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Is Communication “Ability” Really the Remedy?
From another viewpoint based on analysis of employee management at CVS

IGO, Yoshinobu

This paper reveals the situation of emotional labor in service industry through the analysis of employee
management at convenience stores (CVS).

Recently, discourses, which assert the need for youth to have sophisticated communication ability, have
been dominant. However, the paper highlights the pitfalls of such discourses by analyzing the relationship
between employer and employee, based on findings from interviews with employers of CVS. It is found that
employers of CVS maintain good working relationship with each individual employee by establishing bonds of
membership with them separately, and thus it is difficult to conclude that employers require employees to have
communication ability.

This paper also points out that recent discourses may have concealed some contradictions pertaining to

the employment of part-time workers.
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