store allows no 

sick leave for women but does allow it for the men. One 

store grants sick leave depending on the seniority and 

importance of the person and one store gives sick leave 

to department heads and office workers only. 

In fourteen stores no definite time is allotted 

but each case is dealt with individually. The following 

table shows the duration of sick leave in the remaining 

fourteen stores where some type of sick leave is per­

mitted: 
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