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CASE STUDY: ABUSE IN THE WORKPLACE

How many times have you heard a customer abusing a checkout operator for “being too slow”, or having to wait an extended period of time to make their purchases?  This is a common experience for many of the supermarket workers in their daily working lives.

In one recent incident, a customer verbally abused a union member employed as a checkout operator. The customer then complained to the store manager, who proceeded to abuse the checkout operator in front of the customer and other staff.

This behaviour was not only totally inappropriate, but also ignored the real cause of the problem.  This particular checkout operator was the only employee working on the Express Checkout lanes, and the store was very busy at that particular time, with some 20 customers waiting to use the Express lanes.

Understaffing was the real issue, not poor work performance, and when the company ignores such issues, this leaves employees open to abuse.  However, many customers do not see things this way, and vent their frustration at employees on the “front line”.

After the incident was brought to the attention of the company, the issue of understaffing was resolved successfully by the Union.  Employees do not have to accept abuse from customers, and should expect the support of their immediate manager when this occurs.

