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ABSTRACT 

The Social OrgaBization of Residentfal Real Estate 

1 

J. Douglas House Department of Sociology 

Doctor of Philosophy 

Based upon field work done from 1969 to 1970, th~ thesis 

analyses the occupation of residential raal estate, and the 

organization of the res~dential sales department of a large real 

estate company in Montreal, "Highgate Realties". Unlike Most 

studies of occupations and organizations, it attempts to view 

/ i ts subject wi thin the wider .perspective ot economic sociology. 

( Given thif! approach, the thesis has three major themes. 

" , 

(1) At the macro-Ievel, a tentative model i8 formulated 

ot residential real e~tate as a socio-economic 

- (2) 

system. 
"-Within this system, housing sales create a niche 

for middlemen negotiators between buyera and 

sellers, giving rise to the entrepreneuria! nature 

of the occupation. 

() Within the system, companies provide services for 

agents in return for shares ot their commissions, 
,. 

and tHis services-for-commission reciprocity , 

explains the strildng lacko of fonal organisation 

ri thin Highga te Real ti ••• 
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PREFACE 

This the sis, grounded in an ~mpirical investigation of 

the real estate busine,ss, cuts across and, hopefùlly, contributes 

to three academically separate areas of sociology. To 

occ~pational soeiology, it adds, a detail&d analysis of resident~ 

real estate selling as a type of entrepreneurial career. In the 

sociology of organizations, it examines the implications of a 

services-for-commission (rather than the usual wages or aalary 

for work) employment agreement for activities within a residenti[ 

sales departmen~ of a large raal astate company. In economic 
Itlo 

sociology, it proposes a tentative model of residential ~al 

estate as a Bocio-economic system. More important, perhaps, it 

suggests. that these three areas of "sociology .are mutually 

interdependent for at least sorne kinds of substantive inve.s'Ügatlons • 
. 

l am indebted to many people for help in completing this' 

the sis - to Professor Malcolm Spector fOf g~idance during the 

field work, to Pr~fessors Donald "on Eahen, Larry Falt, and David 

Solomon for helpful cri tisims" of earlier drafts. aJ\d to tellow 
J 

graduate students Huntley ~ff and Mitchell Prestman for 

interviewing vendors. Most-of a11, l am grateful tQ my 

supervisor, Professor Roger KrQhn. who~wa8 a continuous souroe * . ~ 

of insights and stimulation throughout my researoh a~d writing. 

and to my wife. Jeannie, tor Many kinds of invaluable helpl 

tYP)b~ epdting. criticizing and enoouraging. Pinal~y. l should 

like to thank the Canada Counoi1 and the Central Mo~tsage and 
, " 

Housing Corporation for tinancing my program. 
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Chapter l (~ 

IN'PRODUC'rION 

This is a study of real estate agents and the socio-

economic system of which they are a part. Specifically, it 

, focuses upon th~ agents of the residential sales department 

of a lar~e real estàte company in Montreal, Highgate Realties, 

from April, 1969 to october, 1970. 1 At one level, T descrihe and 

analyze the occupati"on of the residential rea1 estate agent: his 

'a..~tivities, his career strategies <\nd patterns, hi.s relationships 

wit. the si~nificant others in his occupational environment , 
o 

(0 the r ~ents, clients, managers), and the important implications 
, 

of hi.e occ~a tian for the argani za tion to which he be 1 angs. 

Alth~h most of my data are about the occupation itself, 

l also à ttempt to re la te i t ta i,ts structural context viewed as a 

s00io-economic system. On the one hano, the occupation and i ts .A .. 
" 

or~anization can best be understood as part of this wider system. 

On the other hann, our knowledge about the dynamics of the wider 
1 

system can be augmented by a detailed analysis of the occupation. 

At this more general level, this is a study in economic sodology.2 

IThe names of the company and of aIl the charact,ers are 
pseudonyms, because l agreed with the company's managers to 
confidentiality in reporting' my find~ngs. This was a condition 
that they reasonably imposed for me to carry out rny field work. 
~or a discussion Qf the methods of investigation used, see 
Appendix I. 

2As l see it, economic sociology ia the study of 80cio-
economic systems, i.e' •• social systems concerned wi th the, . 
production and distribution of scarce goods and services. Jn 
this ca~~, a soci21qgioal analysi~ is made of a system throùgh 

1 

, , , ',' \ 
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,General Theoretical Orientation 

By "social system," l mean recurr~nt patterns of 

behaviour that develop am0ng people as they attempt to cope with 

their environment. Social systems are pr0QUets o~ human 

2 

i'1teraction. ' Oncp pstablished, however, they become a maQjnr part 1 

of the environment to which people mllst adapte Current 

soeiologieal theory is divided between those who eonceive of 1 

social systems as determinants of behaviour, and those who 
\ , 

eonceive of them as products of behaviour.3 This study attempts 

ta deal with both aspects through an empirical case study of th~ 

real estate btminess. 4 

-Social behavioûr, includine that ~olving real estate 

agents, doeR not oecur in a vacuum, but rather within a 

which ownership of residential houses 18 distributed in Mont~eal. 
Economie sociology has a different method and foetis from 
economics, aiming ta analyze economic facts within a wider social 
contexte Empirical studies in economlc sociology might be of use 
ta economists in deciding what assumptions to build into their 
performance models of various sectora of the economy. For an 
exemple of fruitful collaboration between an economic anthro
pologist and an economist, see "Economie Spheres in Darfu" by 
Fredrik Barth, and ··An Economic Homologue to Barth" in Themes In 
Economie Anthropology, A.S.A.'Monograph 6, edi by Raymond Firth 
(Londonl Tavistock, 1967). 

JStructural-functionalis~ and systems theory are the main 
-examples of theories viewing socIal systems as determinants of ~ 
behaviour, while symbolic interactionism and exchange theory both 
see them as productUf interaction. Although l am using the 
conc'ept system, thi iB not a ··systems theory·· approach. It does 
not assume that syet s either have go~, or take action, or 
even that they "are characterized by,~~ elaboration or evolution. 
of organization. tt S~e Walter Buckley, Sociologyand Modern 
Systems Theory (Englewood Cliffe, New Jerseyl Prentice Hall, 
19$)), p. 40. 

4For a classic study with a similar approach to the 
interplay between macro- and micro-Ievel analysis see Everett c. 
Hughes,'Prench Canada 'In Transition (Chicago. University. of 
Chicago Press, 1957). ' , 

( 
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complicated environment of institutlonalized rights and 

obligations, and of shifting social and economic trends. To 

understand correctly the beha~iour patterns of our main 

characters, we must first locate them in this wider social and 

economic contexte This is the intention in Chapter 2, where the 

wider context is treated as a set of parameters, externally 

imposed conditions to which agents ,adapt their ~ehaviour. 

But social systems are, at the same time~\ products of 
v ~ :~ 

interaction. Tt fo~lows, then, that we can better understand the 

dynamics of larger systems by detailed micro-level analysis of 

their parts.~ The analysis of the occupation of the residential 

agent is the main basis of the gène raI inferences made here about 

residential real est'ate as a socio-economic system. For this 

reason, the full presentation of the model of this system 

(Chapter Il) does not appear until after the occupational 

analysis is complete. More deta41ed analyses of other parts of 

the system (for example, the Montreal Real Estate Board) would ~ 

calI for refinements of the model. An initial formulation, 

however, 5eems useful on the basis of my own and other studies. 6 

Two further properties of the system affect the 

5This does not mean that we can qerive the larger system 
from studying one of its parts. A ~erspéctive on the wider 
system can be gained from participant-observation at one level, 
but this perspective ne~s to cbe supplemênted with other'data 
and other studies. 

o 

6See Everett c. Hughes, "The Growth of an Inéti tution 1 

The, Chicago Real Estate Board" (unp~lished Ph. p •. dissertation, 
University of Ghicago, 1931)J and Donald H. Bouma, "Analysis of 
the Social Pqwer Position of a Real Estate Board", Social 
Problems, 10, 1962-63, pp. 119-130. 
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organization of this presentation: a primary determining logic,7 

and a number of feed-back effects. By "primary determining 

logic, If l mean that 'one unit of the system, the sales transaction, 

is the main causal determinant of the structur~ of the whole 

system. Because of this, th~ discussion of the sale cornes early 

(Chapter 3) before the occupational analysis. By "feed-back 

effects," l mean secondary causal influences of one part of a 

system upon i ts pd or determinant. 8 Agents, for exampbe, have 

feed-back effects upon sales by influencing the decisions of 

buyers and sellers. Real estate boards and companies have 

feed-back effects upon agents' behaviour. For this reason, the 

board and the company are discussed from two perspectives: in 

Chapter 2 as important parameters from the agents' point of view, 

and in Chapter 11 as parts of the model of resid~ntial real 
.J 

estate as a socio~economic system. 

Outline of Chapters 

Given its overall organization in terms of the general 

theoretical orientation outli~d above, the bulk of this study is 

an analysis of the occupation of residential real estate. Within . , 
the wlder environmen~ discussed in Chaper 2, the sale of a house 

is seen as a complex social transaction between amateur buyers 
f 

and selIers,' with much bargaining over priee and other terms 

?ffere l agree with Buckley, who criticizes functi9nalism 
and mutual interactionisTT) for their "inatUity to deal with the 
causal priority of sorne parts of a sys~em over others." op. cit., 
p. 77. 

8This defini~ion differs both from what Buckley terms 
"pseudo-feedback" arid "true feedback." See Buckley, op. cit., 
pp. 52 - 58. 

~ l, 
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such as financing and occupancy (Chapter 3). Numerous sales in 

modern cities create a socio-economic niche for expert nego-

tiators between the two sides; the occupation of residential 

real estate selling has emerged in response to ~his social need. 

Agents are middlemen who make their livihg by negotiating sales 

(Chapte.r 4). His role in the system makes the agent's work 
«1 

difficult and unpredictable, but challenging (Chapter 5); while 
1 • 

• its open-endedness rewards,talent and hard work with high "income 

and prestige. DifferentiaI success in thi~ entrepreneuriâl work 

gives rise to the typical career patterns o~ agents (Chapter 6). 

In their work, agents must accomodate their strategies 

5 

and behaviour to clients, calleagues, and company managers. 

Short-term relations with potential purchasers are non-con~t~ 

and tend to be more personal ann friendly than the more business-

like relations with buyersl while long-term success requires 

h'ui Id ing up a bank of recurrent re la tionships wi th steady clients 

who do repeat business with an agent and refer friends and 

relatives to him (Chapter 7). Relations with colleagues are 

ambivalent, since any agent must compete with others for scarce 

listings and sales, but at the same time must be willing to 

co-operate with these same colleagues in sales negotiations. A 

number of defence mechanisms, such as co-operation on a 

situational rather than personal basis, and·a marked absence of 

infor~al sociability, have emerged within the occupation to cope 

with this "structural ambivalence" (Chaper 8). 

Just a~ knowledge of the sale as a social process ls a 

nècessary prerequisite to our occupationa! analysis. so the 

latter furthers our understanding of real estate eompanies as the 

, 
,r 
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next unit in th~·system. Unlike most work organizations where 
. , , 

owner-managers pay employees for services, real estate companies 

are best conceived as provi~ers of services to agents in return 

for shares of agents' commissions. This "reverse employment 

relationship" gives rise to dyadic agent-company negotiations, 

and a peculiar lack of managerial control and formaI rules at 

Highgate Rea)ties (Chapter 9). The company is, however, a 

social collJct,ivity, with a minimum levei of solidarity through 

sorne leadership and collective decision-making. These weak group 

ties! symbolized 

as a,ritualistic occasion, temper somewh , 

and stark individuality of residential real estate sell ng as a 

way of life (Chapter 10). 

The concluding chapter (Chapter"ll), attempts to draw 

together the threads of the two main themes. At the general , 
level, a more formaI model of residential real estate as a , 

socio-economic system is proposed as an initial formulation. 
, 

the occupational level, the Main findings of the study are 

At 

summarized and related to the wider system. Finallr, l suggest 

some implications of the study both for the occupation and for 

further sn~iologj~al researeh of economic behaviour. 

Specifie Analyses, Descriptive Models and Grounded Theories 

Much empirical description will be presented in these 

more detailed micro-analtses of the oc'Cupation, .. But l shall 

attempt to go one step beyond simple ethnography to build 

descriptive modela and grounded theories baaed on the data. 

"Descriptive mpdels," as the term w.ill be used here, differ 
, 

from theories in that they do not themselves explain relationslips.· 

• 

, 1 J 
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Rather, they abstract from empirical evidence to present the 

"ide~l typical" characteristics of sorne form of social behaviour.9 

They differ from empirica1 generalizations in that the researcher 

must decide what is "characteristic" and "typical". The 

correctness of hie decisions can be checked only by further 

research and compar~sons. 

l shall also attempt to explain many of the characteristks 
« 

of the modele in terms of grounded theories,lO "grounded" in the 

sense that they emerge during the process of the research itself. 

Tentative hypotheses are formulated and checked through further 

research. ~he research continues until the investigator feels 

confident that he has develbped a set of categories and integratoo 

explanations that begin to account for and raise more questions 

about his subject. The models and theories of this study are 

presented in a discussioria1 rathe~ than propositional forme As 

Glaser and Stranss point out, this mode of presentation gives a . 
be~er feeling or process and development, and guards against a 

static or "frozen" jmage of social life. ll 

9For ex~mple, in his ideal'type of bureaucracy, Max Weber 
. outJ.ines five condi tions for effectfve lega1 authori ty, eight 

fundamental categories of rational legal authority~ and ten 
criteria of the functioning of individual officiaIs. See Max 
Weber, The Theor of Social and Economie Or ariization (New Yorkr 
Oxford niversity Press, 19 . , pp. 3 9 - 3 1. 

10See Barney G." Glaser and Anselm Strauss, The Discovery 
of Grounded Theory (Chicago 1 Aldine, -{967). 

llAlthougn l owe much to their book, l differ from Glaser 
and Strauss in three ways 1 • 

(1) l distinguish between descriptive models and grounded 
theor:Les J ' • 
(2) l believe they overstate the difference between grounded and 
logico-deductive theory. ?Even grounded theories are mental~ 
constructs which cannot be indueed direetly from data._ 
(3) l believe they underestimate the influence of other theories 
and preconceptions upon grounded theories. It ls more than ... ., 
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A preliminary example illustrates this approach. In 

Chapter A, a structural model will be developed of inter-a~ent 

relationships. rts characteristics include a weli-defined 

prestige hierarchy among agents, much secrecy concerning their 

operations, and a lack of well-developed informaI relations 

outside work. A grounded theory explains these relationships in 

terms of the services-for-commission system which produces 

institutionalized competition and differential success among 

agents. DifferentiaI success is the basls of the prestige 

hierarchy, and secrecy and lack of informaI relationships are 

defences against competition. 

Conclusion 

This study has three aims: 

(1) to develop a tentative formulation of residential 

real estate as a socio-economic system, 

(2) to analyze the occupation of the residential real 

estat~ agent and its implications for Highgate Realties as an
A 

organization, 

(3) to examine the dynamic relationship between the 

occupation and the wider socio-economic system "of which it is a 

part. 

These aims determine the organization of the chapters which foll~ 

coincidental that, in lirre with their background and training, 
their ~wn major concepts are social psychological rath~r than 
structural. 
(For a discussion of the main influences upon this s+udy, see 
Appendix l.) 

, 
" 
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Chapter 2 

THE WORLD OF RESIDENTIAL REAL ESTA TE 

Real estate agents and their clients (buyers and sellers) 

must adapt to their social and 'economic environment. In this 

chapter we set the stage upon which our main characters will 
; 

perfarm by outlining five important parameters or characteristics 

of this wider milieu in Montreal during the late 1960's. For ~ 

discussjon, this environment is conceived as having twn ,~spects, 

institutions and aggregate trend~. 
. 

Insti tutions involve' ;both a set of rules which govern a 

p~rticular area of social life, and sorne mechanism for sanctioning 

behaviour to make it conform to the institutional definitions. 

Three institutions set the context for Hi~hgate Realties agentss 

the legal sy~tem goverhing ownership and transfer of immoveable 

property in Quebec, the Montreal Real Estate Board, and Highfate 

Realties itself as a particular kind of company.12 Of these, the 

firs't is fundamental. The legal contract of sâle, together wi th 

high social mobility, have promoted the growth of residential 

real estate selling as a full-time occupation'. The Montreal Real 

Eatate Board la a more recent institution, founded by looal 

brokers to protect their interests. Once founded, -the Board in 
• 

12occupational organizations and resl estate companies 
are also units of'resldential real estate as a system, and will 
be discussed as such ih Chapter lIt At this stage, they are 
,viewed as important parameters for agents' behaviour.o For a 
discussion of thff advantages of vi'ewing the same social rea).i ty 
from. different perspedtives, see Peter L. Berger, Invitation to 
Sociology (New York, Doubleday Anchor, 1963). 

..,.. 9 
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turn has become an important part of the agents' occupational 

environment. Highgate Realties is a company proud of its good 

reputation and conservative approach, and" it places restrictipns 

on its agents that other companies do note 

Aggregate trends, the general outcomes of numerous social 

transactions, in turn help set the context for 'further behaviour. 

Two aggregate trends -are important here, competition wit1rin th~ 

business, and recent market trends in Montreal. Strong 

competi tion, among both compani·es and agents, has a pervasive 

effect upon patterns of relations at the micro-Ievel, while 

~arket t~ends affect short-run career opportunities and -strategies. 

Legal Foundations1) 

Economic right Is the legally enforceable right to use 

sorne form of prope~ty and to prevent ot~ers from using it. It is 

always sanctioned by sorne form of political power. Control of 

immoveable property (land and buildings) which are in scarce 

supply is a major source of economic power. Western capittlist 

countries have long been characterized by a form of property 

control called "private propert~" In the Provlnce of Quebec, 

.laws governing private property are formally defined in a Civil 

Code. 14 

14In this, .Quebec Civil Law Is based on the Frenê',h 
Napoleonic Code, which ls more ~ormal1zed than the EngllSh common 
law system found in the rest of North America. The two systems 
do not differ signlficantly in their social and economic effects. 
Buyer, seller, and real estâte agents move eaeily lnto and out of 
the province of Quepec from other Canadlan provinces. 

" 
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Immoveable property is legally defined as land and 

buildingsand anything that is attached in suc~a way that, if it 

were removP-d, it would make the area uncovered incomplete or 

imperfect. Ownership is defined in Article 406 of the Quebec 

Civil 'Codee 

\ 

Ownership i9 the right of enjoying and of disposing 
of things in the most absolute manner, provided that 
no use be made of them which i9 prohibited by law or 
regulation .15 

One legal commentator points out that ownership is a socially 
" 

defined relationship between a person and a thing. 
J 

Ownership is the legal relation or right existing 
between a person and the thing he owns including 
the various mooifications of this right. lb 

0wrership of property can be acquired in a number of 

ways,l? the most common being descent and the impersonal contract 

of sale. Descent is an important area of articulation between 

kinship and eCQnomic system8, but our concern here is with the 

sale as a legal contract. 

Sale is a contract by which one party gives a thing 
to the other for a priee in money which the latter 
obliges himself to pay for it. 18 

The sale ls legally bindingl if one party does not fulfill his 

obligations as defined in the eontraet, the other party can sue 

him for the full amount of his obligations as weIl as for any 

damages that he may have incurred. 

ljCivi1 Code of the Province of Quebec, ed. by Lise 
Saintogne-poitevin, 18th ed. (Montre~l, 1965). 

l6J~an-Gabrie~ Pastel, The Civil Law Systém of t~e' 
Province of Quebec (Toronto. University of Toronto Press, 1962)'. 

17These are defined in Article 567 of the Civil Code. 

18Article 1472 of the Civil Code. v 
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The sale of a house involves two kinds of contracts, the 

agreement to purchase.and the deed of sale. The agreement to 
l " 

purchase generally takes the form of an offer by the potential 

buyer which is accepted by the vendor, or a counter-offer by the 

vendor which is accepted by the purchaser. Most real estate 

companies, includine Hiehgate Realties, have standard forms on 

which the offer is made. Quebec jurisprudence is unclear whether 

the agreement to purchase actually constitutes a sale, or 

whether the sale is complete only when the de~d is signed. 19 

Whatever the legal position, from the real estate agent's point 

of view, the sale is not complete until the deed has been signed 

and recorded in the local Registry office. Although the broker 

has legal claim to the commission_w~ere an agreement to purchase 

has been signed and a deal falls.through, Highgate Realties ls 

usually reluctant to sue because of the danger of adverse 

pUblicity.20 An offer to purchase is often accepted on the 

basis of sorne condition, such as the arranging of a ffÎortgage, 
<., 

and where the condition ls not met, the deal falls through. 

There are no law8 which specifically cover the relation

ships between brokers and agents and their ~lients, although th~ 

19See the discussions by William S. Tyndale, "Promise 
of )Sale and Rights of the Real Estate Broker," Real Estate Law 
and Practice, Faculty of Law, McGi11 University (Montreal, 1962), 
and Gerald E. Ledain, "The Real Estate Broker," McGi11 Law . 
Journal, 4, 1957 - 1958, pp. 219-44 •. ~\., 

a ~ .. 1 

20A "broker tt
' ia 'an individual, p~rtnerahip, or company 

1egally entitled ta run a rea1 estate business. Lega1ly, an 
"agent" Is called a "sa1esrnan," and is employed by a broker to 
sell real estate. As we sha11 'see (Chapter 9) .1ihe1 relationship 
betwèen ag~nt and broker la qulte dlfferent trom most employment 
relatiopships. For a ?lossary of ~.al Estate Ter~~ see 
Appendix II. 
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listing contract2l between a vendor and a broker is covered under 
fJ 

the general contract of mandate. 

Mandate is a contract by which a person called the 
mandator, commits a lawful business ta the man~gefuent 
of aWother, called the mandatory, who by his 
acceptance obliges him to perform it. 22 

Legally, there is no contractual re 1::1 tionship between the agent 

(salesman) and th~ vendor, Rlthough the former does have the 

au-l-;hori. ty to make a listing agreement on the broker' s behalf, and 

the broker is le~ally responsible for the behaviour of the 

sa1esman in his dealings with the vendor. 

Real Estate Brokerage Act 

The Montreal Rea 1 Es'tate- Board was instrumental in the 

enactment of the Real Estate Brokerage Act in Quebeë in 1964, 

and its ampndment in 1967 •. The Act defines a salesman as "any 

person who, emp10yed by a broker or bui1der, carries out a real 

esta te transaction ... 23 The term "ernployed" rEile cts the brokers' 

interests in passing the bill. It irnplies that the broker is an 

employer and the agent an employee with respect to the law, but 

2IA Itlisting" is an agreement between a vendor and a 
broker permitting the agents of the latter to try and find a 
buyer for the vendor's house. There are three main types o~ 
listingl ! 
(1) Open Listing - no contract is signed. 
(2) Exclusive Listing -, a contract is signed giving the broker 
and his agents the exclusive right to seek a buyer for the house. 
The contract specifiess a. the length of the agreement, b. 
the terms at'which,the vendor is willing to sell, and c. the 
rate of commission he will pay the broker. 
(3) MLS Listing (Multiple Listing Service) - a' contract i8 
signed with one broker (listing broker); but aIL members of the 
Montreal Real Estate Board are entit1ed ta seek a buyer. 

22Artiole 1701 of the Civit Code. 

23Real Estate'Brokerage Aot, R.S.Q. 1964, Ch. 267, 15 -
16 Eliz. II, Ch. 75, p. J. ~ ,~ 

- l .' ' 
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in practice the relationship is quite differ&nt from most 

emp1oyer-employee rel~tionships.24 ~e Real Estate Brokerage Act 

requires as a condition for a permit that ~ salesman be "in the 

employ of a broker holding a permit or of a registered ~uilden .. 25 

The salesman's formaI status is now dependent upon his 

relationship with a tiroker. 

The Real Estate Brokerage Act gives formaI recognition to 

the occupation of real estate, and provides for its regulation. 

No-one is entitled to act as a real estate broker or agent unless 

he is licensed. In order to qualify for a broker's permit, a 

person must have had at least two years' experience as a salesman 

in the Province of Quebec, be at least twenty-one years of age. 

provide security of $5,000, pay an annual fee of $100, and 
i 

establish his honesty, solvency and competence to the satisfac-

tion of the Ministry of Financial Institutions. To qualify for .' 

a salesman's permit, a person must be employed by a broker, 

reside in the Province of Quebec, have a grade Il certificate or 

its equivaleRt, be at least eighteen years of age, provide 

security of $1,000 to the Superintendant of Real Estate to be 

held in trust, pay an annual fee of $25, and pasa a written 

examination on ~he principles and pr~ctices of real estate. 

Summary of Légal Context 

This compléx of laws and contracts governing priva~e 

property indicates its importance in Western societ~es. The 
• core contract of sale la protected because the rights and 

obligations of buyer and s~ller are eleàrly defined and enforced 

;. ~4See Chapter 9. 250p. oit., p. 4 

, 
.. ~ 
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by law. The listing contract specifies the economic rights and 

obligations between vendor and broker, and, derivativel'y:, vendor 

ahd agent. But aeents' relations with potential purchasers, by 

contrast, are not legally specified. This may reflect the strong 

emotional importance of choosing a home, as opposed to selling 

one for an impersonal sum of money. Buyers need ta trust and 

confide in their agents in ways that connot be specified in a 

neutral contract, and realtors have n9t pressed for legal ties 

wi th buyers. 

The varyine degrees of institutionalization affect the 

aeent's role in the system. Clients relYoupon agents partly 

because of their uncertainty about the legal technicalities of 

sales. We sh~ll see that talented agents play upon clients' 

uncertainties to promote sales negotiations. The Montreal Real 
o 

Estate Boarn (a brokers' oreanization) has succeeded, in in-

creasing brokers' institutionalized control over agents. But 

the terms of these agent~company ties are still unyiear, and we 

shall trace the way they are cantinually re-nego{iated on a 
/' 

dyadic basis. / 

For the rest of this study, priva te property is taken as 
D 

a given, as a set of parameters within which the social 

organi'zation of residential raal estate emerges. Housing sales 

create a need for expert negotiators, a social niche is c-raated 

which is filled by real estate brokers and agents. 

Occupationàl Organizations 

A great number of local, provincial, national, and even 

international associations promotes and protects real estate 

interests. Highgate Realties belongs to six such orgariizationsl 

<l 



the Montreal Real Estate Board, the Corporation of Real Estate 
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Brokers of the Province of Quebee, The Canadian Real Estate 

Association, the National ~ss~ciat~onJof Real Estate Boards, the 

Building Owners and Managers' Association of Montreal Incorporated, 

and Realeare timited. These are avowedly business associations, 

while sorne real estate organizations aspire to professionaljsm. 

Membership is on an individual' rather than a company basis, and 

requires that the members have taken courses and passed formaI 

examinations in particular areas of real estate. Highgate 

Real ties has qualified members in the Real Estate Insti tute of 

Can8da, the Society of Industrjal Realtors, and the Institute of 

Real Esta te 'Management. Of these numerous oreaniza tion~, on ly 

the local real estate board plays an influential role in the 

daily activities of agents. 

Canadian cities have lagged behind their American 

counterparts in establishine; in'dependent occupational associa-

tions in the field of real estate. Wfiereas the Chicago Real 

Estate Board was founded in 1883, the Montreal board .~s not 

~ncorporated as an independent body until J~uary ~st, 1954, 

although it had existèd as a section of the Montreal Board of 

Trade since 1920. The Board was ,~rmed for reasons similar to 

those described by Everett C. Hughes fop Chicago. Institutions, 

erow' around' probl~ms which elude final settlementz 

Institutions are just those social forms which grow 
up where men collectively face problems which are 
never completely settled. 26 

26"The Grow1;h of an Institution," p. 3-

o 
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The major problem in this case is the development of forms of 

co-oneration among competitors to protect their mutual interests. 

Real estate boards have been very successful at 

prot~ctin~ the interests of their members within the wirler 

community. Donald H. Bouma founq that the board was a major 
"'" 

non-governmental force in makin~, legitimizing, and ex~cuting 

community-wide decisions in the small American city of "Grand 

Valley." 

~ Each member of the board was in.~6mpetition with every 
otheI)l.t,member as he sought l istifr~s of s8.1eable property 
and ~~les to those seeking real estate. Yet the 
cdmpeti ti ve orientation was submerge~., ,in the co
operative, and a united front was pt~ted to the 
varÎ.4il!Js publics involved in the deci~~ma . g 
proc~~s.27' " 

.' 

~he Montreal Real Estate Board is prim8.riIy a brokers' 

association. Only licensed brokers, and the members of the 

hoards of directors of incorporated real estate companies, are 

eligible for active membership. Salesmen employed by these 

brokers are accorded associate memb€~ship but have nQ voting 

rights. Many powerful business and mu~icipal corporations are 

affiliate members who also lack voting rights. The Board is 

~ governed by a directorate €omprising thirteen active members, 

only two of whom càn be represe~tatives of trust companies. 
t, 

..... 

'fhe pirectors are all-powerful. They grant or refuse membership, lj 

nominate their~wn successors, appoint the chairmen,of the varioüs 
'r 

, 27Donald H."Bouma, "Analysis of th~ Social Power Position 
of a Real Estate Board," Social Prob1ems, 10, 1962 - 1963, 
p. 125. ..~ 

• { 

-'~' . , 
, '~ -'. ~ ,.. 
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committees, appoint full-time administrative officers, provide an 

appeal board from their membersh~p in .the case of a dispute, 

" invest or borrow money for'the Board, and amenn its by-laws. 

Al though, as of August )rst, 1969, only 253 out of 647 

brokers in the Montreal metropoli t8n area ()q.l per cent) were 

members of the Montreal Real Estate Board, these included aIl 

the lareer companies. ~he R@ard h8d 1314 salesmen as associate 

members, representing 77.6 per cent of aIl salesmen in the 

metropolitan area, and 66.4 per cent in the Province of Quebec. 28 

~ost real estate transactions in the Nontreal area involve sorne 

member of the Boarn, but, li.ke other real estate associations, n 

it has failed to establish itself as the sole governinè body. Jt 
1 

lacks the lee;ally enforceable monopoly power of the associations 

governine the established professions of law and medicine. 

Among its members, the Board regulates competition 

through a schedule ~ minimum charges and commissions, a set 
1'1 

of b~aws, and a code of ethics. The minimum commission rates 

set by tf Board are genellrally charged in practice. Irhey 

include a ,rate j.!.. 5 per cent of th~ total selling priee fçr the 

sale of an Exclusive Vlisting, and 6 per cent for an M.L.S. 
~ 

listing. ,~ . 

Underlying the power of the Board over its members is 

its provision of a co-operative listing systèm called Photo 

Mul-tiple Listing Service (M. L. S. ) 
,~ -
By signing an MLS listing 

" 
• 28The i~formation in this and the suc~eding section on 

real estate market trends.was kindly supplied ~ the Research 
Director of the Montreal Real Estate Board. " 
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agreement, the vendor improves his chances of selling his house 

by gaining access to a wider market of potential buyers. The 

broker with whom he signs, called the listing broken sends a 

copy of the listing ta the Board which in turn distributes copies 

of the particulars and a picture of the property to each of its 

participating mem~er brokers. ~he agents of these brokers can 

then look fo~ 'a buyer for the property. By cùntrast, if a 

vendor elects to sign an exclusive contract, on1y the salesmen 

of the broker with whom he signs are eligible to find a buyer 

for his house. 'rhe Board charges the listing broker a listing 
..-

fee of $10 and a service fee of 3 per cent of the gross 

commission if the house sells during the period of the listing. 

The net commission is divided equally between the listjng broker 

and the selling broker, and the brokers in turn rl.istribute a 
----

share to the agents involved according to the commissior 

schedules of their respective companies. 

Bouma found that the MLS system was the main source of 

discipline of the real estate boaro in Grand Valley, and the 

sarne applies in ~ontreal. Companies depend upon MLS listings 

for indirect access to the many clients of their competitors. 

The officers of the Board_recognize this power base. When 
(/ 

asked what would happen if sorne broker charged below its , 

minimum rate, the Director of Information replied at onces 

WeIl, we can dismiss the broker from the Board. 
That could ruin sorne people, it means the e,nd of 
MLS for them to start with. 

#' 
The Board alao protects the rèal estate business through 

political lobbying for lower property taxes and against government 

"interference wi th private property rights." Hughes emphasized 
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~his concern of the Chicago Real Estate Board from its inception: 

" 

,., the enthusiasrn of the Board for tax reform is 
doggedly persistent, as untiring as the interest 
of real estate men and property-owners in advancing 
their financial welfare. 29 

All the lesser roles of the Chicago Real Estate Board 
are subsidiary ta its major effort to keep land in thé 
market and to preserve the real estate agent's place 
there,3 0 

In Canada, the brunt of poli~al lobbying has passed 

from the local board to the provincial association and the 

CanRdian Real ~state Association. In April of 1970, for example, 

the Association subrni tted an eighty-five page report to" th.e .. 
Canadian House of Commons and Senate protesting reductions in 

depreciation allowances and capital gains taxat'ion proposed in 

the Federal Government's recent'white paper ~n tax reforme The 

Associatjon has also protested against a suggestion of the 

Economic Council of Canada that service industries be brought 
. 

under the jurisdiction of the Combines and Investigation Act. 

The conservative rp1e of real estate associations as protectors 
, - ----~ "-

of private property and property transfer through the market 

mechanism remains unchanged from the efforts of the fledgling 

Chicago Real Estate Board in the 1880's. 

The Level of Competition 

Real estate boards do not prevent the busi~ess from 1 

being. highly competitive.Jl A~ of August, 31st, 1961, there 

were 647 broker~ operating in the ,Montreal Metropo1i tan area • 

290p. sit., p, 79. 
t 

300p. cit., p. 85. 
, 

31Commi~aion rates are fixed but there 1a strong 
com~etiti~n for clients. 

. , 

. " ." , . 
, "1 
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But most of t.hese were' small one or two man oper::ttionf~. 'rhe top 

ten cowpanies, employine over fifty 3gents, were involved (either 

as buyine or spiline broker) in ~3.7 per cent of MIS transactions 

in'1970. (fJ!LS sales const·itute approxirnately 15 per cent o.f aIl 

types of' real enta te transactions in MontreA.l. 'Phe figure ls 

h ic;her .for re slrlenti81 sales a lone, but exact da ta are no t 

Pl v;ü 1 a 1'> 1 e. ) 

'['he lar.se st companie s di ffer accordin,,; ta Rpec ia Iha t ion 

Rn~ range of reAl estate services. Specializerl real e8tate 
";:; 

~O'llr8ni!?8, su ch as 1-ii~h;::;A.tf:! qealties, neA..l êxclusivAly in 

Uv=tt husiness and. offer Rervices lin aIl typeR of real estatp. 

br()lrer8:':~ ilnr1 man9.<?;errent. Recently, t}1AY have faceo increasing 

cnml)p t i tinn froPl trust cOMflilnie R. The se lenn 1. n~"'; ::md ma rta;ar;e \ 

ir::;titu-t;ions havt: rf:!certly expancie'i into re.al estate hroJ<-eraf';e, 

p8rsi r ul<1r1y in resirienti'éil sales. In ~~LS transactions, 

the trust cnrrpanjes' sllPre of" the market has increasen fraIn 

.3.3.1 per cênt in l0I):) ta 37.2 per cent in 1970, and that of the 

sinsle larEest COMpany frorr. 17.2 per cent to 21.6 per cent. ~ore 

significantly, this largest company, which accounts for this 
. , 

increasen share, has grown by 225.5 per cent iri tha~ time, 

compar~d to a r,rowth rate ,of, 205.2 per cent for aIl tr11st 

companies, 182./} ~er cent for a11 MLS su,",scribers, and 15L~. 9 

per cent for Highgate Realties. The trust companies are ahle to 
1 

.provl~e financing, a nation-wi~~ a eudranteed 

purchase plary ta their clients in compet'tian with. the mo~ . 
specialized local knowledge of the other brokerage firme. 

-
They ar~ also able to arrange reciprocal deais with larg~r 

corporations, and handle ~states for-clients in other 
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departments. 'l'he extent ta wh ich 'the trust companies can 

continue to expand at the expense of smaller firms is not clear. 

One effect has been that the lar~l:pecialized companies, 1 

including Highgate Realties, have begun to compete by offering 

nation-wide referral systems and guar.anteed purch?se plans of 

their .own. 

'Ne wi 11 see tha t this cOMpeti ti ve struggle among 

companies has a pervasive effect upon agents and their work 
1 -

relations. Because the client has many agents and companies 

from which to choose, aIl of whom would be pleased to have his 

busine ss, he can demand good service and expect h i8 aeent to 

work at any hour. The agent depends upon building favourable 

relationships with his clients as his most important asset. 

The high level of competition aiso affects relationships among 

agents. It gives rise to much suspicion, secrecy, and 

occasional opeh'conflict among themJ although, as we shall see, 

there are important areas of co-operation among agents as weIl, 

, and they have developed social and lBychological mechanisms for 

dealing with potential conflict. 

Real Estate Market 'rrends and French-Canapian Nationalism 

Market trends have important effec'ts upon the behaviour 

of buyers, sellera, and real esta~e agents, and are thus 

another important parameter for understanding their patterns of 

interaction. Montreal experienced continua1 and rapid growth of ~ 

.; 
total value of a11 types of rea1 estate transactions from the 

end of World War II until 1966. except for a-slump 1n-1960 ~ 

1961. Since the peak year'of 1966 the market has been dec1ining .. 
, 
" 
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with a partieularly sharp decline from 1969 to 1970 (see Chart 

2Al). The total value of transactions is the product of the 

number of transactions and the average priee of each. The most 
" 

2) 

interesting feature of real estate market trends in Montreal has 

been that the market decline can be explained almost entirely by 
l 

a dec1ine in the number of transactions since 1964. Priees have 

continued to rise, indeed to the extent that they compensated 

for the decline in nuwber of transactions until 1966.32 Since 

1947, the peak years for priees, 1969 and 1970, have eoincided 

with the lewest years for number of transactions (Chart 2A2). 

The predominantly Engli~h-Canadian areas serviced by 

\Higheate Rea1ties show similar patterns te the island as a whole 

(Chart 2Bl), except that the priee level reached its peak in 

1966, declined slightly, and has rem&ined stagnant from 1967 

through the duration of my research ta 1970 (Chart 2B2). It 

is tempting to explain this differenee from Montreal island in 

terms of po li tical presèure upon the Engli'sh communi ty in the 
.< 

city from the growth of French-Canadian nationalisme But this 
" 

would be misleading. As Chart 2C shows, priee fluctuations are 

remarkably consistent between the East Island (79.7 per cent 

French, 12.3 per cent English) and West Island (47.1 per cent 

French, 34.5 per cent Eng1ish). If political pressures are the 

cause of the decline, they have affected aIl ragions of the 

32Both t~nds may have reflected a general increase in 
the average size' of uni ts • 

, 
l ' 

, . . ' 

1 • " ~ . , , " ' 
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island. The gener~l trend has brobably been exacerbated somewhat 

in Hiehgate Realües areas because one of these, the City of 

Westmount, is looked upon a~ a bastion of the English establish-

ment in Quebec by French ~ationalists. Westmount has been'a 

major target for the guerrilla bombings of the militan~ Front de 

Libération de Québec. 

Sales trends show only part of the picture. The most 

strikine feature of the market during my research was that it 

was clearly a "buyers' market. ft The number of people who were P 

actively interested in selling their houses far exce~ded the 
~ 

number seeking to buy. Every real estate agent and vendor 

questioned agreed that it was d.ifficult to find buyers, and mest 

mentioned the political situation as a contributing factor. 

Vendor A It's very rough on today's mark~''',_Jt's hard 
to say why exactly. Probably for a lot 0 difre+ent 
reasons. The cost of living in general i high. \ 
People are scared of the Separatists. Don't kid ~our
self, it's not pleasant living in an area where there 
are such ten$ions. A lot of my friends are getting 
out of this ar~a altogether, retiring and going south. 

Vendor B It's just ,hard to sel1 on today's market. 
Naturally, it's because of two factors. The first 
thing, and Ivthink this~~ the first thing, is thè 
cost of money. The second thing is, of course, the 
upset condition and problems of Quebec. l think 
that' s second. , 

It is difficult to iSQlate the various causes of the 

market slump in Montreal. High interest rates, the long-term~ 

business cycle, and a gen,ral let-doWh after t~~ boom leading 

up to the world's fair, Expo 0'67, have 'aIl been suggested. 

Chart 2Al could be' 1nterpreted to support any of theee. The ,. 

interest rate for firet mortgages reached an all-time high fro~ 

1968 - 1970, ranging from 91 per cent to loi par oent,.out the 

1 • 
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interest rate argumeft fails to explain the relative de~line in G 

Montreal compared ta\other Canadian cities. l could not 

document the effects ~f 'poli tical incidents upon potential buyers, 

but the effect upon vendors is indicated by the increase in the 

number of new listings after the F.L.Q. kidnappings in October 

of 1970. Chart 2D shows that there was a 3A.6 per cent increase 

in the number of new listings with Highgate Realties that month 

over the mean number of new listings per month for the year. 
) < 

This represents a 44 per cent increase over October, 1969, 
,. -
indicating that the rise was not the resu~t of -seasonal variatio~ 

'. 

For the island as a whole, monthly data were unavailable, but 

new MLS-listings for the ,second half of 1970 exceeded the second 
, < 

\ 

half of 1969 by 13.6 .per cent, compared to only a .1 per cent 
f 

increase in the first half of 1970 over 1969. 

Whatever the causes., the housing market in Montreal was 

a buyers' market throughout the period of my investigation" We 

will see that this strengthened buyers' bargaining positions with 

,vendors and agents, and weakened vendors' positions. It also 

increased agents' co-operation with each other ta try and find 

buyers for. their many li~t~ngs. 

The slumping market has meànt that agents have to work 
"..~-

harder toc make a sale, and most of them have suffered a drop in 
" , 

incorne and living s,1I(rmdard. '; Various agents have been àffected li 

differently, as ia indicated by the following comments~ ~-

Jack Fraser. When l started there were Many clients 
and few purchasers--now it's the reversal'of that, 
but l'm only talking about my area. v 

ô , • :~ 
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Joan Reid. Thé" decline in t,he markét has had a great 
'effect on my sales,-and' mos~ clients these days seern 
to be lukewarrn. 'rhey're aIl looking for a bargain. 
Of course, there's a c~rtain amouht of luck involved_ 
in this busiress. You have to be flukey sometimes.'-
In fact, ... Peter Green is hav:ing his-;' hest ye_?r ever. 
My figure is only haLf--that of last year. 

32 

Pred 'rownsend. The market has definitely gone down. 
Tt's affected me.badly. T lost about five ~ales 
because of i t' las<t year. 1 had people ready to buy. 
and then a bomb went off or Johnson (former Dremier 
of the province) Qied, and they rlecided not to buy. 
An-d i t took loneer to complete the rteals that 1 did 
have, so this left less time to soend with o~her 
clients. L '<l 

Marie I~croix. From 'h2 ta '63 when T started out the 
~arket was fairly quiet. Then from 'h4 to '67 it was 
really moving. It's been gaine down ever since, 
although now it's beginnjng to stabilize. 
Interviewer. Have the changes in the market had any 
effects on you in your work? 
Lacroix. No, T wouldn't say so. My sales keep 
i ncreasing every year. . 

These comments illustrate the way in which changing market 

condi tions impthe;e upon the .agents. A few of the more sueees'sfui 

were less affected than the others. The reasons for this will be 

discussed in Chapter 6. 

Another fe\ture of the real estate market influencing the 

work ~orld of agents and companies is its~seasonal pattern. As . ~ 

Chart 2E shows, more 

.~ la te Summer r;~ early 

-itthrough March. These 
'::./ 

.' 

transactions occur during M~y and in the 

fall than in the winter from Decernber 

seasonal fluctuatuons ~re due to cultural 

factors. Durine the Christmas season people pre fer to remain 

settled. Moving to a new hom~ is most convenient in the spring 

before the summer vacation or in late summer and early fall to 
t. 

fit in with school opening schedules. Most agents ~ke this 

seasonal pattern into account when planning their vacations and 

deciding when to work harde st. 

\ 
, , 
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Chart 2E 

Seasonal Variation in Total Number of AlI ,Types of 
Houaing Transactions. Island of Montreal and 
Highgate Realties Area, combined monthly totals 
for 1969 and 1970 
(InfOrmètioh supplied by the Montreal Real 
Esta te Board.) 

. 
o 

, ,). 

" \ . ,r~ ,~j ~. ~ .~~~r: ~.~Jt~ 



, . 

High~ate Realties Company 

The descriptions and analyses that constitu~e the main 

hody of this study are,based upon resaarch at a single company 

in Montreal. Latar, an analysis'will be made of sorne aspects 

of Highgate Re~lties as an organization.JJ But the company, 

itself is also an important part of its agents' environment. 

Furthermore, there are particular features of ~ighgate R~alties 

that differentiate it from many other real estate fims which 
Q 

the reader should take into accopnt in assessing the general-

izations of the following chapters. For these reasons, l shall 

now describe the company. 

J4 

~igneate Realties is one of the oldest real estate firms 

in Montreal. It began as a'private family business, but became 

incorporated under Quebec lettera pat~nt before the second World 
> > 

War. The famj lies of the founding partners maintain a control-
, 

ling interest, although the distribution of comman value shares 

has recently been spread to include a number of newer department 

heads. From humble beginnings, the company has grown to include 

al~ branches of real estate. It publicises itself as' having the 

following departments l Investment, Ap,praisal, C,ommercial 

,Leasing,' Commercial Sales, Consulting Services, Industrial 

Sales and Leasing, Property Management, and Residential Sales. 

The Residential Sales Department deals with-the selling 

and buying of small residential properties, mostly single~unit 

• 
33See Chapters 9 and 10. yi 

> ., . , 
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owner-occupied dwellings and duplexes. Arranging rentaIs, 

managing small properties for absentee owners, and making 

unofficial appraisals make up a secondary and minor portion of 

its operations. 
, 

The company is governed ~y an Executive Board, ~ost of 

th~ members of which also hold top, level manaeem€'nt nosi tions. 

, The' Pres1 rient and Executi 'le Vice-president of the company, and 

35 

the h~ads of each department, including the General Manager of 

Residential S~les, comprise most of the members of the Board. A 

few rnembers are retired, while nne works as a residential agent. 
l 

'l'he MA.naf"er of the Head Office Branch of Residential Sales 

(our main focus) is not A. Board m~ber. 

Highgate Realties relie~ ve~y rnuch upon its good public 

image and reputation in the Community. Many of its agents and 

managers pointed out that l was not studying a tttypical h real 

estate company, and insisted that Highgate Realties is more 

conservative, more respectable, more professional, 4t;d more 

ethical than most of its cornpetitdrs. 

personnel Manaïer' You know, this firm i9 not repre
sentative. Th s i8 an old established firme We're 
proud of our raputation.< It's quite â conservative 
firm, not aggressive Iike most firms. Aithough, in 
the past couple of years we're becorning a bit more 
progressive ourseives. This ,is an old established 
firm which prides itself on its reputation. It·s a 
really prosperous c,01]lpany which has made a lot df 
money. . 
Bob,Coles (Agent) At Highgate Reaities, the client ls 
always rlght. The çompany never takes a commission 
unless tne deal ia finished. We have a very high code 
of ethics here, higher than anywhere aIse, including 
the t,rust companies. ....... .' 

Hi~te Realties has succeeded in establishing it. 

reputation as a dependable firm that can be trueted by ite 
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clients, as the folfowing com1ents indicate: 

Vendor B l-'m sure ~e are sorne sharpies in this 
business. live no doùbt about that. But l certainly 
have considerable faith in the agents we've dealt with. 
Yes, J have considerable faith in their ethics. You 
can feel pretty damn sure about a company like Highgate 
Real ties. 

Vendor D Highgate Realties is the biggest company in 
this area, it's the best. l would recommend the 
company, they have a lot of nice people over there. 

Hi~hgate Realties ls much concerned about its reputation, 

but like any business or~anization, its fir~t principle is to 

rnake rnoney, and a good reputa~~bn ia itself a means to this end. 

It is also the basis of the company's high prestige within ~he 

rea lesta te wO,rld. The company refrains from acti vi tie s which 

rnieht taint this image. It will not, for example, allow its 

agents ta take a cut in their commission in order to complete 

a sale. Nor will it usualJy risk the adverse publicity of 

takine a client to court when a deal falls through and the 

client is legally at fault. On the other hand, the comp~ny 

18 not adverse to control1mg information and persuading clients 

in ways not easily attributable to Highgate Realties. As one 

manager put i t r 

l was telling you that we're professional here. The 
customers' needs are taken- into account. Of course, 
only up to a point., After aIl, it's his decision. 
We can't guarantee anything. If you looked at ~Jve 
or six houses and then decided on one and asked me 
if it was good, l'd be a fool not to say yes, even 
though l'd naver buy it for myself. 

Most information management occurs at the agent-client level and (' 

ls beyond direct control by the company.J4 

J4ThIs ls diecuss~d in Chapter 4~ 

, " ..... ,di t 'f 1 ~tt 
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The company sometimes deals with other business interests 

for the exchange of leads. One oil company, for example, would 
~ 

let Highgate Realties know about people who were intenrling to ' 

put their houses on the market iii'r,~turn for information about 
.' 

when new residents would be moving into their houses. 

Recently sorne conflict pas developed between the older, 

more conservative and the newer, more growth-minde8 managers. 

'rhe declining market, the increasing compati tion' from the trust 

companie~ and the changing political and cultur~l conditions of 
l.. 

Quebec have strenethened the case of those pressing for changes. 

The company has been f~rced to adapt to these environmental 
~ 

changes. It now competes with the trust companies on their own 

terms. Through Realcare it provides a nation-wide refarral 

.' service, and i t has introduced i ts own guaranteed pure hase 
, 

plan.35 It is also trying to adapt to rising French-Canadian 

nationalism in Quebec. It finds that it cannot continue to 

grow simply by servicing English clients in English areas. It • 
. ~ 

is, therefore, beginning to hire more French and bilingual agent~ 

and to insist that the present employees learn French. 

The nature of the company and its reputation has a 

selective effect upon the,kinds of clients it attracts and its 

recruitment of agents. Middle and'upper Middle class English-

3SIf a'vendor decides to Bell through this plan, the 
company itself agrees to buy the house for 5 per cent lesa than 
the estimated market priee after the houee has been on the 
market for 90 days. In effect, the company offers to accept the 
major share of the1risk a6 an incentive for acquiring the listl~ 
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Canadian clients, and members of other ethnie groups aspiring 

to higher social status, are more likely than others to dea~ 

througr Highgate Realties. Many of the agents are themselves 

of ffiiddle and upper middle class background, and they go into 

selling real estate with long-term career aspirations. Agents 
. 

of lower class o~ckground, particularly those~who have had 

_previous experience with less reputation-conscious companies, 

find that they have to adjust their behaviour and strategies 

somewhat when they join Highgate Realties Company. Finally, we ., 
shoyld note at this point that Highgate, like most real estate 

firms, pays its agents solely on a commission basis. The 

agent's incorne depends upon his success in being involved in 

sales either as listing agent, selling agent, or both. Incorne 

depends upon both the priees at which houses are sold, and the 

number of'sales in which he participates in any given time 

periode In rnuch of the analysis that follows, we ehall be 

tracing the effects of this commission system upon the role of 

the real estate agent~ and his relationships with his clients, 

his fellow agents, and the company for which he works. 

Conclusion 

In this chapter, we have set the scene for'our,analysis , 
of the occupation and business of residentiàl real estate. 1 The 

institution of private property and its transfer through the 

legal contract of sale are "prirnary" for this analysie. because 

they creat, a socio-economic niche for agents. Real estate 

companies and boards are secondary institutions which have 

êmerged in response to the needs of the occupation itself. 

, ' , , 
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Once constituted, these in turn become important environmental 
" conditions for agen~s'< everyday decision-making and behaviour. 

Competition prevades the real estate business, among both 

companies and agents. We shall see this as a major influence 

upon the occupation at the micro-Ievel. upon agents' work, their 

careers, and their relations with clients, calleagues,' and' 

owner-managers. Finally, in setting our scene, we need ta 

remember that Highgate Realties agents and their clients were 

operating in a buyers' market and an unsettl~d political climate 

in Montreal during my research. The mo~~ls developed below may 

need modification for different marketJanJ'.political conditions. 
, 

Given this wider socio-economic environrnent, the agent is 

an important unit within the distributive system of residential 

real estate. We turn now to the main determining social 

transaction within this system, the sale of a house as a 

mult~-faceted exchange. 

- ~" 
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Chapter :3 

THE SALE OF A HOUSE AS A 

COMPLEX SOCIAL TRANSACTION 

Behind the gross indicators 0f the housing market in 

Montreal lies a complex process of individual decision-making 

and social transactions. The economic trends describ~d in the 

preceding chapter aggregate the decision~ and actions of buyers 

and sellers, and of the bargaining between them through the 
~ 

interested mediation of real estate agents. We begin our 

analysis of residential real estate as a socio-economic system 

by a substantive exarnination of its basic unit, the sale as a 

complex social transaction.36 Typically, three main parties 
• take partI a vendor, ~ purchaser, and a real estate agent; as l 

weIl ~s a number of secondary figures suc~ as architects, 

lawyers, appraisers, mortgage lenders, notaries, and city 

assessors.37 
----. 

'OThis adds a third perspective to viewing the sale as 
a legal,contract or an economic exchange. There is a close 
overlap here between economic sociology and economics. My 
concern is to develop a descriptive ~odel of the sale as a 
complex social ,transaction. The economist ls concerned 'IIi th 
price trends in the residential real estate market. The two 
are closely related, and l hope thè ho-using economist might 
be interested in the typ~of analysls presented here. 

/ 

37The ,analysie here ls conflned to the three main 
parties. 
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Numerous sales due to occupational and social mobility 

in modern eities create a soeio-economic niche for real estate , 

agents having threé main conditionss 

(1) vendors and purchasers are usually amateurs in real 

estate who look for advice and help from more 

knowledgeable professionals; 
'"" (2) the sale i8 a multi-faceted transaction with ownership 

rights for ~oney priee the main it~s exehanged, but 

not the only ones; 

(J) the terms of bargaining between buyer and seller are 

eomplieated, the "market" is not the sole determinant 

of priee. 

This complexity allows much room for manoeuvre by agents as they 

negotiate between buyers and sellers. To fully appreeiate the 

agent· s role and his entrepreneuriâl career, w~ need first ta ' 

understand the sale aS a complex social transaction. 

The Multi-faceted Nature of the Exehange 

As the ideal-typical case, l will assume that each 

purchaser i8 buying, and eaeh vendor selling, a single houseJ 

that the house does not produce any incarne for the owner (there 

are no tenants); and that it i8 not new, the, vendor himself 
( 

having bought it in the pasto These assumptlons are realistic 
, 

~or most sales of single-unit dwel1ings which are generally 

boU1ht as consumption items. In an empirica~ study, two 

economists conclude that owner-occupiers are clearly consumera, .. 
and do not regard home ownership as an investment. , 

Rate of Ireturn analysis ie a spurious,prooedur4 in the 

., , 

, " 
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'case of owner-occupied housing, because home owners 
~o not appear to take depreciation, interest (as an 
alternative cost), maintenance costa, and real estate 
taxes directly into account in their decision to 
remain in the home ownership submarket. Failure of 
the home owners to relate aIl sueh factors-directly 
to their ownership of housing makes it logleally 
impossible for them to know what rate of returntthey 
may be earning from their ownership.J8 

42 

l will eoncentrate first upon a single transac'tion 

between one buyer and one seller and assume. provisionally, that 

no real astate agent take~ part in the tran~tion. The first 

major variation from classieal eeonomic markets is that the 

buyer aryd seller are both limited in their comparisons. 

Generally, there are only a few houses of the right type in 

the, right area from whieh the potential Purchaser ean choose. 
/ 
\ . 

(~ven in a buyers' market, agents often find it difficult to 

find houses suited to their elient's needs.j Similarly, there 

is a limited number of interested purchasers for the vendor. 

The effective market, then, is smaIl; it does not look like 

the -impersonal mechanism of economics text-books.J9 Comparisons 

within this range, of course, do affect priees, and to this 

oextent the y are market-determined. But limited comparisons 

encourage- bar~aining and the taking into aecount of factors 

other than price. 

)8Alvin E. Co ons and Bert J. Glaze, Housing Market 
Anal sis and the Growth of Home Ownershi (Colum~us, Ohio~ 
Un~versi ty of OhlO }?ress, '19 3 • p. 1 9. A more complex model, 

incorporatfng aspects of priee determination in income-producing 
properties, would be needed for explaining priee determination of 
duplexes, triplexes, and single-unit residences bought as 
investments. 

. \) 

J9See, for example, C. L. Allen, The Framework of Price 
Theory, (Belmont, Californ~a. Wadsworth, 1967)' and George J. 
Stigler, The Theory of Pr.ice, ;rd ed. (New York. Macmillan, 
1966) ._ 
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The sale of a house 'for money is part of a wider exchange 

th~t involves other things as weIl. Many transactions in our 

economy are simple exehanges of a fixed sum of money for a 

pàrticular good, say a pair of socks. But housing sale~ are 

more complex with other. commodities exehanged as weIl. Most 

importantly, the combination of high interest rates of public 
..1,. 

institutions, plus the buyers' market in Montreal, has led many 

vendors to take morteages at a lower interest rate thRn th~t 

offered by morteage companies. This adds another counter to 
... . 

the vendor's bargainin~ position, and holsters his sales price. 

At the aggreeate level, priees are reinforced, partly through 

by-passing normal financial channels, and partly through . 
vendors' con~eding good mortgage rates.and terme. The following 

exeerpt from a sales discussion jllustrates this: 

Danielle Tarcot. 1 sold 5347 Durocher for $15,000 for 
$300 down, $700 at the deed of sale, and the balance of 
7 per lent over ~0 years. (9oing mortgage rates were 
then 10 per cent.) l wae amazed at the favourable terme 
offerèd by the ve.ndor. 
Joan Reid. This i8 why business is still gopd, the ,~ 
vendors are eo-operating. 

, ~, 

Once the vendor ~~rees to take a mortgage, a whole new 
~ 

area ~or bargaining opens up. What pereentage of the priee is 

to be paid in cash? What rate of interest is to be charged? 

What i9 the term of the mortgage? What Is its amortorization 

Qperiod? AlI these questions arise in the negotiations, and 

the eventual priee emerges as one important term in the series. 

If a buyer ls offered a low interest rate, or a long amortlzation 
. 

period, he will paya higher priee. If a vendor can get a high 

eash payment, or a high rate of interest, he will sell for lesa. 

- < 

J 
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The influence of financing upon priee is clearly illustrated in 

the following example. 1 asked the agent, Peter Green, if 

financing terms affected pric~ 

44 

Green. Yes, that's right, particuIarIy for the more 
sophisticated buyer. Good terms are worth money ta the 
purchaser. l ffid an extreme example a,)ittle while ago. 
The vendor offered a big mortgage at No interest. But of 
course the priee wa~ ~gh. You have tO,work out what's 
the best for you'r vendor and your client. You have to be 
able to ~sess each person's needs. One guy has a 
problem ~ that he doesn't want to show ~ capital gain. 
Another doesn't want to show a $5,000 per year incarne in 
interest. l soIn a house up on Pleasant Hill once where 
the vendor accepted a 5 per cent rate of interest on a 
mor.tgage ftom the purchaser. That seems pretty good, hey, 
st a time when the market rate was 7 per cent. But 
really, what they agreed to do was to add the ather 2 
per eent onto the priee. 

~ 

This example also shows how tax laws can have an indirect effect 

upon priee through financing. 

The exchanf,e is made more complex by other consider~/ions, 
such as occupaney. 'rhe purchaser rnay want to m'ove in before the 

present o~er intends to maye out, or the vendor may hope to 

have given up responsibility for upkeep and taxes before the 

purchaser wants to'move in. What ia to be done i8 negotiable, 

and what is decided can affect the ot~r terms of the exchan~e, 
including priee. The followit:lg cornplex neg~tions are 

, -~ 

described by the selling agent involved. ~r 4 ,~- ~ ,.,. 
./, 

Yvette Tardiff •. They couldn't agree who would pey the 
heat, the taxes, or how long the amortizat!on period 
sh~uld bel T~e vendor wanted it to amortize~over 20 
years, and the buyer over )0 years. Then the buye'r 
refused to pay the taxes. Finally, they agreed on 20 
years, but the buyer will pay the taxes. The vendor 
staya rent-free until May lat, and he pays for the heat. 

The"" inexperienced agent expressed surprise at tM! relatively low 
J 

price here, but note that the, vendor_also received six months f~ 

rent. during which the purcha~er would pay the taxes. The • 
'J 

.. " }f 
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parties must also determine exactly what it.ew~ are to be included 

in the purchase prj~0. AlI sort~ of extras: appliances, 

cha'noeliers, Persian carpets, electrical devices for opening. 

doors, ~ay or ~ay not be included dependjn~ upon the results of 

tj1e h8r~ainine:.110 

'L'he JTIul ti-face ted na tllre ~ ~he exch8nrr,e allows much 

fuxi hi li t,:: h negotia tians, anrl scope for the entrenreneuria] 

ta len t 0 f agents as midd lemen. T'op agen"ts Sh0'IJ e:-sea t ine.;enui ty 

in jll,?:,,:;l ir.[r the v::trious f~ce ts t0 precipi tate 8[';reerne'1t he tween 

buycrs anrj sellers. 

~ ,. '(' f :.8.rç;a 1 n 1 nt; e rms 0 Fuyers anri Seller~ 

l'he salo 
r~ ... 

of a house, then, iG rnulti-faceted wlth pri~~ 

l'ein~ the most irnporra"'t, hlt not the only f~('('t. Put what 

deter~5nes the terms of this exchange betwcen t~n purchDser and 

below a ccrt3in mini~~~, he would r2+~er ~~ep ~is house than sell 

at this priee. 1:e does not calculate thls lower li;r~+ if' economic 

terms. hl Instead he base~" l--is decision upon a subjective feeling 

J,/:' 
trOProb1emo arise wlten the 'î8W (nmers move 'into their 

homes only to find,' for eX,ample, that there is a big gap in the 
Jd tchen, where the automatié~ dishwasher they nad been looking 
forward to ownin~ for the fi~~t time, ha~ disappeared. 0 

41That le, in terms of the relative opportunity costs 
involved in seI1ing for a loss at one time and investing the 
money, rather than keeping the house in order to try to sel1 for 
more at a later time, whi1e paying taxes and upkeep and losing 
potential interest. This,lower limit, combined with concessions 
ln other facet&, shore up price leveis in ~his buyers' market in 
MontreaL. In the short-run at least, this~revents the downward 
price spiral which Fisher suggests characterizes such markets in 
the United States. This may reflect an attitude toward greater 
permanence/of neighbourhood composition and standards in Canada. 
Ernest M. Fisher, Urban Real E§tate Markets. ~haraeteriatic8 and 

., - ,~, 
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of what the house is "really worth", and upon a strong reluctance 

to se ~ for le ss than he paid for i t himse If. Many v.endo,rs se t a 

lowest priee which would C0ver what they paid for the house, the 

costs of improvements, an G'mount fo'r apprecia"Hon depending upon 

~arket conditions, and so~etimes an amount to cover the agent's 

com~ission. A couple of thousand dollars is usually added on 

for bargaining. 

Vendor C. To ~ecide the listing priee l took the 
original cost of the house and added the cost of aIl 
major renovations. l added on to this $2,000 so that 
in the event of bargaining l cou1d come down a bit. 
"The listing priee is $42,000, but l expect to get 
$40,000 te break even on the original price plus 
i rrprovements. 

Vendor D. We 're going to lSe.t back what we put in. We 
paid $48,500. We're not really try~ng to make a lot 
of money on it, but we want to get our own back, we 
don't need to sell if we can't do that. 

Vendor E. l'm charging what l paid for the home, which 
l think is reasonable, considering everything l put 
into i t~ 

This lower limit may be flexible. Sorne vendors are more willinf, 

than others to sell for a loss if no offers come at this priee. 

Vendor A. In terms of~llars, l hope to get back what 
l put into it. But if 1 have t~ sell for less than 
what l put into the house, l'Il just take a 1icking, 
that's aIl. 

Of the thirteen vendors interviewed, séven set their 

priees on a cost plus basis, while the remaining six went more 

by the state of t~e market. Most of the latter had owned their 

houses for a long t"ime and courd simply assume thatlthey would 

Financing (New Yorks Columbia University pftss,,' 1951). See the 
Appendix to this chapter. 



'-e 
47 

get more than the priee they paid. These owners were 1ess sure 

about what price to charge, and many ac~epted the advice of rea1 

<. estate agents. 
~ 

Vendor G. We went about it pr~~ty scientifically. We 
had, both the Western Trust and Highgate come in and 
appraise the place, and they suggested we 1ist at 
$55,000, and then come down 1ater. l thought that 
seemed pretty sound. 

Vendor F. The company appraised it, and we discussen it 
and l aereed with their appraisal., l'~~'come rtown 
severa1 times since of èourse. . ... -

Vendor M. (private vendor) The municipal evaluation was 
$11,000 first when l bought it. Now it~s $45,000, i 
th~t's usua11y around 80 per cent of market value, so 
the house should be worth $60,000. l have sorne friends 
in the assessment business, and they've helped me fix 
the priee. r paid $19,500 for the house (in 1951), 
and l fj~ure it should be worth three times that now. l 
keep chec~ing the new3paper aos about houses in this are~ 
l think l'~ right ta ask about $hO,OOO. 

~he purchaser has a highes~ price that he will paye This 

depends main1y upon what he can afford, but a1so partly-upon his 

subjective willin~~;ss to give up so much money for a certain 

kind of house. This 1i~it ls a1so open to change. He may find 

that he cannot get the,house he wants for his original priee, and 
" \, 

raise his limit aceardingly. His 'abso1ute limit is set by his 

financial position, and availability of credit. A man with 

.$2,000 for a,.downpayment, and an average income of $5,000 per 

year simpl); cannot get the .financing ta buy a $40,000 house. 

Given these limits below which the vendor is unwilling 

to sell, and above whieh the purchaser is unwilling to buy, the 

terms of exchange depend upans 

(1) the relative bargaining positions of each, whieh in turn 

depends upon a number of factorsJ 
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(2) the relative oargaining ski Ils of each, and 
!. 

(3) the influences of the real estate agent(s) involved in 

the transaction. 

Relative bareaining position depends largely upon the 

availability of acceptable substitute houses to the purchaser. 

and alternative buyers to the vendor. This is the way supply and 

demand affect the 'transaction. The more"houses there are for 
1 

sale in areas which interest the purchas,er, the bette'r is his 

barg8ining position. The more people intere8ted" in buying, the 

stronger is the venoor's position. Supp]y and demand are 

objective factors which must be perceived and and interpreted by 

buyer and se i 1er to be influential. 42 Supply and demand in turn 

depend upon a collective definition of the area as a desireable 

place to live. In the months preceding th~ last provincial 

elect~on in Quebec, uncertainty among English-speaking Montreaers 

about their future in the province interested more peopl€ in 

selline, and less in buying houses in English areas. Supply was 

greater than demand, buyers ~,ere in a strong bargaining po,sition 
, 

vis-à-vis sellers, and priees tended to fall. They did not drop 

as drastically as might have been expected, however, because of 

the lower lirnit below which rnany sellers were unwilliYl~ to 8ell, 

and bec~use of the granting of co~ce~sions in otner facets of the 

exchange. 

4~One of the agents' functions i9 to provide information 
about market trends, and thereby rnake the mar~et a 9ignificant 
factor in the individualls decision. 

'..f_ •• ' .' !. 

' .. 
·,,1' 
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'rhe effects of suppl1 and dernand upon the price of 

housing are mi tigated,' to a degree greater than 'for probably any 
~ --

0,-

other good) by the heterogenei ty of the product. No two houses - 1 
, l 

_are exactly alike, and no two are in the sarne location. This ls 

particularly so in older areas of the city, such as those 

worked by Highgate agents. There is always a large subjective 

element involved in considering the worth of a house, the same 

house being worth more to one person than to another. If a 

vendor finds a purchaser who really wants his particular-ohouse 

more than any other, his bargaining strength is increased 

accordingly. A Highgate agent gives an exarnple. 

Marle l.acro ix. 1 sold 48 We st Avenue. 1 eventually 
got $44,500, the 'full asking priee. The house'ha~ 
actually been taken'off the market, but l knew it 
was the sort of house my clients were interested in. 
l had recei veel the lead from another office. 1 
eventually showed my clients the house, and they made 
a good offe r of $)8,500. but the owners said they 
weren't interested in selling for less than the 
asking price. It hael been a good orfer tao. So the 
client gave up and 1 took them out to see sorne other 
houses. l knew they were buyers and l didn't want to 
let them get away. Just after we started the wife 
turned to her husband and said l "You know, we really 
liked tha t one, why don' t we buy i t?" 50 they made 
the offer for the ful1 àmount, and there wasn t t very 
much the vendor could do then! 

This ~xample also shows how the heterageneity increases 
1 

the agents' room for manoeuvre '. Sucgess depends large ly upon 

their ability ta match up particular clients with particular 

houses. Agents appreciate the,:: idiosyncratic elernent, and are 

sometimes surprised by purchasers' de~isions w}'\Ïch are based 

upon different subjective criteria from their own. Sorne houses , 

'"are so different from ôthers that they are unabole to estimate 

their value because t~ere can be no meaningful comparisons. 
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After we had inspected one expensive house whlch was full of aIl 

sorts of electrical devices and which had the bedrooms in the 

basement, l asked an agent about itl 

Interviewert 
like that? 

How do you go about evalùating a house 

Nancy Kinel Oh, it's impossible. AIl you do is Ii§t 
the house for whatever the owner asks, and then te~~: 
him about any offers you ~ight receive. There's 
nothing to compare- i t wi th. 

~ime considerations also affect relative bargaining 

posi tions If the vendor is in a hurry to sell, he mightaccept 
, 

If he has plenty of time, he can afford't~ reject 

a better offer later. It depends very much 

upon his rea se lling. A vendor be ing transfe rred ta 

another city or country is in a ereater hurry than one lo~ng 

for a 1areer or smaller house in the same area to better 

accomodate the changing size of his family. Time is a resource 

that can be invested ta try and get a hig~er priee. Similarly, 
. 

if the purchaser is in a hurry to buy, his bargaining position 

is weaker than if he has plenty of time. This is why agents 

like dealing with out-of-town clients. 
t)

Since they have nowhere 

to stay in their new city, th~y are more anxious to buy quickly 

than local res~dents who already have a house or ~n apartment. 

We saw above that financial consideratio~s are important 
~ 

in determining the upper and -ù.owér limite with~n which bargain-
. , 

ing proceeds. His overall financial position also affects the 
Q 

1 willingness of the vendor ta aooept a low offer at any ti~. 

The extreme example is one who has gone bankrupt. He must acoept 

the first offer he gets, no matter how low. The vendor must also 

consider the finanoial coste of. keeping hie house. If i t is 
• 
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, , 
vacant, he has to pay t~xes and upkeep without deriving any 

benefits, and pay for his new house or apartment as weIl. He 

might be better off to sell for leSs immediately than later, 

becanse in the meantime he could save on his costs and",gai:n 

interest on his money. As the owner of a vacant house, his 

bargaining position is weaker. Agents inelude aIl vacant houses 

in a spec3 a 1 ca tegory, Must Be Sold (MBS)\ listings, where owners 

are particularly anxious to selle Agents take advantage of this 

to push for quick sales. 

More general finaneial matt.ers also influence priees 

through bargaining strength. City assessment and tax rates 

together determine the amount of taxes that have to be paid in a 

year. Where taxes ~re partieularly high for an area, or for a 

particular house because of unusually high assessment, the vendor 

may lower his priee to compete favourably with a compara~l~ house 

in an area where taxes are lower. If higher taxes mean better 
., . 

services, then this influen~~ could be counter-balaneed. The 

best example of this is schOol services. IVany bu~ers are 

willing to pay higher taxes and higher priees in order to send . ~ 

\heir chiidren to "good" schools. The cost of mone~ in the 
\ . , 

larger economy, expressed mainly as interest rates and terms of 

mortgage lending, also affects thé priee that buyers are able 

to paye As we have seen, financing usually enters into the 

, mul ti-faeeted nature of the exchange in a buyeI-s' market. 

The influenceS-llpon bargai~ing strength can be summarized 

in slightly different terms. The bargaining poatiorr'of the vendar 

depends upon the coste to him as he pe,rceives i t, of _'not selling e 

,,"; 
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at a particular timea a) the perceived probability that he 

will not find another buyer willing to pay more, b) the financial 

r posts of keeping the house, c) the consequences to him if he 

does not get the money at that time. The bargaining position of 

the purchaser depends upon his perceived costs of not buying at 

that tim~t a) the perceived probability that he will not find 

another house that is suitable at a comparable priee, b) the 

possi bili ty that _he 'w,ill lose that particular house, if he likes 

it more than any other he has seen, and c) the inconvenience to 

him of not buying. The greater- the costs to the vendor of -not 

selling, the strong~r the bargaining position of the purchaser. 

The greater the costs to the purchaser of not buying, the 

stronger the bargaining position of the vennor. Together, these 
"' . 

two bargaining positions largely determine priee and other terms, 

whenever negotiations are concluded by a sale. 

Th~ Social-Psychology of the Sale and the Agent's Influence 

But objective bargaining positions are not the ·sole 

determinants of real estate transactions. The complexity of the 

exchange, and its emotional importance to most homé~owners, give 

rise to a social-psychology of buying and selling houses. Where 

a person lives, what kind of house he wants, how much he will 

pay, are subjectiv~ opinions that other people ~an influence. 

The"extent to which a party to a transaction recognizes this and 

attempts to influence'others in his favour, ~onstitute his 

degree of sophistic~tion in real estate. 
-, 

Buyers and sellers vary from the sophisticated speculator 

'J. 

-. 
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to the naive stranger to the system. The following cases 

illustrate what effects this difference can have. 

Case 3A. (Sophisticated vendor.l In this case, the vendor out-
1 

smarted not only the purchaser, but also one of the agents 

involved. He sold his house twice, and was abl~ to keep the 

whol~ of a large deposit when the first deal fell through and 

he had to pay no commission (because it was not written into 

the listing contract ). The sales manager and agents 

discussed it aS·f,Qllowsr 

Jim Young (Sales Manager). revebeen keeping our 
discussion of thls sale until the end, )2 Ridge Heights. 
T've never seen Peter worn out before, but he was worn 
out dealing with that Mr. Leonard. 
Peter Green. (rrhe second, successful, se lling agent) 
WeIl, he got aIl he wanted.' It went for $153,000, with 
a $20,000 deposit, and a good rate on his mortgage. 
Jo~n Reid. Gosh, a $20,000 deposit! You don't see too 
many of those. And did he get his damages cla~se, Pete? 
Green. Yes, for $20,000. ~ 
Reid. And you got that extra $3,000 for him, how did you 
manage that, Peter? 
Green. The buyer was over a barrel. He knew ,he 'd have'-
to pay it to get the house. ~ 
Reid. And did Leonard get that extra $17,00D when the 
first client didn't buy? 
Youne;. Yes, he's a sophisticated trader. You really 
have to be on your toes when you deal with a guy like 
that. We got nothing on that deposit, because we 
dipn't have it in the contract, and look at that money 
you ~pent on phone calls to Mexico City, Nancy! (The 
first, unsuccessful, selling agent.) 
John Masan. He should have te paye You should have 
told him that, Nancy. 
Nancy King. WeIl, you don't talk to vendors like that, 
and you know i t. 

Case JB. (Naive client.) The agents'were discussing possibl~ 
..:! ,.. 

conflict between the clients' interests and those of agents in 
v 

'completing sales. One of ·'them illustrated this by- a case he ha1 

heard of where a client of another agency "definltely paid too 
.' 

" 

~ -, ' 
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much for his house". The client had just come from England 

where they are not used to bargaining te the same extent. On 

the advice of the agent, he offered .the full asking priee 
, 

which, of course, was accepted. 
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Both of these cases involve real estate agents. Indeed in Case 

3A part of Leonard's sophistication was his choiee of Highgate's 

best agent to handle his listing. In Case 3B the client ryaively 

followed the a~ent's a~:ice without realizin~ the' ~tter'S ~ain 
conce rn a r-Oll+ ""aki n.:; the sale, not servi n~ the client. 

80 fAr, l have mep.tionerl the influence of this third 

party only incidentally. This i~ highly unrealistic, because 

the agAnt influences nearly aIl his clientes decisions. The 
• 

many facets of the exchan~e, and the opennessof clients to 

persuaslon, ~ive the agents much room for expertise and 

marioeuverability in negotiations. The next chapter deals with 

the agent's roie as middleman in the system, butafew comments 

about his influence upon the sale are appropriate here. 

A house is an important 'bbject", in Mead' s sense, 43 

with strong emotional connotations for buyers and sellers. 

Agents affect decisioRS about relative merits of different 

houses, about location, about financing, and about priee. In 

sorne pases, for example, the agent persuades his client to 

raise the priee that he is willing to pay by showing him houses 1 . 
-

, in a higher priee range that he knows the client will.,like. In 
" 

4JGeorge Herbert Maa'd, Mind, Self, and Society (Chicago 1 . 

University of Chicago Press, 19)4), pp. 77 - 80. 

" 
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a buyers' market, the agent uses tl;le market as a persuasive force 

to deal with vendors, as the following examples show: 

Example 1. Joan Reid (agent). The woman really needed 
to sell and l got hold of a man who was looking for a 
bargain sale. l went to the woman, and told her 
straight that in a bad market yo~ must be pre~ared to 
give a bargain. She made a counter-offer of $50,000 
to his bid of $48,000. l went home and phoned him, 
but he said that he wasn't interested in any counter
offers. l went back to the woman and had a long honest 
talk with her about how hard it is to sell in'today's 
market. Eventually, she saidl uDo you still hav7 the 
cheque there?U l said "Yes," and she decided to take i t. 

, 

Example 2. Vendor I. We paid $31,000 for this house, 
and we put in $3 to $~OO worth of improvements. So we 
thought that we would ask for $35,Obo. She (the listing 
agent) said that we probably wouldn't get more than 
$25,000 for ii. She really got angry when we wouldn't 
go for that. We finally set it at $29,000~ She 
wouldn't go over $30,000, otherwise people would be 
discouraged from looking at it. She also said that if 
people wanted the appliances, the stove, the fridge, 
the washing ma,chine thr,own in for $2Q, 000 tha t she 
wouldn't lose a sale o~er the appliances, but l don't 
look at it that way. 

'PhG mere presen~e of a middleman has an effect upon priee 

in another way as weIl. Beeause the vendor has contracted td pay 
, 

the agent a commission of 5 per eent or 6 per cent of his 

selling priee, he trys to get a higher price ta off-set the 

commission. Vendors often give open listings on the under
f 

° standing that the priee to be asked by the agent be a couplé of 

thousand'dollars more than if the vendor se11 it directly. The 
\ -

commission ls a co st to the vendor, and it has the same effect in . . 
determinlng the minimum price that he will accept as other- costs. 

l will illustràte this by a hypothetical example. 

Assume a vendor who hae decided to re-sell a houae that 

he bought recently, and who ia w~lling mere1y. to get hie money 

ba~~ in th~ sale. If he paid $20,000 for the house, he will have . 
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to pay $1,000 commission on an exclusive basis. In order not to 

lose on the transaction, he will have to get an offer of $21,000 
~ 

to satisfy his own minimum criterion for sel1ing. The presence 

of t~e agent exerts an inf1ationary pressure upon the price. 44 

Vlhen the next owner decides to sel1, -he will have to get 

$22,050 to caver his costs. A1though it is the vendor who pays 

the rea1 estate hroker, in effect is is often the huyer who 

pays through a higher priee. More precisely, the question of 

who ~il1 pay what share of the commission enters implicitly 

into the bargaini~g between vendor and purchaser. 45 

11 he Sale as a Pro ce ss 

'rhree or fo,~r46 main parties participate in the , 
1.-

bareainine;, decision-.making, and change of opinion during the 

sales nee;otiations. The sale proeess occurs over time, which 
-... 

fur~her complicates the transaction and increRses the room for 

~anoeuvre by the agent. 

The process culminates in the presentipg of offers by 

potentia1 purchasers, and counter-offers by vendors. The agent 
j ) 

or agents do much running back and forth between client and 
, 

vend9r. The agent's skill in information-management, manner of 

~~Robert Paine suggests that this inflationary p~essure 
may be a general characteristic of midd1emen. (Personal 
communication). f 

45Implici~ly, because they do not conceptualize it 
this way. 1 

~6There may be only one ~gent involved as both listing 
and selling agent, or there May be two different agents. The 
implications of this are discussed in the next chapter. 

'" 
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presentation, and thinking of new compromise possibilities, is 
! ~ ~ " 

crucial at this stage. The more skillfull the agent or agents, 

the more likely it is that the two parties will agree to terms 

and the sale will occur. The following example of a succes.sful 

attempt at negotiation shows the importance of the time 

dimension: 

Example 3. (Sucee ssful Negotia tion) 
Verna Anderson. WeIl, l got the client from an ad in 
the newspaper. He made a silly offer,"and the vendor 
made a silly counter-offer. He wante'd ta offer 
$2),000 but l talked him up to $24,000 which was still 
tao low (for a house listed at $33,000). Danielle (the 
listin~ a~ent) and l brought the offer, and then the 
vendor made a counter-offer of $30~OOO. WeIl, 1 
thought it was aIl over then, but l brought it back ta 
the client. The next day he made another offer of 
$27,000 that was accepted. 
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Here, if the client had made the initial low offer directly, the 

vendor undoubtc~ly would have rejected it.out of hand and 

ceased ne".;otiation. 'rhe agents gave each side time to adjust, 

save face, reconsider, and continue the prOCp.Rs of offers and 

counter-offers tha t culminated in the sale •. 

Before proceeding to focus explic~tly upon the agent's 

role in this process, 1 will show how the complete social 

transaction is further comp~icated by à cultural aspect. The 
, 

e conomi c concepts of ',',pri ce" and "market" itTlpersonalize the 
x:U 

bargaining struggle for buyers and sellers, and become a moral 
1 

and persuasive force for agents. 

The Market as Conceptual Frame and Moral Force • 

, Pricing of owner-occupfed houses depends upon the 

relative bargaining strength of the two parties coneerning not 

only priee, but also the other facets of the exchange. ' 

( 



" 

. 
Bareaining strengtn in -turn depends uponl comparative 

\ 

availability of alternative houses for the buyer and purdhasers 
~ 

for the vendor, the amount of time that each ean afford to shop 
.' 

around for houses or-buyeis, the financial needs of each and 
-

the availability of institutional finaneing, the bargaining 

skills and sophistIcation of each part~, and [the skill and 

influence of the real estate agent or a~ents involved in the 

transacticin. These substantive finrlines show that "the market" 

is not the sole deterwinant of priee. But agents do use the 
.' 

lanr;uage of the mar1<"è"t in their oaily transactions, which takes 

on ~ moral significance to expIain and justify their hehaviour. 

~ Si~ilarly for buyer ano seller the personal bareaining struggle 

is maoe more comfortable by explaining it as the working of an 

irnpersonal market mechanism. 

Formally, market value i8 given by the priee at which 

supply and demand come into equiIibrium. But the housing market 

in Montreal has been eharae~erized ~recently by a chronic 
~ 

condition of supply exeeeding demand with priee stagnant. What, , -

then, is the meaning of the term ",market value" to real estate 

aeents? It is used in two senses: " 

" 

(1) the value of a house is simply the priee that 

somebody will pay for it; 

(2) since the priee that somebody will pay cannot be 
" 

ascertained until after the sale is errmpleted, .the ~gents need ' 

a working estimate of this priee. 

They manage this by making eomparisons with recent sales in the 

area. Market value then çeeomes· the average priee of recent salœo 

.. 



• 

of comparable houses 'in the area. If the house sells for more 

or less thaÏ;' k c tnated market price, i ts price i8 said to 

differ from/its arket value. S6,ne agents, and many owners, 

have a àiff ,ren1 idea of value. 'l'he believe that value is 
/ 

~::;:~ 

somethine intrinsic to the house itself, that it is a question 

of worth. Depen(Hn~ upon mark~t condi tions, the venrlor may or 
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lTlay not: rece'ive what his house is ttreally worth". rhis"confusion 

over the notion of value is expressed in the f()llowing discussion 

amane a~ents coneernine municipal assessments for tax purposes. 

John Neal. rhere's a city hy-law that says the 3ssessed 
value should be the real va]ue. 
Joan Reid. What do you ~ean hy real value, bricks and 
mort3r? 
George Lidstone. What you think it's worth, l think. 
Neale (\'Tri tes on the 'blacl<"-hoard.) \liHA't' SOToflEONE WILl, 
PAYe (Says) It's the same as the market value. 
Reid. l don't think that is the real value. 
~. That's what the city says.--
Reld. But that's $o,flukey! You never know, it's just 
the way the baIl bounces. . 
Teresa Verge. How do yOD assess the priee of a house 
that hasn't been sold in the last ten or fifteen years? 
Neal. You have to eo by the priee in the area. 

'J'his controversy about the true meaning of the term 

ttva,lue tt i s remini scent of a long-s tandj ne: d isagreement between 

boureeois economists, who areue for the marke~, and Marxist 

economists, who areue for the lahour-power expended in producing 

the commodity. The correct conclusion, l believe, is that, as 

the term i tself implies, the rne,.aning of "value" is a subjective 

matter upon which universal opinion is highly' unlikely. What i8 
~ 

inpcrtant here is th~~SUbjective opinions can become 
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objectified throue;h collective discussion and activity.47 'l'he 

i~ea of mark~t. value cornes to take on an independent moral force 
) 

whi~h real estate aeents and clients use in exp1airting and 

justifying.their behaviour. It becomes an ideology. 

The no tion of marke t not onlYQexplains price leve Is for", 

the req.ltors,.but is also used to justify pressurine; vendors into 

lowering priees ~nd potential purchasers into buying at "hargain 
, 

"j'rice s". The fo llowinr; cofnmen ts i llustra ~e how the marke t i s 

used as justification: 
, , 

'b 
Man'R,o;er. (to a vennor) l think that $RO,.oOO i8 a p;ood 
offe r for this ma:tke t. 1 \'Tould recommend that you se Il 
i t now, m~' conscience i s very c lear a bout tha t. Let me 
te] 1 you som'ethinf: aholJt the si t,uatlon ln lV'0t'treal. ','le 
han atJother housè whicY-t we sol" for $RO,OOO'. Norrnally 
i t wou 1 d he -sold for *100,000. Jt' s the marke t thtl.t 
dpter~ines the priee. ' 

Ap;ent. (to,a potentiRl purcftaser) If you bi<i $J3,OOO 
then i t rlepends upon the. cash payment. $33..,000 is the 
askin{'; nrice. The'bottorr of the market h8s·heen , 

,'reacr'ed' Rno 'pd ces ·;:ire [';o~n['; up ae;Rin, '8 lot of people 
-: ? rc buyj n~ 110W. ' , ' '. 0 

Ae;ent. ' (ta other agents) We deci~en tha t ~hOUld take 
Id Kirksirle in spi te of t~e hit:;h ·p).~icè heinp; sked by . 
the owner af'>-:t>125,OOO as cornpared to our mar et analysis -=----."'-......... -::"...,.:~ ~~5 to $10,009- At 1ea~t we have that to fall back on 
~v_rlon't ~et any actIon. - _. 
~ .... ~O ,-

'l'he moral force of the market hecoJTles so ;re:Î't in sorne 
CJ 

v 

cases that REents will advise their ciients against sellin~ at , ' 

a priee that is weIl below their market estimate, and will 

47~he clàssiclstaternent of the growth of ideas a~ moral 
forces o~t of the cèll~ctive aytivities of hurnan beings, ~s 
Emile Du~kheim, The Elernentar F rms . the Reliqious Life 
(I~ndonJ Allen·an Unwin, 1915 • 

-, 
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:te"} ,suilty ahci\lt de::ll~ in 0'hicr "t,r.8ir ,vencior has 8o]d for a very 

10V! ~j re br the ir ~ lient has hought fo r a very h ; ~h priee. 

fe~}ing de;>'elops tha~ the ... ,mark~t leve} is the 'faJr lêvel. 

following ronvGrsation about a chan~e in mortgage rates 

illustrates'this market ment~lity: 

The 

·Jim Young. One of the trust companies has ju!"'t renuced 
i ts firs"t mortgage r8te t0 10 per c,ent, so thinlSS are 
lookinq; bet ter. 
Frqnk Martin. l' m signing up a mortgap;e tociay a t the 
old rate. 
Youn~. It ~ight be a good ide a 'for you to check with 
the company first. They might p-refer to sitSn it up at 
the market rate. 'L'hey mio:ht think that: "If this is 
the market rate, it's not fair to sip;n it up higher.""' 

'Phf' abstraet\ notion of market v::llue rlefuses a harg;aining 
\ ',' 

srrw~l:.lp. hetween two im.rt~es in the iTTlmediFl.te context of a sale, 

::lnd explqinq i~ impersonally in terms of a rneehanism over whi~ 
, " 

• A"~' • hl • nPl t,11er t,'1,S C0'ît,rol an\1 for WhlCh nelth.er 18 held responSl e. 

J:r::,t, "lf't~r ~11, 1..::: tre housing market? Sociolof:ieally, it is"a 

orn~erty exc~an~e through ne~ative]y reciprocal 

~ar~qi"in~ in which an amouri~,of mbney (priee) is nne ot the -- ... 
maiTl rt')ll'1ters exC''f-tan~ert. In practice, ,the term '''market'' covers 

~ 
~any 8spec t s or this exchange system, aR is clear from re~ 

1)hrasin€; ~olTle of the compounrl t~rms in which it appears. 

Examples -are 1 

Rising market - rising priees 

Slow market - few transactions per unit period \ 
~ 

Buyers' market - more se llers. than buyers 
~ --- , 

" 

. 'Local market area in which trading occurs 

Qff-market - no longer for s,ale 
"- -.r .. 

, 
" 

/ 

"0 

/ 



Market value - a. priee at which supply equals demand 

b. average priee of compar~ble houses 

c. price at which a house sells 

The common denominator in aIl these expressions ls 

simply their reference to sorne aspect of the system whereby 

houses are distributed in a èapitalist society. That this is a 

market rather than a ~ift or redist~ihutive exehange' system4A 

means that it has the following characteristics: 

62 

(a) each nontract ie conceived as isolated and anonymou& 
~ 

.therefore each party feels free tO,maximize his 

gains at the expense of the other; 

(h) the parties attempt to do this peacef~lly through 

bargainine; ; 

(c) each party tak'es into account the offeri.ngs of 

other potential tradine partners • 
.... 

The i~plicAtions of (a) a~d (b) are that there must he sorne social 
.1 

mechanism for ensuring the peace and enforcing the agreed upon 

terms of"the exchange, if the system is to be viable. We have 

seen that this mechanism is the 1egal syst~m governin~ priva te 

prope~ty jn Quebec • .'l'he implicat'ions of {c} are th~t there 

~ust be soz:ne mechani,sm wherehy buyerf.f and sellers are kept in

formed abont' the behaviour of other buyers and se llers, For the 

residential housing market, such information is, provided by 

" 48Fo~ 'classifIcations of dif'ferent types of economic 
exchangehsystems, see Karl Pè~anyi ~.~., éd., Trade and Warket 

-'in the Early Empires (Gleneoe, Illinois, The Free Pre_ss", 1957), 
particula.rly the Preface J and Marshall Sahlins, "On the Soçiology 'J • f 

of Primi tive Exchange", iD The °Relevance- of Modela in Soœl 
Anthropo1ogi. A.S.A. Monogr~phs,_ {New Yovk. ,Praege~, 1965'. 
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real estate brokers and agents, by the Montreal Real Estate 

Board" in i ts MLS system, by registry offices, by market survey 

centres, and in newspaper re~orts and advertisements. 

It follows that where'·t~ere are but few transactions, or 

where information is unavailable about transactions, there 'is at 

best only a rudimentary market. ~his is often the case for 

investment properties, and also for the country properties 

haITtlled by Highgate Realties. As the followin~ discussion 

indicates, the availability of comparisnns influences agents' 

strate~ies, in this instance stratégies towards highly priced .. 
) 

listings. 

, -

Paula Hurst. (country prope'1:.'ty agent) If a country girl 
mieht interject, l'd like to ask why it i8 that you don't 
turn overpriceo listings down. We do that up north,.and 
often find that they eventually corne back to us. 
Jim Young. WeIl, we've found in the past that it's ' 
surprising how the vendor can corne down when he" s 
serviced by a good agent. We have case after case. 
Someti~es we have refused listings, only to find 
ourse Ives sellin~ the house and having someone else 
get the listing commission. ~. 
Hurst. I guess the thing is that, compared to up north, 
you have a market and we don't. 

l,'1hat Hurst means is that the city vendor learns that l1i8 
" 

potential buyers are able to find comparable hounes for lower 

priees from other vendors, and h~ is forced to lower hie priee 

ta ~ake a sale. Ih this way, the market affects his priee. 

But, because other factors (financing, occllpaney, time, 

heterogeneity) also affect his pricë, we could calI it a quasi

market. trhe country vendor c~nnet be edueated in this way, 

,- because· there are few oomparable -transae~ions. When he does 

revise his priee it is more because his property.has failed te 
, , 

attraet a buyer for a long time, than because he has gained , 

,1 . . . -
, , 
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knowledge about his competitors. A well-developed market system 

ex~sts only where aIl the conditions mentioned above have been 

met. 

r Conclusion 

Legal defini tions of pri v,a te property ovmership and i ts 

transfer, together with a high rate of social mobility, give 

rise to numerous sales of owner-ocdupied houses in modern cities. 

These sales are not only legal contracts and economic exchanges, 

but a1so cornplex social transactions, which involve buyers'and 

sellers who are amateurs, but who have large materjal and 

emotional stakes in the transactions. Jecause there are many 

facets to the exchange, money priee depends partly upon 

concessions in other facets. The specifie ter~s of any one 

exchanee emerge out of a nurnber of social and psychological 

factors: lower and upp~r priee limits of sellers and buyers, 
, 

concessions each is able to make, bargaining skil} of each, a~d 

the influences of real estate agents upon the decision-making 

processes of their clients. 

Since they find it inconvenient and often confusing to 

buy and 8ell on their own, vendors and purchasers usually work 
, 

,.through real estate firms on a commi,ssion basis. As à-inateurs, 

clients remain tyPically vulnerab'le, and open to persuasion by 

agents in the numerous gecisions and bargain~ngs that sales 

entail. Agents' sucqess depends upo~ their'ability to service , 
vendois and purchasers satisfactorily, and to negotiate s~les 

between them. 

,. 
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For a market system to flourish, two kinds of social 
t:. 

mechanism are essential. 'rhe first ls sorne means for kee;ping 
, 

peaée between partners and for enforcing the agreements they 

reach. For housing, this is provided by the legal institution of 

private property and its exc~anee. The other essential mechanism 
c 

ls sorne means of commun:icatin~ information so/that buyers and 
( 

sellers can take the availability of alternati~es into account 

in their dealing with each other. Real estate agents and 

brokérs provide the major channel • • Other mechanisms ar~se in we Il-developed market systems' 

which, although not essential~ contribute toward making thew 

operate morp. efficiently. One of thesp. has tG do with problems 
1 

of inter-action between buyer a~d seller. 
, , 

Since each tries to 

~.et the better of the other, one or both may concede more than 

he had intended and lose face iri the transaction. ~he bar-
, 

eainine.; situation, ls delicate, emotions are easily aroused, 

and sales that would benefit both sides can be aborted through 

the interference of pp.rsonal animosities. In the residential 

housine market, the aeent acts aSJa specialized middleman te 

facilitate bareaining between buyer and seller. This&role is 

analyzed in the next chapter; our focus shifts from the sale 

i tself to the role of the agent as middleman •. \ 

t<- , 

1 , 
, 
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APpen~ to Chapters 2 and 3 

BEHAVIOUR IN A BUYERS' ]'l'JARKET FOR 

OWNER-OCCUPIED HOUSING IN ENGLISH ]\,:ONTREALL~9 

l have su~gested that economic sociology might contribute -
,to economics in terms of the basic a~surnptions to b~ built into 

\, 

economic performance models. Based on the findihgs of this 

chapter, (Chapter 3) l shall here propose a tentative perfor

mance model to help explain the reel estate marke~ (as descrihed 

in Chapter 2) in Hie;hgate Realties' areas from ~965 to -1970.50 

To sirnplify matters, assume al] the conditions of pure 
. l 

competi tion wi t,h one exception. Vendors have one quiJfl:<" which 
- " 

differentiates them from'economic man: for sentimental reasons, 

they are unwilling to séll for less"that they paid for their 

houses •. In the model, it is assurned that aIl vendors bought 
\ 

'1 ' 

their houses et Time" 1. To simplifY further,' assume a case of 

comparative statics wit~ two time periods, ~ime land Time 2. 

Also, assume that the supply .. curve i8 constant over those perio 

49Fi~her's classrc 8tate~ent on buyers' markets for 
own€r-occupied housing predicts that priees will drop rapidly 
v~ndors are "forced to make concessions, and buyers wai t for" 
further declinE(s thus reinfQrcing the t~nden'cy. This Appendix 
attempts to explain why this did net happen in Montreal in the 
1ate 1960's. It is possible that if demand continues to be~slac~ 
vendors will eventually agree te sell for less, and prices will 
deoline in the way Fisher predic~d. Another feature of the ' 
market in Montreal, consistent wfth Fis~er's'predictions, wes 
that sorne vendors decided to'rent their houses, hoping for a 
pick-up in demand later. See 'Ernest M. Fisher, Urban Real Estate 
Markets. Characteristics Financin (New York. Columbia 
Univers1~Y Press, 1951 • 

501 am not an expert in e'condmics. The simple mo.del pre,
sented here requires~1ând portrays) only an eleméntary knowledge 
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Where demand increases, the behaviour of the market is 

similar t~ that of pure competition. Since supply is highly 

inelastic,.an inerease in deman~,produees a sharp inerease in 

pri'ce wi th only a small increase in' supply. 

The interestine case is where demand deereases, but 

vendors refuse to sell for lower priees. Although the supply of 
1 

houses on the market (MS) remains constant, the effective supply 

(ES) a,~ TiTI1e 2 is set by the price level at Time 1 (Pl)' (See 
. ' 

diagram Ja). As D necreases from Dl to D2' P remains constant 

at P2 (rathcr than falls to MP2 as it would under pure competi

tion), and th(lre i8 a ,decl i ne in numher of +:r~nBactions. 1'hp.se 

n~fcct~ are 3hov~ in rlia3rarns )b and Je. ~~ese diagrams give a 

fair prectictiort of ~he behaviour of the real estate market in 
f 

~{if!;.hgate Realties areas from 1965 +;0 16,51 (See Diagram 2B2, , 

Chapter ?). 

Two further points can he made from the model. The . 
portion O'f the supply, eurVe. NlP2Pl represents vendors who would 

like to sell ~t Time 2, but are unwilling to ~b so at the pri~e; 

l\îP2. 52 'rhe vertical distanr9 from ESP4Pl to MP2 represents a 

of pr~ce theory. 
~ t '" , 

5l The price level actually deelined slightly in this 
periode The model unrealistically assumes that aIl venodrs 
bou~ht their houses at Time 1. Many bought earlier.when priees 
were lower, and were therefore willing to sell for less at~Time 
2. These considerations suggest the following hypothesisl. when 
a market for owner,-occupied houses swine~ from a sellers' to a 
buyers' m~rket, the rate of priee deeline is direetly propQrtional 
to the average, length of. ~ime that vendors, haVe owned their houg:,s; 

52Under pure eompe'ti tion, these, vendors would' ,remove 
their houses from the marke"t. Emp',irieally, thèy leavè ~hem on ~ 
the market but have trouble .selling them. 

, 0 
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. "holdout gap " (HG). Many vendors would like to se Th but are ~ 

holding out for the difference in priee between P2 and MP2. 

Empirically, this helps explain two oth~r facts about 

the htlyers' market in which Highgate aeents were operatine.. The 

first is that, although the number of transactions was 'actually 

the nurnher of houses for sale in the area was in

"" The second is that the length of time required ta, , 

after it had been put on the market increased 

ny vendors put their houses "on the market", 

but were unwil ing ta sell them for the priee they were offered. 

(They were unwilline; ta sell for the "true" market priee under 

pure campe ti tian.) . Many houses were ch~onically up for sale. 

53As indexed hy nurnher of For Sale si~ns in the area. l 
dô not have exac.t figures on this incrëa'Së, 'but ageni;s, local 
residents and local newspapers aIl agreed that this was the c~se. 

54Aee~ts were adamant that thÏs was the outsta_nning 
difference from the early 19hO's. 
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Chapter 4 

fHE ~ESIDENTIAL REAL ESTA~F A~ENT 1: 

THE AGENT AS MIDDLE MAN 

. 
The s~le is the determining unit within residential real 

estate conceived as a socio-cconomic system. Numerous sales 

transactions create a need which is fill~d by real estate 

~gents. Agents provide three ~~in services: they f.ind houses 
1 

for nrosnective purchasers; they find buyers for Drodpective 
, 

vendors; and they nep-;otiate t.he terms of exchange -bètween the 
,,' • - 't:l-
'.'. ft .. 

two parties. In these tasks, they are not' merelj passive go-
, . 

betweens, hut actively affect the decisions and transactions 

t(rtit occur. , 
This chapter focuses upon three important effects of the 

agent as middJeman: 

(1) he provides short-term solidarity between buyer and 

seller; " 

(2) h.e .plays upon his position to manipulate his 
'" :l' '. ' 

clients· decisi~hs; 

(3) his hehaviour within this economic sy~tem has 

wider $ocial effects as a reinforcer of trends in neighbourhood 

formation. 

Real estate transactions are instances of negative 

reciprocity,55,in the' sense ~hat two ~arties ar~ oppo~ed to each 

• 
55See Marshall Sah1ins, "On the Soci~logy of PrimitIve 

Exchange," in The Relevance of. Mode s in Social Anthro 010 , 
A.S.A. Monographs, New Yor~1 Praeger~ 19 • 

~
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other, bùth attempting to get the best of the bargaining at the 

other's ex~enRe. On the other hand, the two parties need each 

other as the, source of the goods or money they desire. Bargain-

ing develops over how much is to be given up by each. This type 

~f transaction is susceptih1e ta a~8ruption, hecause emntions are' 

easilyaroused, particular1y in face-to-face situation~.5h 

Concerns ahont savin~ face come to interfere wi th the efficiency 

of the economic transaction. ~his is seen in peasant bartering 

which iR.mar~ed by lone periods of hitter bargaining and much 

cheatjn~ by the partie-s involved.57 In modern industrial 

econerries sorne ferm of institutionaljzed proceouie e;enerally 

axpedjtes the process. For mast ~onos, large-scale retailers 

8ell their products at fixed priees. Priee changes oceur at 

in te rv;als in response ta cost and compe ti ti ve" pre ssures, rathe r 

thqn througlt tl"e inefficient process of higgling. 

HOllSinZ, however, iR'special. Tt is expensive, iml'flove-

ahle, and is usually resold a numher of times. Except for new 
, 

houses sold by builders, wost are transferren from one family 

to another •. vendfrs lack the barî=';aining power to _fix their 

priees. rphey are tao 'dependent upon selling their single product, 

36For a discussion of the social psychology of face in 
hurran interaction, see Erving Goffman, Interaction Ri tuaI (New 
York 1 Doub}eday Anchor, IQ(7), particularly pp. 5 - h5. 
Goffm8n deflnes face as follows: 

The term face may be defined as the positive social 
value a përSOn efféd1vely claims for himself by 
the line others assume he has taken during a pa~ticular 
contaqt. Face i8 an image of. self dellneated in terms 
of approved social attribu~es. (p. 5) 

• 57See" Margaret Fisher Katzen, tlThe Jamaican Country 
Higgler," Social and Economie Studies, 8, lQ59. 
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and too susceptible to'competition fro~ other vendor~ ~here 
"\; 

there are many buyers and sell~rs, and both sines have ~any 

compe~itors, there is like1y ta be bargaining ovèr priee, and 
, ... 

over any other terms of exchanee involved in the tr~nsaction. 

v~like the pea~a~t marketer, the vèn~or 0r 

h'~yer l'las too much inveflted in a si~gle tr'8rsactinn ta cnm-

pensate hi11self for 8 hirr loss. Fe is at 8 furLher disadvantaf"r> 

ir '-l':'l.t he js a one-time Am>,! t8ur unacc'lsto?1cd ta haro bare:ainin~. 

Suc}: situations P":'C widespread and r~urrent, and are thr>refore 

r'onriucive to the ,deveInn'nent pf a social role 8S ne,~otiator 

betwcrn H0 ~wo main part·ies. A socio-economiC' nir'îe is createo 

whieh i~ fillcd hy,the reR1 e~tate a~ent as middle~an. 

l'he A[J,ent as rv:i,.,tileman 

Soci~l anthropolo~ists have discusseo Middlemen who act 

as cultural hrôkers betwpcn t'tlO socie ties, or bet:weell a 1areer 

socje,y 8n1 'somr srnaIlc,r cotr1mlanity witrin it. 

interpret; the values of e8c_h culture Tor the other •. Between 

soeieties, the cOJT1municative function of the ro}e is paramouflt: 

to flucceerl, the mjnol:man ..... fT1u.st persuade the two sides that 

this is a situation in v1hich compromise ca~' be made."5R Betwte~n 

a do~inant society and a subRculture within it, the middle~an is 
..,~ , 

a pnrveyor of rewards whlch are nat his o~ choQsinf,. Clients 

are attracteo to·hi~ because they be1ieve him ahle to influence 

5RF:G. Balley, Strategems and Spoi1s (Oxfords Blackwel1, . 
191)9), 'p. 167. 

, '. '1 
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persons who contr~l favours (rewaros).59 

The regl estate a~ent, on the other hand~ ne~otiRtes 

between two Rtran~ers within a sing]A co~ple~ society, r~t~er 

than optween 8u1t.ures, ano he 'aims to conclnde one transaction 

at a time in a sale rather than to ~aintain nefo~iatio~s 

i noe fini te 1 y. Pl1-t de spi te the se s} t UR ti~na] di ffer,ence s, the 

structural feRt llres of t.he role Rre G1T11i lare 'rre a.e;ent. is t.he 

pll r veyor of rpwa.rds (houses and 'I1oney payments) which are not 

his ~wn; he att.racts clients who helieve hi~-tn have acceSB to 

11-

7) 

jnflul?nr:'A n'1er pp.rsons who control these rev'ards; snn he aims te 

effect co~prorrises between th~ two partie~. 

~he prirnary functi~n of the real est8~e ~id(lleman is te 

pr>r~i t nr i T'1preve llpon the efficien(!y VIi th wh; ch rewards are 

p.xr:'fI:=lnz,er! ')f~tween the t.wn main p8rties tn the transaction.' 

'l'pchniqlle'i of info'rmation rpana·:.:;ernent.' anrl pr()('er:sin~ are irpportant 
. . 

rneans !,nwa rrl tb i s end. l'he ~idolernan is not ~ pa.ssive 80-

bctwepn. ii;s posjtjon a110ws f,im a certain area of freedom for 

SKil, <And ~anipul:1.ti(ln in nee;oti8tin~. He i8 able to 'p18Y llpon 

thjs position to influence the oartje~ into TT'akjn~ exehan~es that 
'( , 

). 

Lhey would n().t 0therwi~~ make, eitlter, by rlecept.ion or (more often) 

hy .infl1Jencin~ them ta re-nefine their Q\'m interests. 60 ProTT' the 
r; 

/ 

59Robep't Paine uses the term "value8," but 1 believè 
"rewards" is more genet'al and leads ta less C!onfu8ion ""i th other 
U5es of tlte ter~ "values." - See Rohert Paine, Patronaee, 
Brokera.cre and Cfientshi in the ArilÏe (St. John's, New'roundlandJ 
Instl tut, of oc al and Economie Research, n.d. ) .• 

~OAs Bailey points out, this structural position gives 
rise to much suspicion of the midc'lleman.. l would agree wi th 
Balley, when he writes: "It shoulc'l be mane clear that wé are 
saying' that middle~en incur opprobrium: not that they deserve 
it." Q.Q. cit., p. 169. 
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~oint of vi~w of t~e aeent, the essence of his middleman tdle ts 
.' I~ 0 

~hR~ he' is equally depenn~nt upop bath t~e main pArties for his 

'" 'l'he sirrplest case i s wl'lere ,th€'re i8 nnl y one' persan as 
-

hQth Ijstin~ and s~tline agent. Gstensihly"as listihg agen~he 
.. " \ Q 

represen 1~8 the i'îterests of the vendor: alîn as selJ,in,'3 aGent the 

~ 

hest servan hy reconcilin~ the t~n parties so thRt R sRle js made 

"'l'le terrn "a::;el1t" ,as applierl ta 
.. '" 

salesmen is part nf the i~enlo~y of the nccupation~ , 
to t~p ~lie]'1r;: ''l'm vont' a~ent, Tln1 on yl:lur sirlé.,,?l 

j'\J '- r·n c8nn')t he th~ ,"ae;ent" C;f bot}' p,artief:, anrl tr'e tension . 
'" 'nej.~!een r881i'tY';:1J'1(1 the ,Occtlp:'1tion is clear. 

~. l 

','n0 mirldlr>rrrln f'unctit"ln of th!" 8.::;ent is'besl; i'llustraten 
')f' 

~ 

~~R~n16~." ll~ "r"(l 4'n • .. '" ,+r.A "" , • rhes8 examplps illustrate the prohlems 
1 

,.' of face-savin,'~ anrl clash of personalit,ies that can- o.r~r.ur 

between hllyers and seller .. anj cafî he containetl hy the 

i',~arie 

rhey. are rlescri beil by .. John ~'ea] 8.nd ô 

. ~ \.. '.'. T,8C'rolx, ,the agents lnvolved. 

hR. John l\;ea1. Sorretines there is a clash anri it i,s a 
helluva jdb gettino; the ~V10 pEl-rties t08ether. "rheytlJ 
sOl\l'Jtimes kt 11.a rlê81 on' SC'lme trivial point. l remèmh~'!" 
8 oasE' whare two men C6Ulrl'(lh" t agree whether or not a 
:ts rus $h01.,1ltl rre il)P 11.ldeo.i! the ;purchase. price. 

'. P.ihally T sq.id thaij J 'd buy the rtig and we, clClsed the 

7)1Having made this point,. l' sha!, foll~ common -upage 
e.ncl continue ta use the term "aeent·~ ta refer to the r~al . 
es ta-Ce midd·.lem~n. Stx:;i.ctly speaking, the term ~'salesman" is 
equal'l~ inoO'rre.ct· bêcau$e. the midrHeman does not really sell 
~nyihing... ~. 
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oeàl. Afterwards l went 'down i~n the elevator wi'th the 
• vendor and he sairl: "You know, that was a good idea 

of yon rs ,~o huy the ru~. He re 's Qyour t 5 back. l 
Wnsn't worried about the ru~ but l coulnn't back down 
whi le hè was there." - . 

75 

/~b. r,"arie Lacroix. D~alinp; thr'ou,o;h an ar.;ent the parties 
can '$ay wha t they want. SOTJ1etimes the two persons hate"" 
each~other, there's a clash of ner8onalities. rhe nur
chaser JTlay mak~ a very low offer; if the vendor gets :' 
nn,e:,ry to rr~, l say: "Lis cen, i t f S not me! ft and he, can 
calm dOVin. Tf they deal directiy the.v can come to hate 
each ottc~, one mi~ht wish ta see th~' other one and 
punch }~im in' the face. J rad a case where a r::lient 
offered on ly $hO, 000 for a house worth ;t6J, 000. 'l'he te 
was a re~l exchar~e but cventually l sold the house~ 

2xarnnle Lte. Ofte.n the ae;ent can forcI"! ;'! compromise .through , , 

mani pula t ing th~ pi tua tiDn W1 tho ut h is c] ient knowine; about i t. 

'rhis case" is described bv the sales manager, Jim' Young. 

Jim Younr-;. WeIl, Danielle ('ra.rcot) h!3.s 80111 Averley. 
'l'he asking price was $52.,000. l'he fj rst offer was 
t h 0i000 and the counte~-offer was $52,nnr (thej full 
asVjn~ priee)., 'i'hey r::afT'e l)8ck with a ne", orfer of 
:~45,f)OO. -n};is was 'shovm to a lawyer who 'sain t-ha+ 
ihey shouldn't accept less than ~50,noo. Dirn these 
lawyers who preter.d ta [le real estate experts and 
aren't. :"arlaT'1e '['arcot then did a clever thing. 
Sre had an~ther client in to see the house j~st 
be f.nre he r potentia l buyer. 'T'his prompterl the man 
to move. He th~n ~8~e~ an offer of $50,000. The 
vennor t'heYl said of aIl things that the house W8S in 
f.J...e r, son f s name in Afric8 and he d inn' t ,want .to se 11! 
,But' then Danielle got together wi th the lavlyer and 
they D~rsuad~d the woman to change her mind and 
8ccept' the offer. . 

It i8, of course, d~fficult ta separate the variables 

typ~'of.his~orical accçunt: The importance of the 
" , 

aeent's rote, however, ., clear. In Exa:fTlples lt8. and 4b, the 
-1\ 

ap:ent inte1;'venqd to preverit an emotio-nally ~ased s~alemate from' , 
7 '.:;.., r 

'killing the deal; Whi le in Exàmple 4c the agent ac:ti ve ly' f·or.ced 

her client f s hand by bringinr; in another ,~client, and then 'Worked 

wi.th tlie' lawy.er to ~persuade 
, 1 

aocep,t i t. ! '" 
, JI",-+-"" 

. 
1 

the vennor to change her mind and 

( 
, .' 

" 
4,) \ 1 • 
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. '-
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e Venners ·incur prob~ems ",hen they try te sell on their 

. ' 

f,/ 

nwn. ':Jhen aSKeo why she was sellj ng thrnugh an aeent, one 

wo~an comwentect: 

Ve'ndor H. V/ell, first we trieti te sell it on our own. 
The· commission thkes a lar~~ chunk of your money, and the 
a~ent's function seemect very vague to us. We advertized 
oUTselves and people phon~d up tn see the house. l had 
ta answe r the phone as my hUf~'band was 8 t ~ork, and l 
djdn't l11<e it too much. It was a little emharrassing 
answerin~ aIl the questions they asked. I~~ould have 

, li ]ren ta keep'8 li ttle oistance from the buyers.· 'Phe 
a~ent is usefu~ iJ~t ree;arrl,' she helps you keep a cp-

certain social dis e f~om the cljp,nt • 
~) • JJ ' ~. • 

A m8n who was tryin,n; t0 sell ri~JlOnS!?~"9r~vately cot'r1plainect that 

tlle \trouh le wi th rea l esta te ar;ents was tha t ..... thêy' re li ke 

ev~ry fellow tryi"~ tn sell, they make it too niee, if you see 
JI. ~". 

wha t l lTlpan," i lTIplying tha t thi s puts the client 0 ff.. But this 

rnaD had pu t a very hi.q;h 8skin~ priee on his hoyse, h.,,: 1î~(l not 
<ID t 

hothered to redeeorate it inside, and althnugh he had had 10 or 
, . 

15 cljents in to Ree it. he had received ~o offers,withiD ~ year. 

Another priv8te vendor ilIustrated the problems invblven in face-· 

to-facp contact hetween huyer an~ seller in the follewin~ com~~nb 
, . 

Ven~or A. If ,orneone m::tkes a neçent offer 1'11 teke jt. 
One ~uy came in an~ ~ave· me a ridiculous dffer, and l 
tl)l" hlTn J wasn't interested, but that he sheuld caU. 
me~ if he wants t raise l'lis offer,~ little. ~ 

'Nhere no mjddleman i5 pre, nt, the negotiations com"e to an end 
, \ - '. 

as 'soon as an o'ffer has bee~efused. 'rhe agent, by,"contrast, 
;, 

.... ; 

keeps the oo;:;otiations open and ,time tO' think things 
[ 

oyer al1d chan3;e the ir J1'Iinds wi thout ce.. Real e.state 

"men recognize thisI 

'. 

~ \ 

Jim Young. One,thlng that the agent can dQ that the 
ve'ndor workin~' of\: DIs awn ca.nnot. dOf il? to, mMyfmize tHe 
objectio'ns of the client. The vendo~ canYl()\, a{ford ,to 
phone th~ client ahd ask him what,he thinks. H~ cannot 
do that becaus~ he would be showing anxiéty,' and" ,wo,uld l' .. 

... " . , 
\ 

" 

/ 

" 

'J 
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~. in effect he low~rine; hj s pri,èe. rrhe point is that the 
aEent is a mlddleman who can renew and maintain contact 
wi th the client in a way that the vendor can't. l know' 
of a câse where a urivate vendor has an interested client 
who wan ts him ta t~l<e a rnortgage, lSut he won' t and he 
tells the client to arran,~e his own mortgage. Now, an 
ae~nt cnulrl do that for the client. 
Preri 'f'ownsend. Another th.inz is tl1at the client will 
confide more in the aeent about such things as his 
financial situation. 
Young. Yes; the agent becornes a real confiIT'ant, hoVl 
close you e;et to some ~of tllese clients, hey! 

. 
l'he 8,'?;cnj,s, nRtllrFllly, overstFlte the 8rl.vantae;e. 'l'bere 

~ cases, par,ticularly in an active risin:::; rnarket, in which the 

v8rrlor s~llR pfivately without a great deRI of difficuIty and 

savps hi~self the~comm!ssion, anrl~occas~onally a vendor clearly 

disadvan~a~es himself by working throug~ an a~ent. 
(l 

Ven/rlor B •. lem afraid l'm "not as busine'ss-like as J 
silould he. l 've beén a bi t slap-happy about i t. l' 11 
te 11 yOl) allou t my house .. in L'oronto. Jt was a beauti fuI 
location, up 'on Hj,.5:';llt:,raund "Crescent. l paid $18,500 for 
i t when we bou.o;ht i t. 'rhen l go t ca lIed 'back ta lIfontrl!!al 
i lî a he Il of" 8 hurry •. So l signed up wi th a ch~p l . 
thoUf~ht 't knew pretty weIl, l'd ,known the farnil;y"for years. 
rhen the ~ext day a friend of mine trom the club carne 
ar'ound wi th anothe r rran, he' s now ure 8 ioen t of the main 

. 'hranch of the Bank. - He }.ooked all
4 

around at the house, 
afld ohvi ously ~ikerl i t / 'He asked 'me how much. l wa~ 
askj n;:;.'- ,He sort of halked at the priee, but my frlend 
SRi(l: "Ah, 80m~ on now" you know you like it... So -the 
next d,~y he hovr;ht the -house. \'1e weI'f rea lly su~p~ised. 
?ut the worst tht~g was that I 8+i]~ had to pay ~ croupIe 
of thous8Old étoll::trs to the ageney. T was 'rea~ly mad. but: 
there was noth,in~, J C01..1ld do. If .only t 'd lrnown, 1 could 
have tried to se11 it myself..' " 

In spite of his experience, this man continued to work throug~ 

real estate hrokers afterwarOs. 
'" 

No~e that; in this case, the 
,1 

- ' . . 
friend piayed a kinrt of reduc~~ ~iddl~m~~ roie. 

1; _,II 

So fa~, 1 have been assuming that n~ly one agent takes 
t. r 

part in the transaction. Althoug~ thls i8 the preferretl state ~f_ 
. , 

'affairs for the" agent, since he ,receives t~ice as much commission, 
~~ ~ 

, 
l'· 

, 
" C 
Q 

" 
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it i8 unusual. ~ost s8Jes involve two agents, one who represents 

t:hr vennor' for the listing share of the commission, and one w~o 

represents the purchas0r for the selling shar~. Ostensi~ly, the 

two a:3c n~,;; in' ChA 

,""o"'T')romise he tween the two part le s as soon 8.f Dossi ble, ann 

col]ect their'commissinns. Tt i8 aB thou;h the midrlleman role, 

ha'" h~en ri i vided in tv/o. RFi ther th::m bargai"1 st.rr)r..gly wi th each . " 

other, listJn~ and s~11in~ agents.coJlude to try anrl.complet0 

the tr'1ns8ction. In this way, the socia l fqnct:lon that the' two 
\ ~ 

a;:ents p8rf-orm! i8 still +l:qt of midrllerran. '~lhe,y \'1ork together 

~n .... ry to reach a C9~proJ11'ise solution' accept'3.ble to both parties. 

80th ae~nts of~~n rollude.to "work on" a reluctant party 
~1 ~ 

t, ~ccept a~ ofrer or counter-offer. ~he followin~ accnunt i8 
, . 

by th8 s 11~ne a,.3en t i~olved: 

l,Quis ?nnti. It was lare;ely due to Pete }(nvacs (the 
listinz Fit:ent). !iP had the listin?; and J noticeri tha,t 
i t WqS lower pricen, than .others .in the area. In f~ct, 
thf ~enrlor ~entiof9d i~ to me a nu~her of times\nn the 
lÎr;8"" 8 , tliFi t 8'le wa3 a fraid the priee was too 10\'1. IY~y 
clien~ only w!inten to offer $2),500. 'l'hei'l Pete, came 
in. H~hSA.V' the vennor two or three times, and he 
fil'1811 y s:;>ttle~L for 1:24,000. ,! 

.ope ra t~on 

manp.r .Ti~ Young, prRises this sort of ,C"O

two :iie;hea t~ Rea ttiès a~èY1tg.' , 

l 801d 1021 Rosehill for $22,000~ 4 l 
go1:: the- cl ent from rny sig'n on Huntington. , 
J' 'TI You •. 'rhat 6ne ,is a good ex.ample of co-o,pera~ion 
b~t een i«ents. Dan Nester.had t~e listing and he had 
toI th~t~eople that the 'house was' Wo-rth $23,500 so 
the, di1n' t., WB.nt to take less. Dan phorie.d them up and 
st iehtened therh out. " 

, , . , 

• r 
eptional1y, the two agents do not collude. 1 Some~imes, 

" 

the 
. ,r;n of'one wil-l be particularly strQng" a 

/' 
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slow market, a~ agent may have a,very good client where man 

houses are available~ 
P • • 

By pus1ung for a eood bargFlin, he ~can 

enhance his reputation with the client. The opposite Bituation, 

where an ar;ent hAS a e;ood listing in a ris.ing market, is even 

more connucive to such bargaining: the a~ent can not only 
'.1 

enhqnce his reputation with his ven~or but can also make 81ightly 
r l.I~ r,,-) 

',' . 
more corrmj sRion by h()lnin~ out for a high priee. An extremely 

suC'ee ssful listi ng age,n t ,9 an, oeea§~ona] ly bargain from a 
., .. ), J) 

position of ~trengt~ by eainine a near-monopoly of aIl the list-

inr;s ~n a. C;iven area. 'L'hio was un~r:!-_own at lli,,\hgate Realties 

~urjn~ my rcsearch, but an outside agent described such a 

sjtuaLio~ in ~nother part pf the city. 

Outside A,c,;ent." nne wornan, ·r.a~r~~ret R 
the,whole of this district sewe~ up. 

~bitch, but you had to work with haro s a 
~dod agent. Jf you \'lent to her vIi th an off~r tha t was 
low, she'd jU8t la1\,3;h at you. She usen to "say that her ' 
otlly cOllnter-offœr was the askinr.; priee. She usen to 
eet e90~ deals'for her vendors. 

Service and Self-lnte~est 
,,-

l have argued that the real eètate ~gent works for his~ 
\ 

own ~e~f-interest 'whîch ls t 
" 

complete the " 

partjcular transaeiion betwe ~ buyer an~.seller in whieh h& is 
d ~, 

, "JI Il 
involved at the moment. In dOlng this, he corltr~butes to the 

sroqot,1:I, rapid,. and efficient functioning of tle housing mFirket 'as 
1 

a system, but this does not nec~ssarily mean that he contributes 

. to' fur the ring the" i~tere sts of particular buyers and sellers. In 

t~e oext sect~on,:I shall exa~ine 8o~e of the techniques that the 
• lfI' , • 

1 Il t' ", a 

a~êil't uses to manj pulate 'h\a clients into "!aking sf\;Les and pur-

make. Before doing so, 
.. , 

\ • 
1" ~ 1· 

5 1 ftl? 

t ' 

'1 

1 

• ,1 

1 • 
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however, 1 should like to point out certain limitaions upon this ' 

manipulation: in most cases, the client is not simply an 

unsuspectin8 dupe of a creerly o~erator. 

In the first place, the agent's control i8 limited. He 

does no t have a monopoly on knowledge about the market. ' r:'ost 
\;1'~ 

buyers and sellers have at least'a vague ictea ibout the ~oing 

priee for the kinds of house" and areas in which t;h~y are 

1ntèresterl. Such information is available from newspapers, 

reeistry offices, city assessmen~s, anrl market survey centers. . -
-

Exqept for a very naive cli.ent, such as the Eng~ishl'J1an mentioned 
\ ' 

above (pp. 53 ta 54), ~he agent's influ~nce upon priee anct terms 

,is ~qrginal. 0iven this Margin, an a~ent can work a~ainst his 

clien~s best interests, and usually the client is unaware of 

this. fi. !;ommon si tua tian arises · .... hen a potential buyer \'fants 

a particular typ~ ~i ~ouse* If the agent has a listing 'of his 

ovm which might do, he will 'try to pe.rsuade the. client ta buy 

his listinb and be reluctant about showing others which migh~ 
, 

b~ more sui~able. ~gents differ in thei~ strategies ,in such 

circum-s~,ance~ •. SClFe feel that th~y should show the better 

listing reeardless o~ whose it ia, bedau$e this giy~s the ciient 
. f 

grrater s~tisfactio~ and'thereby increa~es the likelihood that 

he will come back to the agent '1:ater •. 'l'he dilemma is between '. 

Short":,,te'rm gain and long-term rel?utation, ,and i"s' illustra~ 

the follo,,!ing discussion betweel) al) agent and tH!' n'!'ê1'" manager.~ , 
, -

-)gent. ,1 have à client for .the hod'se on the 'corner of 
Kopland, and Maple •. He wants ta put an architect's'. 
office there, but now it's â roomin~ house. 
Jim .Young. Why don ',t you think about Nqrth St.? , It' s ' 
all right there. ' Fred Tpownsend has a listing there. 
What' 13 the priee r~ge? 'j L' " 

'<J' Ir, 1 " 

•• '1" 

,,- li ,\ .. ' 
li 1 .. ,l, , 

.-

" 
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Agent. 
Youn~. 
it's a 
client 

About $60, 000. 
Listen, Fred's listing is less,than that, and 

much better house. Why don't you show your 

' . / 
that one? ' '. b 

Agent. WeIl, l m1eht after 1 check on the other 0 e 
first. l'd rather sell him that one, because it's my 
listing. 
Young. (after she leaves) She shoul~n't be trying~e 
push her own ~i8ting like that. When L was selling, 1 
always used te try and get the best deal Jor·my client. 
Her clj ent would he better off on J'I!ortn. 0 . , . 
Ferre,. the potential purchaser' s interests were heing 

. , 

sacrificed to the a~ent's. In the following case, it i~ ~he 

vendor who loses out where the listin~ age~t. favours a col

l~ague frorn her own company over ~n outside agent • 

81 

. Agent. '/Tell, last Tu~sday 1 had an open tlQuse and both 
lfarie Lacroix (Highgate agent) and Mrs. Peddle (outside 
aGent) had clients who were interested, and they 90th 
cf'ot o;ffer;s. 1 decided to go te Ottawa: 'IIi th ~oth the 
offers.. At the las.t minute, rl'larie:s offer was a little' 
hi,:jher with more cash, but 1 lmew' that Mrs. Peddle"s 
client wouln go up another $500 or $1,000. Anjway, my \, 
ve'nnor tool,: Marie t s offer • . 
The most effeciive restratrit upon the aeent" i~ his . 

de81 Ines, wi th hi8 clients is concern for his own reputation 

whl'ch,is e"ssentfal ~~r lDnp;-térm succes~.~2 It 18 to his own 

disaiivantage to give bado service, because 'the clien't will not 

come back 1:;0 him t'o 'handle future transacti~ns, and' will- not refer 
.' 

others to him.' Indeed, \f he does the client a ereat disservice, 
, 

the lat~er can spread the story"' an9 ruin the" agent'.s chan7es f~:: 
, . 

success wi thin the 'a.rea'. This concern for reputa.tion is ve,ry 
, -' 

.impo·rtant to the a:é;énts" at Highgate Realties and is the main 
r' '. , 

/, ~ 
~J 

b2rrhis will be elaborated \lpon in Chapter 5. 
;-
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qasi's of trnst between the ae;ents and their clients.~3 

Vendor L. Previously rea] estate aeents were quite 
l!nscrupulous. Expecially ten yea rs ar,o: l had a 
particularly bad experience' in Hamilton. However, ] 
fe 1 tha t in the last ten ye'ars a~ents hâve cle,anerl 
1~ their act. They have done this collec~ively as 
elling real estate has:becorne ri profession. Tt i8 
n the interests of an individusl ~ent t.o be honest 

,0 tha t he rray bui Id up a reputs. tj on in the commun,ty 
sarran who 8~ves .~ooflo ser\üce aml deals fairly. 

, , 

xample innicates, the feeling of trust is also based 

upon the success of t~e occupat~on in developing a more 

favou~ahle public irna~e in rec~nt years. 
1 

The a{:;ent also provifles other'servlces for' hir-lf' clients. 

82 

He save~ them much tirne 8nn troutle, and screens out "undesirablë' 
o _ v 

ouyers and se 11e rs. Ile gives inforrna,ti.on and advice ab01Jt many 

~eneral aSD~cts nf real 
'-' ~ 

U}10erstnod by 
\ 

-the a~ateur buy~r or seller: ort~aees, conductine 
1 

searches, regis-terine, tax appraisa ls, upK:~ep of 'the, bouse,' and 

marl--:et trenn s. 

" 
On the whole,' tha1, i t is di fficul t ta deterltline whether 

. or n0t ~he agent, who is main ly concernerl wi th comple ti~ sales 

as quickly as pos~ible, contributes to the hest intere~ts. of his 

clients. Tn most cas'es 
'. , ~ -

he pro bably doe s, and he i8 rewarded" 
" ' 

f.or this by his c0:"lmission., In sorne cases, < a'~houe;h he may 
. 

f,urther .his -élient's intérest, he clearJ-y rioes no't maximize it. . . :; ~ 

, , ~, . ' 

'.'Ihe ther to his .Qverall advantage o"r not", the figent does manipula1:e' 
~.. f' r 

o 

the b~haviour and decision-mak~ng of hie cliënt~. J We' now turn to' 

examine ~he ways in which he accompliehes this. 

. ~ 

, ~ 6Jln less established ,oompanies an(i among less 'career-
ariente'd 5lgen~s ~"this reput;a 1;i~nal restraint YlotiJ:d undoubtédly, 
be le as. ' '! ' 

• 1 

, 
1 

~~ ~ 
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" -1· · 
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Information-~anage~ent and Sales Techniques 

'l'he nic~p in which t'he miriCllernan finds hirnsel'f leA.ves 

mU?h roolTl for ma.noellVl"'r. };e knows thinfT,s t);{at Mither of .the 
• • 'J o 

two main parties knows, bnth ahoot the ~~naral state of ·the 

fi011 in whiGh ~e is an expert and they amateurs, qnd about the 

p'8rties thernsplves. rhe rcal pstate ~,,:ent kr.ov';, a'r)(\lJt ~he 

8) 

g nY1 era' C'i"'a'-,f'~8.1 ,--jrr'l1m ..-.-I-;' Y1 ces C\+' t)--,0 'rç'"'-lnr, w}-p+'1er nr nnt' he 
/ . 

is i'" '1 1[1l""ry te ,.se 11 , 'pf-:at priee' li'? \"i11 he 'rillinrs +0 !l.(,('0pt, 
~ J ~ ~ 

and a1;ou~ tl-te eenera] avaJ.lahili tu (")f' nl"1tentiaJ nurchase:ps for 

tite vendor' s [-.O'lSP" lie also knows ahout the fi~ancia 1 cir('1Jfr,-

s"':.ances of the purchaser., to wha t exten t 1;0 if' 81:tracted to a 
\ l '. 

p8.rticu] a r 110'1'1 se , how. c;rw:'; ~, i t.c is tha t he f 1nd a house wi thin . 
a (Ti ven period of t~me, and ahout.t~e generql availabiJity..o~ 

houses. Purchasers and ver~0rs, however, do n~~ have thie 

knowl~dge ab01lt 8ach other. 'L'he a.gent pla.ys npon thE;!se arEfas of 

mutual ignoran2e to try to ~ring about a cn~pr~~ise hetween the 

two. 

. Succ~ ssful real e"'9ta te- sa.le srnen are rnaste rs in the &rts 

à f persua sion. . fo'or ana lysis, we can d istinguish 1>etween low-

préSSlJ!'e aJ'ld hi~h-pressurp. sales tecf1lO1iques, depénding upon, tr1e 

lev~l of awareness of the c1jent. Clients are 

dimly aware, of low-pressure technique"s, wh) le, 

.techniques are mqre obvious t the clieT1t knows 

unaware; or only 

h i $~ ~ pre ".8 ur,. 

that he is .heing , -, - , 

pressured hy the agent. Most low-pressure involves some.kind of 
• • 'P 

information~management, which in turn takes variQusofbrmsl 

: t 1) 

. • (2) 

~ 1'1 • ~ 

the px;ssentation. of expert kryowledge J. 1 

1 • ' 
1 .....' 

misrepresentation 7of genera1 fac~s through either ,. , 

., \ 
~ ,,-', 
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a. rietectah1e l'T'isrepresentatinn, or n. "tin~,etectaole misrepre-

s~ntatiC1n; and 

(3) censnring, processi~g, and reinterpreting communi-
Il 

1/ 

ca+;ions between huyers anri sellers. 

l sha11 discuss each of theRe ,in turne 

;'ypically, the resirlentiR1 8.ge,y1t kn'iws more about the 

84 

provirie knnwledge 8.nd l'T'ake sllggestions tha+; the client mir;ht Y)()t 

.' 

havp ronsidereri or hRri Becess to ~y himsQlf. In soliciting for 

R li~tin~, the 8r:r,ent" sll<:c:,ests R nU'l'Iher of advRntAe:es for the 
. ~ 

, flotl'lY)t;ial, venc10r if re puts l-)i.g hnUCle on the 'l'\iiI!r\<"et. Ile may 

SU,".;'~8st "0 8.n olde~'lÇcouple, fnr eX81'T'ple; that their houoo .i.s· , 

" t- 00 hit 
., 

" fo r tl1em • . A rentaI client can hecome a buyér if 
'-0 

shawn by t'ne aGent that i t w0uld be, to his financia1 advantage in 

the long rune 1'he vendor rnay 10wer his asking ,priee if shown 
1-

tha "t sirrd lar houses ~n the area hav~ receJ~tly sold' for ,-,less," or 

f!n ahsentee owner OT a V!3eant house can be sho'wn the 1 cos;ts of 
o 

keeping his house too long in order ta try for a high priee • 
.} " 

The agent als0 provirtes inform~tion about apea~, of~èn,suggesting 

ones that the client 'has 'not conside~ed (usually in,areas wher~ 
. 

~~ hqs listings). The following comment ~hows how this influence 
1 • 

operates from the'vendor'~ poi~t of view: 

" . , 

) -

\ 

64For new ager'ts t~is ~y'not be 80, and ,they ~ay havé a i 
prpblem, in pre-senting, an impr~ssion ol exp~.rti8~ th~t ~hey do not! 1 

po~èes8. ' l': 
~ l " i 

.. 

1'i J~' 
\"\ l, ~ \ \ 

:." .. L1'I:L." ; 

I( 
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Venno!",H. ','/hen we first bou~ht.'a house we dirln't know 
very much. We maved intQ an upD~r middle class area 
where WB were a t the bottom ôf the scale in terms of 
life-styles. We feel TrlOre cOlTlfortable here. We' d5dn't 
have ap ABent when we first hou~fit. This ti~e we aske~ 
Mrs. Day (thpir"a::;ent) ta fjnd us a hou~e and ta]", her 
aIl the things w~-wAnted. l don't knnw whether ~he 
2;1Je ssed wha t sarl of area' wou 1 r'l sui t u~ or whè ther i t 
was jllst chance,' but wi thout' us sugges:tin~ i. t she 
s ho we ct tl S hou ses in t}1 i sare a • . 

In sorne ca ses, an astute' af-"ent can 1 i;tF.?t911 Y crea te. a . ' 

sale '0;)' }:;1l~[';e8ting somethipg to a non-0wner whiC'h turn~ him into 

a huyer: 

PI? te r Kovacs, l 88 in 13 st wep k tha t house WB s'a sure 
sale. l wenL.to see tl-)e "tellant upstair?, anrj toJri hi1Tl 
about the flouse heing for sale, and l1nw he c'oulnp't he 
surp what sort of landlorr'l he mi;:;ht ~et.· 'l'he hnusp 
W8S Eni.ne for a hareain,>I alreAdy r.an one nffer for 
tl),OOO. He sain ta try $lh,QOC'l, but. l told h~m that-. 
wasn't enoygh; so he made it th~ full 8sking price of 
$15,000. , " -' 

i 
"In this I)8e 0f 'infQT'T1Ati.nn, simply provirHng 1mowleoge, the a~ent 

hartily manjpu18tes, alt;hough he js'not completeJy passive: he 

presents on~y the rof'Y si~e of th~ picture • 
Ç> " 

The saco~d way ta m8na~e geheral information is tn make 
. , 

l t appear favourable ta the c'lient' s interests when i t !pay not" , 

be. In detectable misrepresentat1on, the aeent ris~B his 

repu~ation and any long-term career aspirations for the s~ke of 

a shQrt-term gain. In Sllch cases, i t is likely that the client 

wi'll find o'ut e.ventua~ly, will refuse to deal Y{ith the agent in 
< • ( 

the future, a~d will t~ll others abciut the incident. The " 
~ . 

fOllowing. case was reported to me by a f.Qrmer agent of another" 
,. 1 

company. 

'\ 

: \ 
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trusted the a~ent, and eave him a free hand ta negotiate the 

sale. No t unti 1 after the deed han heen EdCl1ed diri they learn -. (), 

that the agent hBrl arranged for the~ tn carry the financing on 

thp J1ouse. 'Rather th::m recp.<ive a larr;e ini;}ome on their 

<rinvestmen t, t,hey were ta he paio. ln sm8.t1-----a.rn:?unts over a 

twef'l ty ye,H pe ri orle l'hey wOlüd have to live to be- over ninety 

years oln iD orde~ tn see t~eir lasf pay~ent. 

1 ~1cide'n ts of de t8C'ta h le ~i srepre.sen ta t ion we r~ rg re a. t 

" hir;hgate Rco::l1 r ies, (111t ,1lYvlete8t,~hle rniSreprE'RentRtion was Cc1mfT\nn. 

f'}1iS-llSll:-tlly involves the wit}1r'01riinp- of somB inforTJ18tion 

potentJ'hlly favourahle ta the r::liert. l"e have alrearly s,een 
q 

exa~Dles ~f a clie~1 ~ot"bein~ tnld about a ~etter listjDg by 
o • \ 

4l ' 
,her a~ent bec8us~ t~e latter ~anterl a lar~er sbare of the' 

" . 
cOJT'rnission, anD ? ver'irtor not bëin~ inforted a~out; the possibi li ty 

, 

of receivjn~ a hett~r offer from another client (see pages 80 and , , 

c , 

81). ~isrepresentation a1so cceurs in ways that help the ~~ent 

'picJ.r up a ..new client. l hearr"l one manager rrake the fnllowing, 
o 

su~eeRtion to so~~ ~gents: 
t 

{Y"anarpr., You ,aIl know how skilful you have ta be to get 
the na~c and number of a caller. It's 8 goor"l ir"lea to 

i ~ • 1 

suggest that you look SOfT\ethlng up and ask the person 
his na me :lnrl number ao tha t "you ci-n ca Il', him back. l 
used to te If seme one J' ct éa 11 hi m'bac.k when l actually 
l'Tad the information on the desk in froni of me"'9 ~' 

Sorne simple ·f.orms o~ !pi$rep~e~enta(i"n by èales~e~ are almo~t '. 
inevitqble if they are to suc~eed.65, ' ' 

'. ' 

~he thlrd, and most important method bv which the agent 

-useful 

'. 

65Sai1~y suggêsts that 
te'cllnique' f0I\.,rniddleT;fen 

1 l : . \ ! . 
J 

l ' • J i 

1 i 

, . 
~ \ 

t' 

';whi te -lies" àrll- a ~o"'mon and 
te yeep,negotiati6ns open. 

1 

,,1 , 

'. J. 
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manages information is in his raIe as med,iator and comT(lunlcator 

between the buyer lnd. se.11er. 'Ee ls tl}e com1T1upication channel 

between them, but ~ot a passive messenger. H~ selects, 

censors, and Interprete t!1e ~nformation that he passep on, and 

he deve10ps techniques for pr~senting it to ~ke as favourable 

an impression as possible upon the receiving party: Select'ion 
, 

and ~ertsorship are the ,simplest forms ,of'such information 

managem~nt. The age~t passe,s on certain information and' 
\ ~ 

withholds other. In general, he talks àbout tHe advantages of 
,lI \-. J 

a particular~house to ,his client and ignores the disadva~es • 

87 

• 1)1 

He does not, fot' exa1n-ole. te.ll a 11rYut traffic problems in the ares, 
1 - , ' -.:;, 

nois~ S~09~' children across the, street" or the basemen:; :}I:'l. t 
someJtinlM 1'1001s in, the spring. The followj.n~ discussin!1 ahout 

;~, . . 
an agent' s new listing pres~nts a more dramatic, examp.le of . 

information management. 

Jim Young. George has a new listing on Vine Road for 
$185,000. That woman ia kind of tï~~Q, and she.mutt' ,_ 
have seen samething in George becauae·al1 showin~s 
have ta ne .th,I'ough him.. v • • 

Frank Martin~ WnPt's she afraid ~f; kidna~persÎ' 
George Lldstope. WeIl, ,there have b,en three, Ï'obber!es 
at the house, qut ke~p it, Wlder.your ha1. ) : 

.... 
Where' the disadvantage'f3 or d.efects ~f a h04se ~or' area are 

... 1 ". ~ JI " _ f -! _, ~ .. 
particu'J.ar~y obvious, the agent wfl,l hot '~~brtt the'm, but point . 

them out 'to 'hiB'~lient,~of~e~ pretaeing hi; r,ma~ks'with a'p~~se, 
• 1 , • ;. ... 

1ike 1 - "To be, completely honest 'Ni th you ••• " Bla.tant' defécts, i' ,-

6~ch as 'a -h~USrq,~i.r:~~' ma'j~r >.enovatiOné),' ca~.~ reln'terP~~'te~ 
as po si tlve se11ing 'PolntEf. ,'Th.e vendor ls' t9ld that' he will haVI! 

f ... - •. , .. J '... ~ 

~ to, accept' a l,ow pri~,è, anJd th~ buy~'r tllat" 1:18 C(l.nJ get a bar~ain, 

fix tbe !llac'ft up, an~"avel monêyr ,). q, __ ) ;,' 

, ,: 1 ~ :. ...:' \' Y;>./' ' 

The: "'fflt P8r~B: 0:1 'in.fo~t,l\~n a.b:U~ tîe 1~~nclO~8 and ':, 

, • l " • • '.' -\ l ~ l' 1. - \ ~ , 
1 Ll· • 1'" \ \ , .. ' r '1 .' •.•. 0..1 .' ~- 1 1. .' • 
1 -. ," Il' \ . j ". .. ~ j .. • .. \ f'J 4-

' .. t' ~. ~ ~ ,l \ l JJ.~ _~~_~~!~'_' ~" __ ~~ ~~-,---_ ... ';":. __ L 

'. " 
'\ 
\ 
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purcbasers theMselves selectively, and thls varies with 

ejr0um8tance~. Sinee he wants a~ ~i~h Rn offer as possihle from 

his clien~, he will usuRlly nnt talk of his venrlor's finan~ial 

djffic'llLy ano anxiet" to selle n,ut if \;he client hesitates ta v , 

TPrl}(A :1,tI offpr, the ar:;ent ('an h"in t that the vendnr i8 anxious anrl 

. ~ 

lnw prIN'. 'J'he iôentity of a rieh clieYlt i8 

lJSllr111~r wi rh"Alrl froT'" FI vpndor whn lT1ir;ht Haen feel that the 

frop" orle p,<1,r t,y throll~h thn arrent t,o the atlrer party. A ~ljent 

'1nrl SPI" }'('w he re3cts." flle:! 8.,c:,ent then kYloWS -f;hat trie cl ient 
1) 

wOlllrl pa~r n"ore, RnrJ wl-jen l'ln Tlresents the offer he can keep the 

i ~ , low (1ff0r for stleh ;:) fine hnuse, hut 1 'm sure th8t rry cl ipnt 

W()l1] d Sp ri 0 11 r:;] y cnn 8 i (le r a reaSOl'8 h le cOlin te r-offe r. .. Si mi larly, 

j nf[.jrrnn t,:inn i8 re-ltlt.eTpret;ed 88 it flows in the oprosi te 
( '\ / 

rlirection. A venrlor exy>resses reluetanre to lawer his 8skin,'; 

prire, but in1iwRtes ta the agent: "Rring me al' offer, and then 

WF> '11 see." 1'hp aF,en t infers that the vendor i8 now ready to 

consirler 8 lower priee. H~ ean then persuade his client to 

make a low ofrer: "J.et's ~ive it a try, you TPight he Rurp~i<"sed 
a t how .he 'Il react." 

Infor~atiod~mBnage~ent involves not on1y the selection 

~nd interpretation of information, but a1so the manner in which , 

it is presented. This is the most artfu1 side of information

manag~ment, ,the one that requires much interpersona\ skill by , 
the agent. One of his greatest proble~s, and a1so one of his 

1 .' :,l1 
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ereatest challentes, is ta present ]OW offers in.sucb a way that 

the y clO not llpset the vennor i n ~,o refus ine to n~eot ia te fnrther. 

'l'wo tech1"iqllPs are illllstr;=tter'l in thR folJ()win~ discussion, both 

involvin~ experiencprl a~ents. r n the first, the agent softens up 

the vendor hy apnln~izin~ first so that he will expect the worst 

8nr1 i8 tl'en le:::-s shockpcl hy the nff'er. 'l'he ~~econd te0lmique is 
J 

to prl?sen t the offer a t once, hut to antid pa te the reacti"f' and 

tt'en proceecl to Cl "re8sonable lt riiscussion. 

Youn;,;. l'here '8 defini tely a techni<}1)e to making these 
ridiculo1ls of'fers. l wes in Jdn neal's of'fice the other 
day wh~n he WAR presentin~ an of'fer o~ $~s,non or a 
::100,000 listin.e;. ire sairJ: lt'Jood-d8Y, f"r. 'l'}tO'11aS, l ''Tl 

8fraid our relations},in ;"0 8liolJt i:.n come tn an enrl! 
T've ,~n+ ~Fl offer for y0u, but jt's 1)()S,OO()·'. l'he ::';lly 
s"liri +n hrirr, it over 8f'ri )Ie'ri have FI. lonk at il:. fle 
didn't aJ-:cent it, hUi he nid mal{p <'1 coun-ter-offer. 
Peter ::;repn: ~,~y techniflue is as follows. l f~rst 
f;pel1d 10 i'11nutcs t811rinc ahout other thin:::s. j'her: l _ 
TYlpke t}t~ 0ffer, ::=t1"rl tl1en COJTIes the rrucial five rnil'1utes' 
vThe'" T liave tn wj thstl'lnn the ~irst fl tlSr< iof hate th:1t 
r;Oflles ove,r the v P l1dnr. J watch him sl nwly turn rerl ~rvl. 
")'11811 ll~ bAfore myeyes. l thinl{ if l 6an withstancl 
~h8t first flusr1 of hate, then T'm 8]1 rie;ht! 

1'11(.> techniQue of the, "little whi te lie" r.an he 'llsed to 
t 

adv8nta3c in presenting info~mation. In the fnl1o~if'~ exa~ple, 

the f;ellinf, agont praises the list.inc; a.o;ent involved: " 

';'l-d 3 i G 

Nancy Ving. r:rs. Pounci (the olltside- lis ting aeent) 
showed real teChnique in selling hy telephone. She 
phon~d up her vendor and said -t;hat she haci an 6rfer 
of' $30,600 when it was rea]ly for $32,000. When her 
vendor said that w?sntt enough she sai~ she could 
probably,get $32,000. Her ve~dor said aIl right, so 
~he phonecl bacl~ Cl fe", mi nutes later sayj np' ~r8 l-J.arl ~n 

off~r of $32,000. 
, 

a130 a gooè eXA~ple of co-operatiort between ~he listin~ 
,... 

8~1 sel1ing agent in the middleman role. In this case, it is the 

listing agent whoactu~lly does the selling. 

"The presentatio'l). of information is a de lica te- operation. . -

. ' 
" ~ .~ 
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Even sin~le wor~s are import~nt f~r their wider connetatiçns. 

Wher presr~tin~ an offer or counter-offer, the rlever agent w~ll 

asl~ tlte hcsit8.ni:;lCTIen+- to "8pprove" or "(l.K." it, r8.ther than 

"".i~n" :i t. Similarly, the wo:r(~ "8.,a;reement" rether than "contrac-e' 

lS userl Lc' rr:fer to 8. notential listin,S. ',-'erms such as "::--ic:;n" 

anrl "co'" tr8c t" hé1vf:' (m i rrevocarl~ COY)YJOT,8 tion th8t caY) fd~htpn 

T,he tr3 rle" in listhl,o; 8Yl î qho"rir>{~ hnllses, 8n(] 1'" nre8~nting 

t,:r:lf~j c i" ] i -rl·t;est, may 1::-e chosen. A house wllich receives 

cl i~n t wi 11 liv~. hR may show otlter, less sUl tahle houses fir8t 

sn t l l8 t t,he i rnpressi on of, the choseY) hOllse wi 11 be he tter. An 

ela'nnraT.p tecr'niqu'?, which inclunes elements of llrH~ete~tahle 

rnisrepresel!tation, ié deR~r~~ed by an arlmiring, fel]~~ â~ent: 

Tohn Neal. Let IT'e ~ell you about 01" 'l.'aJter Spurre,ll. 
He was a I}uiet, Brno th onerator, v'ho Iater went from 
star s€llesman te sa. es mana3;er. He 'd ,see- a woman 'c'lient 
and te Il he r he hadl j ust the house she wanted hut he 
wouldn't tell her where itL'was. 'rhen h~'d ta],e °her 
around te a lot of different Y\ouses,_which he Knew 
she wouldn't like and then he'n come back to t~is 

, particular 'house. Christ, i t wouldn't be anything 
special! Probably more trafficnthan y04 could find 
,anywhere, but by this time the woman would be droolfng. 
He'd eay: ft! can't keep it back froin you any longer 

'this is your house!" She'd want to get in, but he'd 
pretend he didn' t have ~~be key, i t was really in -his c' 

pocket, and he'd leave~~i'6r at the houae while he went 
for a cup of coffee. }~ the time' he got back, she 'd . ~ , ~ 

~ *p~.,; ~ <J 

~). ~ . ;" .. , . 
," 

",~ .' 
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be pantine et ~he door, anrl the house would he solrl 
befare she ever ~ot insirie. 

91 

'rhe ae;ent's influence is probahly exap;,serated in th~ 

'cxR.rnple, but j t ojes sh?w the kinrl of techniqu~ tha.t ls used aIl 

the tj rne. Ano Lh~ r low-pressuY'A te chn j que i G to show the fc~ ient 

that thpre :1re otner potent18"1 pllrcha~ers jnterested :if! the house. 
/ r 

In s~rvicin~ the venrlor, the listine aeent can preten~ he 18 .. 
workin~ h8rd 0'1 t ho JisT,lnG l)y shoy,j tl!3 j t to cl ients ,,'ho Rre 

1 
unli}-ply to hr> i Y] te re s te r1 • F'rienrls ami relatives of the 8.gent 

C8.n even he used for t,l-)is purpose, al thouf,;h this prac-tfce was 

frownerl upon at rli?:h,c:;ate Re81ties. 

]Jif:h-nress ll re techniques, Vlhere the client, knows he is 

be in.:; prE" sf->llrerl, a rten i YlVO Ive f'ac t-to-face confraY1ta tj ans the t 

may prove e rnbarr8 ssi n~ and lln('nmfor tR Q le for bath partie s. 

S\lh~nfllle:ltly, m::.ll'ly 8.~enb~ refrain 'rroTfl their use as rn1.lcb 9.8 

. (; r; • 
P08811"-le. In }llgh-pref->slJre techniques, the salesPlan aspeC't ., 

of t-he ::le:eni,'s ro.le hecames ohvious ta tl->e client. :'he coIn 

canvass, where the agent rings a 8tra~eer's rloorbell aAd tries 

to jnterest bill' in selline; a house that is nnt <:HreariY for sale, 

is nnA exam~le. Annther is where the agent tries to pressure a 

C l ien~t wr~ is ra 1 uctant ta accept or make an offer or counter-

offer, as in the following account: 

John Mason. l sometimes find that there are sorne clients 
that li)ce to be uushed a hit-. 1 had a woman one time, 
that was the only time l really pushed hardI 1 could " 
tell she really liked the house and she hàd lats "of fIloney, 
but she was afraid to signe l said ta' myself, It~l, here 
goee, 1 need this sale," and l taok her hand with the pen 

, d 

66 rra become high ly successful, sorne forms" of high- "-Y 
pressure techniques must be used at times,' particularly early 
in the agent's career. See below, Chapter 5. 

• 
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.in it 8.nd DUt: it to tlte naner. When she signed, hoy! 
She W8 S FI S· hRppy RR could he -- she W8.nteti to sïg;n aIl 
the time, l co'ulri tell that. T could just feel it. 

q2 

'rhe more sophistü'ated hard-sell salesmen learn -'to play upon their 
,. 

cl~e-nts: 0""1 i',~a ti OTIS for "the efforts they haye put into 'the 

neco r,i.::ttj ons-. .Tohn 1'Jeal explains the process in discussine; 
J 

two wcll-~nown a~ents in'~ontreal: 

.To~n "'~a1. T'v~ heÇl.rrl "Retty !'f,urphy really 1ay it on. 
Sh0 cries ont ahout '110W shf' 's been 8pendine aIl her 
8.d~}'tisin;::; a] lowance on theTfl, anrl !to\,' un~ra teful they 
8.re. '}Orl!' T'ha t' 8 !tow the hi::;gest sa le tha t was TTlRcte 
)n our cornpal1y 18St ye8.r was brou~ht Rhout. Tt W8.S a 
(\t2,000,OOO de~ jn'Iolvinn; a.hi~· airline. They got 
1',~~ oown ar,r~uin~ abollt sorne pi lly (jetai 18, 8.nd Paul J 

• D8.~lP]S (a 6om~ercial agent) finally walkeri out on 
!:hem. . It p;ave. the cOlTlpany a shopk, 1 can te Il you: 
Afte rwa rd s, tre a i rI i ne saw ~,ha t' the y had nearly oone, 
tl-)e yr really wantect the pro pert y , and they f inj shed 
t'9ff the r1~8l. 

Tn a c8se like this, th€ a€:ent sta1{cp a~l hi~ hopes· 
,.. 

uron 0f1e rJ ram? tic 'ploy ~,;imt the ,neŒlotia tions have come to a 

s~;11crnatc. '1'h5s t.echniqué m8y challenge the normal ~orki1îg of 

the syste:n, sucb 8.8 tre abdication of Daniels above. The aim 

is t.o shoc1{ the t;wo~ parties into a compromise. Cne such tactic 

18 to reverse the ~idrtleman raIe by bringing buyer and seller 
. 

tocethnr. They may antagonize each other and kill the deal 

co~p1etely, or they may suddenly realize that the other side is 
• 

human too and their differences ~re not really wor'h bothering 

about. The tactic is describ'd by one-agent as followsl 

" Rosemary Crawford. l wrote ~p the first offer for my 
client, but his hand was shaking and he was afraid to 
sign it. It was the first house he han ever bought. 
l told him to go home and think it over. Later in the 
week he phoped and said he'd sign the offer for'$13,600. 
But the owner .. hesitated because he wanted to stick at 
$14,000. l thought it was silly to quibble over $400, 
so .I got them bath to' come ~p to mv house and gave them 
each a drink. Then l made out the offer myself for 
$13,800 and didn't say anything. l j~st passed it to 
both of them and got them xo sign it. 

"< ' 
d 1 ,~ _ J • ~ \,>-. ,,. _.t~-: i' 0t. ~~,._.: ~. ~ .,~ ~" j , 
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Here, the ~iddl~ma~ continued to play an active role by bringing 
i ' 

the two parties together. She played upon their obligations as 

guests hy creating a social occ8sion in which 3t would have been 
.. 

awkward for the two to re~use ta compro~jse. In a. simi 1ar case, 

the agent involved arranged a ~eetin~ with a notary for the 

sit,ninr:; of a tiee4 hefore th€ two parties han :œached full 

a:reement. They finally came to' terms in the notary's office. 

A~ain, the ~~ent took advantage of their ohligations not to 

oisru~t a soci~l occasion once the scene harl been se~. 
- -_ ...... ~ .... -.. 

Fin31ly, the a~en~ can play ~n innovative part in the 

nceotiations between buyer Rn~ seller. This is neitber 

information-~~Da~ement nor pressure techniques, but problem-

salvin~, thin~irg up compromise possibilities where there appear 

La ['0 none. 11re fo 110\'Jine; negotia tions i Il ustrate this: 

FréHlv. j'{artin. l went bacl\ and forth, '~ack and forth 
between tbem, Rnd drank about ten cups of cof~ee, but 
the purchaser wouldn't eo ove~ t30,OOO and the vendor 
wouldn't go under $32,000. Finally, just as l was 
êbout ta ~ive up J thought that maybe since the vendor 
wanted to live in the house for another seven months, 
perhaps the purch~ser coul~ give him free rent for that 
perioct. l suegested it and after going back anq forth 
a few times, the~ eventually agreed. 

-
The agent's innovation here was to suggest that the vendor 

ç) 

concede $2,000 on his price in return for ~even months free 

rent. 

Summary of ~iddleman Role 

'rhe residential housing màrket crea tes a social niche 

for an expert middleman. If the real estate agent is"not 

absolutely necessary for transactions to occur, he does expedite 
t 

, 
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them. He saves t~e two parties time and inconvenience, Bives 
/ 

them a chance ta think things over, and prevents discomfort and 
. If 

possible loss,b~ face in deating with each other. He provides a 
, D 

sj~ple sort df social cohesion, a holdine; together of a shor}ï

cerJTI, instrumenta} relationship for achievi.ng a purpose; marle 

possi nIf> lJAt by lJrin~ine the two parties together into sorne 'sort 

of narmattve intezratior,~7 hut hy keepin~ them apart sa that 

they do nnt rlestroy the transaction by sorne impulsive action. 

'l'he acren!, i8 8 hrnker nf inrlivirl\l81 interests. l'he f'undamertal 
~I 

(, 

source of social solirlari ty 18 nei ther cultural values (mecrlan-

ieal solirlarity), nor it it, the rlivisio~ of labour (organic 

" sOJlidarit.:r), but rather a mutuality of interest. Self-interest 
\ 

j8 at th~ S?~8 tiwe the source of hoth co-operation and conflict 
. 

1.et.yJeen 'huyer and seller. ï'he agent furctions to minimi7.e tl:e 

anta~onisms whtch pre i.n~vitable and ~hich threaten the 

tranSRc tj on. 

'Phe aeent's medi8ting role gives hlm an area of freedom 

for rnanoeuvering betweel1 buyer and seller. He manaE;es the 

two-way flow of informa tion and intervenes his own Or:.lma tic' 
/. 

resburces ta produce compromises and sales. In trying to do this 

smoothly and quickly, he not only expedites the sal~s-Process, 
li, 

Qut also has a conservative ef:fect upon neighbourhood formation. 

The Real Estats Aeent and Neighbourhood Formation 
~ 'rhe agent's attitude toward his clients 18 primarily 

instrumental and pragmati.c. He want8 to find a house that the .' 
b7There i8, of course, implicit agreement about the 

basic rules of the game. 

,,~ 

, 
. \i,,..~l.~,.· , '. 
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client can afforct and will like in the area in which he oper~tes. 

Most clients who have liveo in ~ontreal for sorne tiwe have a 

2;ood idea about wllere they want to live. But out-of-towners 

who are stran~Ars to the city are uncertain, and look to the 

real estatp a.:.:ent for advice ann information about fi!1ding a .. 
"suj tahle neie;hhourhoorl". In thls way, the ap;ent helps to 

r::hannel peopJe into particular 8.reas. llsually, the effect of 

th i s c hanne 1] ino; is to re inforee exi sting trends a 11(1 perpetua te 
/ ; 

the current claBs anct ethnie composition ~~ an area. ~hen an 

8 re a ha s be C;lIn to c han>~e, the a~en t can inc rea se the ra te 0 f 

ch3n~e hy showjne more mernbers of the new ~roup into if.~8 The 

a~cnt discri~jnates amon~ clients on two bases, incorne ann 

racial or ethnic membersh'p. ~ 

Clients ar j.;stine;\l]sheo rnainly hy incorne. '."he a.:.:;ent 

8 tte~ptf'~ estahlj sh early how mueh the el i en t ean afford to 

pay, ani! he proceei!s to show hi1T1 bouses within his priee ranee. 

If the cli~t cannot afford a house in the agent' s aree, he will 

be referred to a colleae;ue in a less expensive area or simply 

dropped. 'rhB following case illustra tes the -nrocess whereby . , 

'an out-nf-town client is conducVd to a particular area on the 

basie of his incarne. 
\ 

Case 4h. Incorne; and Ne ighbourhood, An out-of-town . 

client phoned Hieheate Realties and spoke ta Jiw Young, the 

sales manager. He said that he was hoping ta rent a house near 

68In sorne American 
dramatic changes in 
Luigi Laurenti, _P~r~o~ __ ~~~~=-~r-~~ __ ~~~~ ______ ~ ____ ~~ 
(Berkeley. Univers 

o 
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a school, possibly in the Ci ty ùf westmount. Y0 1mg su,(;gested 

rron I:h • 

• ;f150. Younn; inforrnen ,'1ttn th8 t chat would be i!T'possi ble in the 

,,!('stern are::! o~ the ci ty ne8r do ... mtown nrontreal,y but that he 

might try further (",1"; or the LFlkeshore. The cl ient insistcè 

!~h8t }le w8ntcd to live ne8r o cwmtO\A'lî, so YnlJno; suggesteo he 

migllt fino sorrethin,g j'o"'" t200 a month in Nôtre-Dame-de-Gra('~. 

'l'he man W8.S~ interested, sa Younn; told hilT' t:~·3.t he would aS9ign 

hjrn an At:,pnt who w01l1r calI hirn back. Che Î;olwersation 

endç'~l, "lnd Yonn~ called in Rosemary Cr8wfo!'n, 8n agen"t who \ 

specializE'o in.t'ne ~T.D.G. areR. he instructed her 8.8 fol10\'18: 

Younrr. r:'rs. Crawforil, ] 've 'Sot a client here with what; 
S(îllllds li'kA 8. D\l~h 8ccent. ::e's f,nt three children 
anrl says he w8nt~ ta rent first. ~e's pretty unreal
istic, you 1{now. l han to feel hiT11 out hy citinS an 
examp10. He wan terl to rent for t150 in ~l. D.G., i t;' s 
p08sihle ~le '11lgbt bu:)'. Listen, phone him and 8i7,e hiT'fl 
1Ip, Bee how mue;' c8.sh he' s ~ot. ~ur:J lify hi rn tJ1a t i t 
will cost ~lm morp. o.K.? 

Crawford \'lent and phoned the client, anr1 returned Lü report CI 

few minutes laterl 

Crawford. 'l'hat man only has $1,500 in éash. r'm 
wastine my time. 1 told him that hj s only cM.T'ce would 
be the Lak~Rhore. 

In thiR case channelling was based upon incowe. In the 

exarnple previously cited of the family who made a mistake and 

moved into an area that was too upper class for them when they 

bought on their own (see pa~e 85), channelling was based partly 

upon liré-style. Agents also give adviee about the ethnie 
1 

composition of different areas, and feel that this la one of" 

their most jmportant services. 

'. 
, ~1 ., ' ,'" .. " ,,';. 
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Freo 'l'ownsend. An agent provides so mueh service 
partieularly ta someone from out-of-town. The agent 
knows where i:he sehoois are snn. he knows about, t'he 
ethnie ~rnups. yontreal i8 a city in which the lines 
between ethnie ~rnups are very clear. Sorne people 
n.ortl li ke li vine in a ~he t to. Ann of course the re 
are sorne who want ta live in 8 ,o;hetto. 

"Ri 11 l'Je Ils. Yon WOlllrln' t t;:üe an out-af-town clien-t 
into Cete St. Luc if he were a Genti le hecal.lse i -t' s 
8n per ('ent ~Tewis}î, or at least; you'd tell hilTl ahout 
i t, ;::mo i:hcn he coul'] p;n t;here if he wanterj. 

Janet "Rte. <,!p help the purchasers enrl up in the !i~ht 
8rea. It wa1l1rl be :3 trageriy if an English t;anarlian 
froT'l 01lt-of-town enrlerl un il" 8 French area. It woulfi 
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r,e 8 tra,SPoy fnr the ".,i fÂ, she woulrln' t have anyhorly to 
r81'-' ta. l \rJ'iOW of' ft man frnl1l 'L'aranta V!(1a CBTJ1e here ann 
bOll[:;ht a hOllse in 8 Frenr::}l area wi thout realizing i t. 
Pis wife came, and harl nnborly to tal~ ta and the next 
thin;::: yon '(now the y' ve ~one bRf:}r to Toron to. If they 
'h'3rl h80 8n 82;ent tn zuide them that would never r,ave 
h8ppcl1ed. 

Chan~ellinc on the hasis of ethnicity i8 nat always such q 

pas~ive ~ff~ir. Concerned wjth maintaining their ~ood reputatjon 

) wif;hjn an area, 3.c;ents hesi Tate ahout ~howine; to clients a,::;ail1st 

whom the nei~h~ours are li~ely to be prejudiced. 

Sales Ao;ent. 'j'here are prohlems involved with selling'to 
coloured people. Bob had a negro for a 0uplex on 
P8.wthorne 8.nd the.re was sorne trouhle. Of course there' s 
a law an;ains t i tl~ but we' re squea.nœh if we eet a negro 
client. ~e can't very weIl tell them about the problem, 
l)ut they' re not reall'y honest about pre judice here, the 
newspapers and t.hing9..' Th'e main problem ls usu~lly wi th 
the area. l mean<'ltNi th ne ighbours. They phone up the 
vendor and threaten him with burning down his house, etc. 
l think the pre judice is minor but i t' s still there. We 
don' t deal wi th many coloured people al though we"' re 
~etting lTlore West Indians now. 

o 

'rhis racial discrimination by the agents 19 part of their general 

accommodation to their social environment. 69 Where the people in 

69Thls ls not tcr say that agents are never prejudiced 
themselves. Sorne of them are, particularly agâhst Jewish clien~& 
As one of them put i t. tll dorft deal much wi th Jews, that' s my 
c:hoice." .. " . ' 

'. 
r ~ .. 

1 " ~ 
• " > 
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the atea are nrejudiced, the agents try te avoid showing black 
~ 

or Jewish clients (rlependin~ up6n the area), an~ in this way 

they help preserve the ethnie compositior. 

On the other hand, whon a neighbourhoad doec he~in to 

chanGe, the -comp:->ny and i ts a~ents fa llow suit. The most 

dra~~tic example of this durin~ my research was the adjustment 
. 

to a move of more French-speakin~ people intn +raditional 
",.-

English arc as. The comuany began to hire Prench agents an~ ta 

q8 

advcrtize in French newspaper~, an~ ~any of the Rn~]ish-speaking 

be~innin~ ta mov0 i~~o another area, and the company h~re~ an 

ItaJian 8.o;C Y lt ta speciali'Z,e there. ':'he sales mana,o;er lilœd to 

be ahle ta ?,~corrmor]ate clients ~,ith ao;ents like tremselves. 

,Jim Younr:;. 1 have t0 be careful, you know, to match 
I;hc clien t wi th the a~ent. For example, if there 's 
a ~uropean client, l ~i~ht ~ive it to ~rs. Crawford. 
She 's Euro pean herse If anri she' s very good .,.,i th the m. 
If l eot a Jewish client, T'rt want to eive it to 
Joan Rei(1 or Peter ';reen. And one of those sophisticated 
~raders, l'd need to give them to sorne .~uy who could 
really h8n~le them, like Peter ~reen. l wouldn't want 
ta give thern to à new ap;ent, generally l give thern 'new 
huyers 100 kinG for their first hOTJ'le. You try"to match 
the leads wi th the a~ents. If l have a French client 
l'd want te give it to. a French-speaking agent, such 
as r:iss Ve rc;e. 

i'hrou,r,;h thi s" k.ind of ethnie ma tchinr;, the agent can act as a 

real cultural broker, interpretin~ the values and custorns of the 

new society ta recent arrivaIs from the 01d.70 Sorne agents 

particularly like dealing with immigrant clients, because they 
, 
/ 

?OEthnic matching is the exception rather than the rule. 
Most of the time agents are forced to take whatever clients they 
can get, and are more concerned with the financial status of the 
client than hie ethnici ty. / 

, " 
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are usua + ly seriou8 buyers who wani to own lé'lnd in the ir new 
e 
country. They so~~timp,s help stra~~p.rs settle in hy introducin~ 

them to neighhollrs: 

:'I"arie Lacroix. l 'tari a ~010ured noctor once. J han 
é'l house for hirp in rrontreal VTest;. fv"y friend and J, 
we held a party to introduce him to people ""in· t'fié 
nei'~hl)ourhood. rry friend, shp hé'ld a li ttle hlond l>oy 
calleri l'ed, he had 10ts of fun wi+:h the rloctnr's Uttle 
hoy, they lookerl so cute t()~ether, Ft real contrast. 

"T <ion' t res lly 

like Oe2.]in2 wi th coloureri clients. 

jt'~ very rliffirolt- ... 

Real o~tate agents, then, are reinforcers of nei~hhour-

ho 0 ci t re n d s • 
/ 

treir rlisrriminati0n 8~Ainst certain kinrls of clients 
~. 

f0!' ,~ert:8.in ki~n~ of arp88, t'teY,ten~ t0 perpetuate the ethnie 

8ncl cl é\SP rorrpos i t- ion of t}le areas. l\;ren 8. reé'l s he.::;in to change, 

however, they rio nnt resist r.he chan,,?;e,7 1 hllt 8CCnmTl'Onate to it 

an~ t}lerphy tenn ta Ac~elerate the new trend • .. 
Conc l'J~:;ion 

Pousine sAles cre~te a social niche for the real est~te 

a~ent as J'Tlidnlernan Detween buyers and sellers. He provides 

information and services far each, and helps 5mooth over the 

bareainine between them. But the ~gent is more than a passive 
- Of' 

go-between. ~hile furthering his own interests, he initiates 
, , 

and manages n~e;otiations between buyer and seller, and- pre-
, 

1-

cipitates sales. Agents also play a part in neighbo~rhood 

71The main reason for not resisting the change ia 
probably that they are not in a powerful enough position to 
do so. 

, ' .-{_._, .1 
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fbrmation, helping ta perpetuate stability in sorne areas and to 
J' 

in0rease the rate of chanFe in others.72 
.... 

( 

esta~e man's workin~ life. 

Eis nielle in the systêrn sets the c'Üntext for the rea] 

~e turn now ta ~escrihe his work 

world 'J'nd ta 8.sse ss j ts i rnp lica t ions for the se If () f the 'ae;enT., 

for the ~tr8teeic~ required for succeA~, and for the typical 

career pattern~ that erner~e. 

-----7~21'"":J\-c-a-t-ltionary note i8 in order here. 'Phis las~-\state
ment ahout the in~luencei of re~l estate agents upon neiehbour
flQ.ctlr1 forfl'lation i s haseri linon less cnnclusi ve eVlnence than the 
res.,t of the chapter, ann requires fllrther support for: i ts 

.~ veri fj c8tion. 

, 
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Chapter S 

THE RESIDBNTIAL RlUL !STATE AGENT III 

WORK AND THE BREAKING-IN -PROBLEM 
.--J 

Buying and .elling raal eatate, a. a type of property 

exohange, create opportunite. tor the real •• tate agent. And 
~ ~ 

thi. role give. rise to the occupation ot real .. tate broterage. 

Raving outlined the wider syste. and the ag.nt'. place within it, 

,v, bur tocua now shitta .pecifically to the occupation.?:) We 
~ 

begin by deacriblng wort actiTitie. and th. initial career 

probl •• & of becoming Bucce •• rully .atabliahed. 

The real eatate agent' •• atisfaotion. and dis.atistac-
~\ '\ 

tion., hi. career, and hi. lelt-develop .. nt derive fro. hi. 

attempt to reooncile th. demanda or~i. work with hil perlonal 

need. and a.piration.. Hi. wort .. t •• , tWQ klnd. or d • .ands, 
p ~ 

thole i~lied in the ta.t it.elf, and tho •• of th. oo .. l •• ion 

.yste. ~y which h. i_ paid. Th' wor~J1_ non-routine, prob1 •• -
" .. atlë,.and inTol ..... irregular hour.. The co.m. •• ion _yste. _nB 

inco .. irregular and unc."*ln~ but directl,. rela~d to the 
. . . 

agent's skill, ettort, &net ti ... pent worting. ' It allo .. the 

coapan,y to _te a aini_l ift ..... t_nt .hen it hln. a ne. apnt. 

and ~o .40ft a ".lnk or nI." attitud.. A new apnt .. et l.am 

th. wort tor hi ... lt wi~hout .uch cO~J he1p. !hi. tiret 

"breakinc-in- pha.. 1. orucia1. 

----1I11j ... Pô ...... r"!"q~th. ola •• io .t._.ât in thl. tl.1d .... Enre'tt 
Ch.rrington H .... lin and Deir .ork (Q1nooe. 11111\01... "'. 
Pree Pre •• , 1958). 

d 
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Ti... and Work 

1 .people trying to buy and .ell their houe •• are ueually , . , ~~ 

preparee! t6 do 8,0 at any ti .. ot the da, or .. et. Indeed, 

particularly tor the worting huaband or wite, evaninga and 

weet-end. are preterred. Since he _tea hie living by aerYioing 
~ ., 

theae peop~e, the nal .atate a.l .... n .ust wort long and 

irregula~ hour., depending upon the whi.. ot hi. olients. Th. 
- . 

agente tind it diftioult to aplcif, whioh or how aany hours 

they work in any .et. 

Dan Neetet.74 That'e a bard thing to pin down. What do 
you .. an y ·work" tor an agent? Aa I worting when l'. 
sitting home in the e ... ening and l get a phone oall from 
a client? Or if l'm sitting th.re thinting about whloh 
sort ot hou.. would appeal to a partioular client? 

The ti .. spent worting, and the leyel of wort acti ... i ty 

Yary according to tluctuation. in th. ,.artet, including a.a.onal 

fluctuations. Agenta find De ce aber to January, and July to the 

.idd11. ot Aucust relativel,. .laok period., ,i,th bu.ine •• pieting 

up in the spring and lat, au_r betore .chool. open. Thi. 

e~rienc. accorda with the data on .. aaonal _rk.t trend. 

pre.ented in Chapter·2 abon. (Se. page JJ, Chart 2:1) !cent a 

enjoya great deal of autono~ tro. th. cO.,aRY ln ,de te raining 

th.ir own worting hoUn, and the" 1 ... oh .ari.tion a_na th •• 

d'p'lldlng up~~ i_41ate tinanoial n •• da, aspiration 1, .. 1., and 

oa;re.r .tage •. ,98nerally, newar apnta .8t .ork IlON than tho •• 

74f wIll oontinue to reter to .tate_nta ot Indl.,.i4_l 
agent. and -.napN bJ p.e.doll7M in .,.t ca.... whe" 
oonti4entiall t7 1. partlo"larly reqa1re4, l will al.,17 u.. th. e· pneral e%pNa.lon -an acent· or ·0 ..... nt." "'" 

,Ol 

,d 
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, more .xperlenced. and .8~bli.hed, tho •• in a .al ••• luap work 
; , 

haret w!.lil. there i. a tendeney to re lu,~ atter a &ood .al'. 

perlod, and agent. a.piring to high.r .tatu •• a1e. or .. nage rial 

career. work harder and ionger -than othera. 
~ 

Agent. vary in worting ti_ in houra par da,., ,da78 par 

weet, and .. et. par year. 50_ reparly wort on .. et-end., 

tinding It a good ti .. becau •• husbands are available to loot 

at hou.... Other. re se rYe' the .. ek-ende to be with their 

tamilies or tor, ~helr own lei.ure act!Tities. Thi. option ie a 

luxury open only to .. ll-eeta~li.hed agent. at a l&ter_ pha.e ln , 

their care.r, or to .. rrl~d agent, who.e spou.e. are th ... in 

source ot taaily 'income. -- C.o'mpany repré •• nutine, ot CO.He, 

preter that agent. work on .. etend •• 
~ . 

Bob cge.. X·u.ually don't 'Work" on the .... k-.nd.. X 
have 0 kida and: that'. about the only chanc. 1 ban to 
••• the.. ot cou-.. 1 wort it 1 han to. X'. net atraid 
ot lt. It there'. a cli.nt who want. to be ehoWft a hou •• 
and that'. the onl,. conTenient ti .. , then 1 wort o. the 
we.k-end. BU,t 1 pret.r to go to WfI ho ••• \lP north. 1 
han an all J8ar round houe. up there. Ot oourae, l t'. ' a 
eore point around here, the tact that 1 wo~'t yort on th. 
week-end •• 

- , 

Moet agent. tat. trom two to tour ... t. ann .. l holida,-, 

but again there i. II1Ich' 'ftriation trom ,ear to ,.ar and .llOng 

agent.. During 1969, holiday ti_ for Higbpt. Realtie. agent. 

ranged trom no tl. at a1l to two _nth.. 'ratlng a pro1onced 

11oli4&1 ha. reoopû •• d co.t. which go beJ'Ond th. 10.. ot lrloo. 

dvin,; th. peri04 it.elt. ' It a1eo _aM tbat th. appt 1 •••• 
r=-..... 

oontact .lth hi. oll.nt., bath ~ndor. and patential pUN ... n, 

and th. loager he 1. awaJ' th.'" 10iiier he tatea 'to i-e ... tab11.h 
1 

hi_l1' wben h. reUm.. Of an _nt who bad apent .ix ... u in 

o Juope in the .... r ot 1969, th. Al •• anapr 00.,1&1_4. 

, 
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"You cantt afford to take that long a break in this busines •• 

Atter six .. ek. you're completely out ot touch with your vendors 

and client.. lt'. lite starting aIl over &gain!" 

Nature of the Wort 

The period ot direct middleman negotiations i8 crucial 

tor the agent, but it i8 the culmination ot much other work. 

Thi. work comprise' three main aspects. 

(1) getting listings and servioing tho •• listings by 

helping vendors sel1 hou.es, 

(2) acquiring potent!a1 purchasera and helping the~ 

to buy hou ••• , and 

() negotiating between buyers and sellers to bring 

about ."le •• 

Acent. do have .econdary source. ot ineo.1 &rranging 

rentaI., ~inc hou.e. tor rentaI byab.ente. owner •• aking 
, 

•• ti_te. ot ftlue for pro.peC)tive vendo'ra, arranging .ortpge., 

and pa •• ine on l •• d. to the in ••• t_nt and property .-nage.nt 

depart_nt •• 
1 

!b •• e .ouro.. proTide on~y a ... 11 proportion ot 
, 

their inoo_. and are often coneid.rad .ore ot â nuiaano. than 

an a •• et 'be0&1I,. the,. take up n.luble ti_ tor , 10. rate ot 

"turne So_ agentl, approzi_tely 20 to 25 pel' c.nt. are a1.0 

.all-ecale Propert1.0.n.r.. In a t.'! ca ••• , ther baoo. q.lte 

.uoc ••• t~ at thi. and reduoe th.ir eftort at or e,.n retire t~ • 
.... , . 

"aidential Al •• an.hip. In other ca.... part~~~rlJ iD an 
anfa'Youable arat, propen,. oWl'lerahlp oan be & 1~abllit7' 

e!! N Dd• l'. atrai4 I ou't attord. to tan a 
hO L;8 ._1'. l had no aalea ln' Jee aD4 3 ... 11: 

'~ 1 

1 

doe .. '" leok a1l7 bet'ter. an4 I baft ~. ftoarlt 
a,.ruent. (o.t ot 8). l"·. ~ pHt'tl h1P ..... -07 ftte. .:~. 

'. ." f ... f _ ~... _ •.• u..6 ........... ~....:.;..;..........::.~ ........ ~~.~<= 
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JIra. Crawford ie lacty, .he 'e travelling around Europe. 
All h.r apartMnta are tulle 1 

To accomplish hi. main taete, the agent .uat partioipate 

in "a nû_ber ot int8r.ediate activitie. all ai .. 4 toward J' 

-
The.e activiti •• provid. varl.ty and challenge 

on a da117 basi •• 'rhey oannot be oroerad ln a4vanc., becau •• 

the agent oan never predict when he aight receive a call fro. a 
( 

pro.pective buyer or seller, nor can he predlct whether or not 

an otter will be accepted by hie vendor or a co~ter-of~er ~7 

hl. purchae.r. The main activiti •• are recurrent, although they 

do not recur with an~ predictable regularity. We de.l now with 

the.e recurrent actiYitie •• 

Aotlvit! •• ,Relate« to Selllng. 

When ag.nts wort for nndors, they are lmown .s ~li.tlng . . 
-sente". A. li.ting ag.nta, th.y .oliait for li.ting., tat. 

th. listing., arrange tor th.ir hou... to be ... n by oth.r 

agent. and client., t.6p th.ir ven~ora into~~ about th.ir 
A 

progre •• , an4 advie. th •• about ravi.ing their •• ting price 
~ 

and :tera •• 

§olioltinc 'RE l,aSing.. Obtaininc li.tinga 1. a 

crucial activity for two reatona. 

(1) it 1. a _jor aovee,ot Inoo •• an 'agen.t reaeift. o, 
f 

a ahare ot the ooaiaaion tor .... 17 liatift« ot hia tbat la . 
• p14, \ reprd1.6.a ot who the .. ll1Dc ... nt -:r be J l' aM 

t 

" 

.. 

.: 'i .. ,;;,:'~~ f~':':,~ t.~,,':,·>:',' -"',,1; .• ;.', 
• {. f' ;",,",,~ \~ ...... ~h{~\';ru.~.~!lf~~ .. "d/~;'~-t:·il<,'7r ",3- ~:w.. 
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(2) i t 1-. the _in .. ans ot indirect aoo ••• to 

potantial buyers. 

106 ~. 

!" "In the ayat •• us.d at Highp.t. Rea1ties,16 the listing ag.nt 

ha. hi. na.. attaohed to the 'or Sale .ign in tront ot th. 

~ndor·. house, and to the company-.pon.ored ady.rti.ing of the 

property in oi ty new.papen. 'lhe li.ting agent reoe~"s oall. 

tro. both .ource., and he then tries to conTert th. per.on who 

oal1. into a reguIar potential purohas.r ot hi.. H. goe. on to 

.how the potential purcha •• r not onlJ the hou.. about which he 

has ca1led, but a1.0 .anJ other hou •••• 
" 

T.chnique. for obtalning li.ting. range tro. pa.si~ly 

wal ting tor lea4. tro. the ales manager, whloh aocount. tor , 
( 

only a · ... 11 proportion, to the -oold oan~.,- actlTelJ ringinc 
, 

doorbell. ot ho .. ownera and asking the. it theJ woald 1ike to 

.ell their hou.... !'he oold canna "qui"s .kill ln blgh

pre.sure .elling tactio. whioh are".purned or at le.st ayoi4e4 

by .-DY agents. An e~rienced brot~r, while oo.,lalning tbat 

the ne .. r agent. "1"8 too -.ott- to .... thi. technlque, expIable4 

it. operation a. tollow •• 

Bef'E. !'h.re' s only one ., to pt a llst1nci and r. to 10 atter 1 t. God, J'O-'ft got to look tor 
itl 1 ooald Co out thl •• tterno.n ~ Aft4eraoa Street, 
that's • street wlth a lot ot h~J*., and .~ r1Dc1nc 
4eorbell.. n.n th. wo.an _. to ~'t1li . ".or l 't .. ,.. 
·Qo04 attemoOIl, .,. __ 1. Jolui .... 1 tre- H1f'1"-
.. altl •• •• ahe '4 pro .... b1' _rI ·'.11,.1 4. t want tG 
.. 11 _ ho ... •• l'. _'" ·Oh. "0, 1 Jut _ •• " l'. 
lite t •• et JO.. l'. pla-Jac to be ln tlle -.a1M •• 
tor .0. tl •• ut 1 lite 'tG. pt to Dow 'Ule pI.pl. in 
., are_·. Sb, ~4 .. nrprl.t '07 thi. aoI"t of appzteae»:a, . aD. the aen tl1Dc J'Ou blow •• he· ••• t _ la "2' ~'." ot 
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tea. We'd get to talking about th. children and th.Ir 
age. and thIng., and .... ntuall,. ah. 'd •• ,.. -Yoll mow, 
1 think 1Ir.. Prl tcbard up th. .treet 1. thinltil'lg ot 
.elling h.r hou .. , whyden't ,.0. go an~ vi.lt hert
W.ll, ot courae, It wou14n't be thi •• i~l., JOu aight 
need to ring 16 or 17 doorbell.. Mo.t agent. g.t 
di.co~d att.~ 8 or 9. · 

Mo.t canva •• ing inTolv.. le.. trying _th~d.. ~h. 

tel.phone canvas i. coa.on, particularl,. where th. ~nt ha. a 
, ' 

purcha.er looking tor • houa. in a certain area. He u... thi. 

tact a8 a convenlent and convincing opening to hi. can ... a. 

Canya •• ing by letter tate. variou8 torm.. One agent •• nd. out 

circular latter. on a regular ba.i. through a lithographlc 

company. At Higbgate Realtla., agent. send out lett.ra to 

own.rs in a n.ichbourhood whera theJ haT. recentl,. mad. sal ••• 

The ai. is to capitalis. upon th. reo.nt sal. a. an 18portant 

neighbourhood event, whlle the So14 .ign w~th the agent's na .. 

on It is th. 'M.t reco_nd.tion that th. oth,r ownera oan ha ..... 

ot the agent'. abilit,. to •• 11 in the area. 

Another tàctic 1. to ch.ck th. Montreal R.a1 !.tate 

Board'. notice. ot expire4 MLS li.ting. ot other ti~a. and to 

,contact th. own.r. a. 800ft a. th. listing perl04 wi~h the oth.r 

oO~J ha8 .xpire4. A t.w-li.tlb&. co .. tro. tel1o. acent8 who 
, 

do not work wh.r. a hou •• i. 10oat.d. ,Ll.tlng. and 1 .... tG 

cli.nt. are .xobaftpd a_ne aient. who work 111 ditt.nllt area. 

and ott.n tor dUt.r.nt oollJMLfti... At •• ... nt. pt l~"'. rro. 
jan1 tora of a,.rt_llt b1l1141.. tor .. _ ... 11 ,.,..at tor •• ob -

.. . 

1 

j 

. ~ 

- j 

1 ...... U .... tabll ...... nt. oODt \lp01l .. e .... "l,,!n_ 'Ulat ;.' 
, ... --, 

4 

th.,. ha .... b1l1,~t .p o .... r the -,.an, ~ ._lr, _~or 80~ .f 

11.''1 .... , .p .1;0 58 .,.~ .a~ tor _, .~.... !Ile ..... ., ,....i •• '·:.' ' 
.. ) . "," ;'., ( .. . ,","-

, ~ J. ~, 

. ~- le8.4. W pNltlb1e U'''1DII-~ M;le. et m"'~ " ,:~,' . 
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o e adveni ••• nt. tro. ne.spapeN, and l •• ds to owner. who ha.,.e 

asted th. eOmp&n7 tor tre. .sti .. t.. ot th. Ta1uee ot heir 

1 • 
_;'1, 

hous ••• 

Taking lieting •• 

) 
" -ri 

Once • Tendor h.. agreect to liet a 

house with hi., the agent muet caretul1y ti11 out a listing tora 

which describee the details ot th. property. the nu.ber of 
~ 

roOJD8 and •• sure.nte ot •• ch, th. ai •• and location ot the 

lot, th. taxes pn the proper'tJ', IIOrtsage particalare, and the 

.sking prie... BU78re and s.11ers can ue. an .rror in the 
u 

• j 

description ot the ho ... in the otter to purcha .. , which is 

.s .. 117 copie ct tro.~the 11.~lng for.,aa an excuse to canc.l a 

8&1.. Or the bllJer llight charge the- C01lp&nJ', which in turn 

charges the agent, tor so.. detect in the house which .. e not 
o 

b~ugh~to, his attention in ite d.scription. It is e.sy to 

_te an errer in taking th. listing, particularly if the apnt 
~ ~ 

is in a hurry. In practlce, he often take. Infor.atlon tro. an 

old property record or listing tora rather than ••• 'Gre e.,.ery 

roo. hi.a.lt. 

Semoine, • li.tiN. Onoe a04luNd, the acent tri •• to 

retain a li.tiac bt~n4 the t.ra ot the initial contraot it it 

4oe. not .. 11 clarine tut peri04. Agelltl aclopt clitt.rent 

.tratesi.. to_rct- •• oh li.ting.. . !he .. 1 •• -nepr NOO __ • 

tut aaoh ne "oo.tut alllli ..... n4ora a-t le •• t ora ..... et te 
, 

en.1Ift th •• tllat "'1' a~ not 'be1nc -Cl ••••• aDd. 'tU't tlte 

, I11tiDcr li 'beine worte. -.pon. .... "'11_ ~oUow thl .... 1 •• 'aM , 

'" "Z7 BoUoito" .f ___ Ir ,~~". OtIWJ1J tee1 tM:t lt 1 •• , t 
~te ot elt.it _ .. :.e. too ~'''1_ ... __ ,_ *lr .,...,~: ' ::',. 

, , "', f :":~,, " , , ' ,~~;.' . ,'; '--'<~!~l~:" ;': \, 
- .. ...1,-.., ~ ~ < r. • "':.'4 ~ 1 ~ 

~'~~' .. ''',.t ..... ""t\ ... ~...; '.. ~,'... l;t:I ,"- l' 1 ~ , ':'~, ,: i', ' 

" >1: ';' J ~À: \ ';':: .. # ,.f~ ~,1 ..... ' .. J~t.Ùf~"'~JI\i~..:,·~:A~ .. ,~t>';"'~)}k";:(~)_\.fr:tz;··t:.t~~~:t,,~hMj;j{I:"jf.~~~E'~~ < .. :~ _, t_~ '":J' • ':' ~~ .. ~,,-ryJ.~~" ·~'o.~4~~""'~~ it~1j>' &+:.;,;/~"t.t-iJ. ~'\l>~V:~ ~l#~d. ~i.-;~ 
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hapP7, and that It la better to t~ror a ne. fre.h llsting than 

to bang on to an 01el tfne tut i. Dot M1l1nc. 

nter Green. 1 u •• 117 haye about 20 to 2 S 11.ttnc., but 
t ere' 1 no. lial t. ' 1 tan wut 1 can pt. 50.. of the. 
f~l1 b,. the __ 7-8ide. 80_ .. nt. rea1l7 trJ to hold on 
to thelr li.tingl but 1 don't. 1 prefer to haye good, 
laleabl. ,11.tinsl. So. of the aplit. here are 1IOre 
conclra.d with hanglng on to 11.tlng., and th'7 
e.,..ntua1l,- .. 11. But that ha. It. n.ptl.,. .14.. Ov 
014 pre.ident ft. onoe "17 proud about a .. le wbioh we 
-.d. ot a hou.. that ft ha4 Da4 llstecl for ..... n Jears. 
!hat'. tlnl, but look at 1 t thi •• ,- !he co~. . 
probab17 _de about $1,000 co_ •• lon. But onr ~Iii .. 
years, the,. !lad lp8nt about $1,000 ad.,..rtlalngl Tou •• , 
what 1 .an? 

In • bUJ8r' ... rk.t ~h.re listings are pl.ntlfUl,! agente can 

afford to be 1... conoerned about hanglng on to thelr listlngl. 

Oeoaliona117, a TI~ .ucc •• lf~l agent ~111 retu •• a 

11.~lng if he t.e1_ that he 1 ... ttin« too ~ to .'rYle. 

properl,. Or an agent ., refus. a listing if h. eonlid.ra th. 

alking prloe to<be tar too high, although ln .o_t o •••• h. will 

aoo'pt i t Ànd hope that the nn40r will be foreed to lo ... r hls 

priee later. 

O.ten_Ib1" the agent .erYel hls yendor .. ln1, b, .lowlna 

hil hou.. to peop1. int.re.ta4 in b1lJ'ing 1 t. In praetic., 

althouch th. ~i.ting agent ., be pre •• nt, Iho.irac ie " •• lly 
"" don. b, tll. s.lU ... nt. Genera11l, ... nt. t17 to t1ncl 

hOll ... for theil' potentlal p1I1'Cha •• n, rather than fl,4 b.,.n 

tor their 11.tlns.. fte prooe •• ot ahowiDc will, .-retora, be 

41.eu ... 4 lUI ~ ao'tlYl 'Q "late~ to "rYlol~ bllJe .... 11 
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Indirectl)', the lilting agent do •• help the Tendor find bUJera -, 
through .dftrti.lng his li • .s.ng, putting up a POl' Sale sign, 

and b)' arranglng tOI' other agents to know about the hou •• 

through recordiQg the listing with the oompany o~, for an MLS 

listing, .ith the raa! e~tate board. 'l'he agent al.o arranges 
, 

"caravans" and broters' inspection •• 

110 

A O&raYan is an·in.pection tor the agents of Highgate 

Realties it.alf ot e.ch other'. ne. listing.. They ulually 

oocur d~ing a apeci~ied period after the weekly salel .. eting. 

As Mny as lS agent. go in three or four car. to inspect all the 

ne. listings for the .. et. POl' very expensi," listings, the 

inspection II1ght beu liai teet to fi," or six of the top agentl so 

as not to iapo.e too auoh upon ~he prlvacy of the hlgher-statu • 

... endor. 

\ Whan an agent ha. an Ils listing but nei ther he nor &Dy 

ot the other -sents in hi. CO~7 has an intereetect bayer, he 

tri •• to,etl .. late interest a.an« out.ide agents by holdlnc .bat 

i. Jmown a. a brot.ra t in.peotion. Thi. i. a tind of open hou.e 

for out.iete agents who -7 ha.,.. ~ client interesteet in tbat 

type of hou ... ~he lilting ~n~ll\pre.ent ~or a apeoi~led 

period, 1I.Ull7 'Wo houre, to ahow the out.id. acent. around 

the hou ••• 1." ~ ( 

""111oM pd "Dt.He lbe li'SiM. Alter a houe ha. 

'been on -le tOI' ,~_ ti_ ancl n~, ,.bu,.r •• .eD toa4. tlle 

li.tlnc .. nt aeua117 ...... t. tbat~ the .,.D4or lo.r U. a.kJ.JIc, 

(UnlDc) pri .. ad -:::.zN ta~w..· .n. ... ru~.., 
be • tl_ et Darp 41 Ilt -....... tille.. .. 11Ipo~t 



111 

e encoUDter ooours when the' perlod ot a 11.ting oontract expire •• 78 

'rh. agent then trie. to pere1l&de the ven4br to rlne. the contraot 

tor a turther 60 or 90 da,.. otten, the yeDdor wlll 4eo14e to 

giTe the listing to another agent at this 1:i .. , or h. "1 leave 

, .. 
?L:~~ .... " -' .-" t , J 

.it a8 • non-oontractual open listing and try to .e1l it hi •• elt. 

The agent'. job •• listing ~nt t.~inate. elther by the ho.se 

being 80ld or by the vendor retusing to rene" the li.ting. 

Activities Related ta Butlpg 

bch ot th. agent's eNorta are 4.'Yote4 to tl7ing to 

tind potenti.1 puroha.er., .1 .. 111 ret.rred to aa ·olients,· 

and to .howing hO~I.s to the.e olient •• 79 In thi. oapacity, 
... 

he i8 known a. the -.elling agent ". Thi. tera 1. aOalwbat 

contuaing, b.t .. te •• en.e trom the agent'. point ot yie. 
1 

becauae th. agent repre.enting the bu,er uaually !nitiate. 

the n.gotiation •• hich 1 •• 4 to • .ale. To repeat, the agent 

.ho reprea.nts th. vendor 1. the listing agent, the agent who 

repre.ent. th. bu,e-r is the .ellina &pnt. Apnt. perfora 

both th... rol ••• 

SoUci tipc (or po\lÙ1aJ. ,,"ba.en. '!he _et oo..,n 

.an. et aoq1l1r1nc potan'1al p1ll'Oba .. n ha.... all'ea., been 
" 

.. ntioned. The .. "are t.rea 81cft8 and .-.... rti81Qg O~·. liltl~, 
1 

'. 

18f1l. tin48 ot oppoll"l .. tJaat 'nl17 tlae ... nt-.... n4or 
relat10n.h1p will be. 41.0 ..... la Chapter 1. 

79Lepll:,. tM .... ra -.Uea'- "tere 'te the ..... or who. 
,.inM h. para t. • • ..s. •• loa. 1. tM oUeat ot the "'br. la 
pnct1., the ..... u ... the ten la a .... al _, t. "tep ,. 
both ,"Îl.o~.ut ....... N, _t, _~ ottea, .,.oltl_ll, la 
ret,rellC8 1. _lr pote."tal ,.. .... n. A 011 •• " la w. .. 
• en .. il 81.,17 ODI ... ha.·..-.. to lHt at h ..... ,,1t1l .. 
~.t .1 t, tIle 1D~.1;lon ot ~~ " > 

" . 
~ " • 1 

.. () 
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4It and through contacts and reterrals trom people with who. one haa 

• 

done bu.in.ss in the past. Another method,which Many clai. t~ 

be very .uce.astul, is to hold an ·open hOus,w tor on.'. listing, 

or, with hi. peraia.lon, in a hou.e listed by a colleague. Open 

houae. are Intended oat.naibly to give th. vendor a good 

opportunity to tlnd clients. Th. agent doe •• how the potential 

purcha •• r arouttd th. hou •• to which he has come, but he alao 
l 

otter. his .ervices to show other hous.. tor sale in th. area. 

Agent., ot cour.e, are open to acquirin« cli.nt. at any 

ti_. IAgendary and u.ually hUllOrou8 storie. grow up about the 

prow.s. of certain of the. at .oliciting busine •• - in unlike1y 
" place.. Th •• e .tori.s repres.nt part ot an inciplent folklore 

of ~al eatate selllng,80~and' otten serve to relleve "tensions 
~ 

ln a very compatitlye and often e.otionally trying occupation. 

, l . ns once present when one agent cri ticised·, a OalleagU~'. 
aggra •• iyenes. in fin~ing clients. An o1der agent who .. s 

present'cut .hort the critiois. by co ... ntingl 

GeOff. Lidstone. l re._ber 01d Cy l'raser who used to 
be ~te that. H. would look tor client. everywhere, in 
th~ but, ptting a hair cut. On. ti .. h. went for a 
three .. et_ cruis.. He took a load of gln wi th hi. and 
tri.d to pict up .0 .. client. on the ship. 1 don't know Q 

if h. wa. aucc ••• tul tha t tl .. 1 ' 

80Inclpient becau.e nelther tor.a11sed nor coa.on to 
the culture. •• are ••• d to 100tine at non-industrial aocleties 
to learn about the oricln. ot 0111' own in.tl tution.. In thi. ca .. 
anthropo1011.ta .t,ht tln4 th. .tu4~ of •• oh incipient trend. 
a.ans organlsatlona1 groupa u •• tul in better und.retandins aoola1 
foras 'which are 1101'8 comp1ez and lION hlgb1y eyo1nd in 
·prl.ttlye· .001.tl ••• 
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Showlns'houaee. .uch of an agent'e ti ... indeed mo.t ot 

it during a very buey period. ie apent with his clients ahowing 

the. ditferent houae. he ,hopee they will buy. Showing a ho~.e 
< , 

requires tiret that the agent mate an appoint .. nt with the Yendp~ 

Por one ot hie own 1iatings, or for the li.ting of another agent 

in the company, he can do th1a directly by call1ng the vendor 

himself. Por an outside agent'. MLS listing, he .uat arrange 

the appointment through the other agent. For an out.ide agent's 

Bxcl~sive lieting, he .uat tiret persuade hi. to grant what ie 

known a8 a Split. This simply meana that the outeide agent 
~ 

give. permiseion to hi., and to the other agents ln hie company, 

to try and Bel~ the 'out.ide agent'. Exclueive. A eplit listing 

ie an informaI co-operative listing between companies. Unlike 

the MLS .ystem. the out.ide agent can refuse peraiesion. He 

i8 likely t~'do thie if he ha. a client ot his own intere.ted 

ln the houee. 

When the agent, take. his client into a houee, he preter. 

to ahow it hi .. elf without interf.rence rro. the yendor. Agents 
) 

teel that .ost vendon are not coapetent to ahow th.ir own 

houa •• to btet advantage, and they al.o fear that the client "7 
, ~ 

_ke 80. co ... n~ or crl'ticis. tut th- vendor will res.nt. A. . , 
ft haye .een, agente eaploT certain tactiC8 to t17 and ahow a 

proper:ty to beet a4n.ntap. Jlll.ny atre.sed the iaportanoe ot 

oOlloealine ~heir OWll penona1 oplniona whlo~ _)' 41tter t'ro. 

their olients. One ... nt, atter a cllent ba4 4e014.4 to bu, a 
) -

;. .. , ~l 
" 

'<, 1 ct*' r ' 
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e ·You mo .. , " 1 think you"re right th.re, it's tao •• 11." 
.j 

Ev.ntually h. bought anoth.r larger hou.e tro. a ditterent agent. 

N.gotiatins B.t .. en BuY!r. and Sell.r. 

The ~o.t orucial activiti •• tor th. agent are 't~, . 
, '"'" \ obtaining and pre •• nting ot otter. and count.r-otter.. Once'hi. 

olient ha. d.cided that h. lit •• a particular hou.e, the agent 
o 

trie. ~9 per.uade him to _ke a high otter. A 10. otter pre •• nts 
" , 

probl.... ~. vendor, it it is hi. 1i.ting, or the listing agent 

it it i •• o .. body elae'. listing, may re •• nt a 10. otrer and bla .. 

th. agent. On th. other hand, the ag.nt ri.ka a1ienating hi. 

client 4~.he do •• not pre.ent th. ort'r, and al.o r~ 10.ing, 

a pote~t1:al s.le. Even a la .. otter i. usetul tor opening . 

negotiation •• 

The otter initiat •• th. torwal .ide ot the bargaining 

tran.action betwe.n bayer and .eller, .. ith th. ~.l •• tate agent 

or agent. acting a. go-between. In _.t c •••• , the •• ndor rej.cta. 

the orrer but pre •• ~t. a co~t.r-o~t.r at .aprlc. and t.rme 0 

balo .. hi. 1n1 tlal .sking 1e .. 1, but, abo .. th.t ottered by th. 

potential puroha •• r. 'l'h'~.1 be a. an)' ~. tl" or .1x otter. 

~4 comter-otters be~ore à .al. i •• otuallJ .. d.. Slnoe he 

stand. to gain or J.o.. hun4red. or enn thouaand. 0'1 dollar. in 
, ~ 1 

the tranlaction, thl. i. a crucial perlod tor the asent ln whloh 
F 

h. ~nel. to work int.n.i ft 17 anel for long houri. tryinc t. 

reconoile the two parti... AlI other ac~l.lti .......... condar,r 
~ 

iaportano. at t~i. ti_ • .'81 

Slth. ~1Dc prooe •• , and iM apnt'. roll bl it ha .. 
'been ~l1.o .. _d iD Cbap'UI'''. Se. 'th •• ..,1 •• , pp • .,. ut&! 15. 

~ 

•• 
• ~_ "! t, j.~ '". , 
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other aotivi tiea, indirect1y re·lated to buying and 

.e11ing, iho1ude ~ettorta" to maintain contaota .i th ,c1ienta on a 

long-t.rm baaie" and ottice wort requlred by the coapany. 

Agente try to keep in touch wlth c11ente who. they baye 
\ 

t<, 

~ de.1 t .i th in the paet. Thi. efto~t at aintaining contact 
~, '1- _ 

begina when the agent attenda thé'- 'aigning ot the d.ed of sale 
~ ~ 

ln the notartB otflc.. A1though thia ie uaua11y a torwallty, 

the agent onte to be aure that nothing go •• wrong at the la.t 

alnute, and that the notary ~oe& not .. te a aistate. But the 

... _ln purpole ia to ahow the agent' e in-,.re.t and ooncern tor, hie 

c11ent'I weltara. H. i" ... t. hie ti_ ln thie _, to aaaure 
~ ~ 

that hi. client will think -11 ot hi., and will theretore be 

aore litely to rater other. to hl. and to c llat hi. hou.e with 

hi. when he decide. to re-ee11~ ~nte a1.0 .alnt&in contact 
1 ~ 

by perlodically phonlng o~ Yiaiting tbelr clients, and by ~uch 

geature. a. ..ndlng the. Christ._ card.. 'fhei~ a'li. i. to 

eatab1iah long-tera ~lationahips ao that tHey .il1 be reterred 
\ ~ 

ne. buaine.a in th. tdture. 

Otfice wort inc1u4ea keePins ~raonal recorda of 

!xc1.s!' ... and JILS liatings and NY1.ions, proYldinc i~rat1on 

about on.'s Qwn new listing. and reyiaion. tG depart .. nt&l tile_. 

and _en~ÛlI in partioalal'll ot new ILS 11.tioc- to 'th. na1 
6 

eatate board. Depart_nal reoord. are a _ohaD1 ... tor .haring 
, 

1ntoraation. Re. l1.~1nga, rey1ai~n. ot l1a~1n1 prioa. and 

teru, and .. 1 •• are t1ra~ Noord.d ,iD • da117. intoratloll .et 
-, , 

. O&1led Mott. ,or sal ... n. A 00:P" ot euh ahe." 1. elre.la.. tG 



• 

• 

116 

every agent. Through this redistributive exchange, agents a~e 

informed about aIl the listings and sales of their colleagues. 

The other main aetivity, one whieh is only indirectly 

related to buying and selling, is sales meetings. 82 At Highgate 

Realties these meetings are held weekly for an hour and a half. 

This occasion, unlike agents' other activities, is ~~ld at a 

regular time each weeK; and i8 not directly related to making 

sales. The agent hopes to learn about ne~ listings, about houses 

which vendors are very anxious to sell and might therefore go at \ 

bargain priees, and to pick up tips about selling techniques. ~ But 

because they are not ~irectly related to making sales, the weekly 

mee~ings are of seeondary importance to most of the agents. If 

he ia in the process of negotiating an offer, or even if he has a 

chance to show houses to a good client, an agent willWss a mee~ 

Work Satisfaction 

Agents enjoy their work. Abov~ all, they like their 
\ 

freedom and autonomy. They find the work to be interesting and 

challenging, to provide good opportunities for those willing to 

work hard, and they like the opportunity to meet people. 

Fred Townsend., There' s lot,- of variety, lots of 
opportunity, no limitations, you can work as hard as 
you like. There's reJ:ative freedom, 1 say relative '. 
beeause you'ra pushed around by your clients but by 
nobody else. There's no limit to the opportunities. 
Everyone you meet ls a potentlal customer. And l , 
like the physical aspect of the product. There's more 
variety than in MOst products. There's not the sam8 
standard thing all ~he time. And you dontt have to 
ask tor a raise, eilher you produee or you dontt~ It 
suita my personali ty. Il 

'. 82Intoruation sharing and hoarding will he discu ••• d in 
Chaptèr 8, the organizational functions ot the sales meeting in 
Chapter 10. 
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... 
During an age t~t 1 ••• ch conc.rn.d wlth the prob1e •• 

o~ wort ln an indu8tri~1,.ociety. boring routine, a1ienation 
-

through lack ot control o ..... r the iaportant d.ci.ion. that 

a~fect one'. lite. and often a dubioue conneotion betwe.n an 

individual'. wort effort. and hi. reward ••• he perc.i ••• it, 

rea1 eetate broterage provide. a .triting contrast. S, The .. in 

souroe. of .ati.faction are su..aris.d in Tabl. )A. Elghteen 

agents were a.t.d wheth.r or not th.y enjo,.d their wort, and 
'" what they considered ita _in adYlUltages and disadvantagee. 

Table )A 

Main Source. o~ Wort Satisfaction 
and Disaati.faction 

Source 0' Satisfaction 

Preedom and Independ.nce 
IncoM and Opportuni ti •• 
Dealine .lth people 
Cba11englng and Int.re.t1ne 

Source ot Di.sati.taction 

Irregular and Uncertain Hour. 
Inco.. In .. ouri ty and Irnagulari ty 
other A~ct. ot th. Wortb 

NJlllber ot !untea 

11 (61.1~) 
12 (66.1~) 
8 (44.4~) 
7 ()S.9~) 

-Thi. i. a record by reapon •••• not re.poDdent., and the pere.nuce. 40 not total 100. 

boiaappoint .. nt., J.alou.l •• , tnsratiating. 

. ' , 

Th. ...nt. yo11lb:t •• red 1... inftor.ation about 'he 

41aadftntap. ot tM oco1l])lltlon (S.e Table ,,), and IM)" prob~ 
.... requre4 tball ~or the a4ft1ltqe.. !hree _i4 "'Mt the ... .ere 

.. -. .. .' 

, 
,o.!" 

' .. ' ,,' 
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no 41sa4n.ntages. ' n. _in souro. ot dia .. ti.taction, and this 

i. probably .ore preTal.nt that Tabl. JA indicat •• , ia the 
'< Il 

ditticul ty ot planning th.ir tald17 and sooial lit.. Agents 

n .... r mow wh.n th.,. ., be oa1le4 by a oli.nt, ud are 

reluctant to torego anJ opportuni t7 ot aking a _le or to ri.k 

loeing the client to a competitor. 
() 

Len Brook.. It'. nem-raotinc, and it" bard on 70ur 
wlte and taa11J. You real11 need to have an mder
standing wire. 117 witt oould be inTi ting her M.t 
tri.nda over !hurada)" night with ~h. candl. stioks out 
and ,nrrthing, and ju.t as 10u're about to start J'our 
oooktail., th' phone ring.. Well, it'. a hot oli.nt, 
70U oan't pas. hi. up. and '0 it spoila th .... ning. 
You aight plan a holi4ay, and th.n so. big d.al i. in 
the otting. You oantt 1.aTe or Jou'll ha ... to gi ... up 
halt th. co.a!.sion. !bat sort ot thing, 70u mow. l 
reall, don't s ••• ,. kide .noQgh. 

For 1 ••••• oo •• etul ..-nt., the laot ot job security is a .. jor 

diaadTUltag •• 84 'the wid. tluctuations in inoo. -..0 1 t' 

4itticult tor th ...... nts to plan the1r coneu.ptlon and 

So.. ..ntion.d partioular &ap.ot. ot th. 
-, 

work which the,. 4i.11tI4. One.an coçlain.d. -Ptlrhap' one 

ot the 1 ••• int8resting a.peot. ot th1. job ia that 70u're 

uauallJ 1ngratiatinc lOU"1.lvea to houl.ina. - OtMN .. ntioned 

th. atrong oo~tition and jealouai •• a.ong riyal ..-nte, and thl 

di.appoint~ftt. tbat the work ott.n entail •• 

tr' Rtl.. Ba.i .. ll,., thi. 1. a ollt-thl'oat b1ll1n •••• 
ntl are .çpo .. 4 to oo-o,.ra:te b.t JO. tad tbat 

'0_ of th •• ut 'luite trlekl. 1 40nt t DOW, th.re'. 
a lot ot he an-break 1~ this bU81.a.. ' 

afi 1. Mt .vprl.iDà tut tew ... "te _"t10_4 ,thia a. 
a •• uoe ot üa.tl.taotl0Jl. to dld:" tlaat ... v1 t7' i. a ',"111 •• 
i. to aclJd.t "bat ... 1. an __ ... at1ll. .... ot, a .".1' of lltat .. 
pa.1n - that the .... " .. .,.4 p"ter tG 'T014. Il 

v 

. . 
1 $ ~ ... (~t:'{; :~'~t .. : ~ ~ ~', , 
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So01a1 and Ocoupatlonal Background 

People go into selling real e.tat. for a Tariet,. of \ 
'n. 

reasons, but llOat of the. have certain thinga in cOllIIOn. Two 
, ' 

t,-pea ot background predominate. The tiret pattem ia older 
, , 

"li 

and ia the aOlt oo .. on at the Head Ottiee ot Hl~e Realti.s. 

'l'JPical17. people ot thi. type, both male and te.le. go into 

rell eltat. Belling becau.e. 

(1) They are aDlbi tioue, t~.y want to ... te a lot of 

aone,. and be a ... ucc ...... 

(2) The7 lack the re.ource. to obtain their goal by , 

oth.r .ana. they han nei ther the tormal .ducation to go into 

a protel.ion or poei tion a. a corporate ~r, nor the 

tinancial capital to aet thelDSelves up 1:P bu.inels. 

(,) The,. are willing to work bard for long, irregular 

hours. 

In other words, they are willing to inftst the _in reaource. 

that they do haye, ti_ and effort. to _te lIOn.y. .orti", on 
v 

a coDlll1 •• ion ayat.a, the aaount th.y can _te i. open-ended. 

the -.ky·. the liait ... 

All _le qent. ot H1cbgate fit into thl. oategol7, and 
< 

lIOat haye had pre'Yiou. experl,nce aa ~ ... le._n (See fable ,D). 

Por the., IIOY!nc into nal e.tate 1. a .tep apwal'd in a 10.1' 

•• 111ng oane,r. 

RttE ,ne,. 1 b&d • trl_net who ha4 beell a ... 1 .... 
~"-WOrh. bat wa.'" "17 .uo ••• t.l at lt. ae 

lM.t iato "al •• tate u4 ... a ....... , ot l 't. .. 1 
8&1. ta _1f''' if he OUt ............ , 1'\ l' • 
• ue 1 oan ••• na _tter. '80 1 .... lnto ~. 
,"-,lM ••• .latI II ..... "17 ...... 1'.1 at "l'. 
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Other •• on into •• lling tro. other real e.tate oare.ra in 

property ownerehlp or construotion, and a t.w 110 .... fro. 10wer 
, 

management otflc~ jobs to .scape their routine and lialted / 

opportunltiee. HaIt the te .. le ~nt. at Hlghcat. Realtie. 

fit into thie last ~tt.rn (See Table ,B). 

Tabl. )B 

previous Occupation. ot 25 HiChgat. 
R.al ti.s Sale.men 

" 

PreTioue Ooeu;atlon 

Sal .... n 
Other Real Batat. 
Oftiee Workera 
Houe.wife' 

? 

.. ,~ 

1 
4 
) 

. Re oentl)', th. nu.ber ot wO,_n eelling real e.tat. has 

been inoreaaing acroa. North A_riea. Many of th ... fit th. 

pattem outlined above. but a growing prop~rtion ~re _rried 

wo .. n whoa. huabanda ha.. auce.satul joba, who.. ehildren ha .. 

crown up to the extent tbat th.7 no loncer n.ed conatant 
4 

120. 

attention, an~ who aub •• qu.nt1y haye a lot ot ti.'on th.ir hand& 

fAt' ft"". I .. a ai tting ho. w1 th th. t.1I117 one 4&7 
ft pr lln4 1 sugpatea .. co up in th. e01ll'ltr,-. It 1 

turn.d out tbat one ot th •• bad • date, one ot the. ha4 
to '0 so._.re .1 .. _ AftCl th. oth.r one ha4 a ~ or 
ao .. th1ng. l .u4d.1'1l7 rea1i •• 4 tbat th.,- d14D t •• d 
.. al1 th. ti_ aIlJIIOl'e.! li t.~ 4ap la .. r 1 •• oat 
tG haft 117 .hair ••• ~_t .own"Jthe' atnet tro. Ile" -
lN ba4 boapt .ar !\o~ ~aP HiPPu Realtl •• -
q4 •• 1 •• w&1k1nc ~t z ."d~ .nad "n here_ ... 
lNnt ln to ... 'tIle ~ ...... r acl' t014 hl. tbat 1 
wanw4 • job .. 111. N&l. anate •. . , 

t ' • 

8.lb .o_~ &ft atvaote~to 1'e&1 e •• _ .. 11ûtc lteoa_ It la 

.aal to er~r. ",.u.. _ & 1I1a1 ... • t ~.n&1 tal1llDC, ~ Cl". 
• _. the he ... .a17 m •• o. te ....... UU .. ta ___ .... at, 

, . 
, ,~ :; , 

.. , "0'.," 

" 
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e , ho... Dru1 three ot th. agents who worted • t Hlgbpt. h.ad 

ottl'" during ~ res.arch tit 'Ill. patt.m, but It 1. lIOn 001lIII01\ 

ln th ••• burban ottlc •• ot the co~J' and 1n'.aftJ' other 

ooçan1... Al though th... wo_n do not ua.ll, .ort a. bard .s 

th. oth.rs, they _y ha.,. another reaoure •• h1gh .00ia1 

oonn.ot10ne (usually through th.lr hu.banda) that large17 

• 

oo~n .. tel tor thls. They oan u.e the.. .ooial connectlons to 

plck up good listlngs and olient •• 

The •••• ot entr,r into real .state •• lling, whlch 
, -

41.tinguish •• It tro • .any oth.r ocoupatlons, 18 a tunotlon ot .., 

the oollllBisaion .Jet... R.al e.tate ooapanl •• in.,..t 11 ttl. 

ItOne, ln hirlng n •• agent.. ThOl do not pal the. a 8&1&17, 

M'ld th. arglnal co st ot proT141ng d.st .pao. and •• cretarial 
. 

.. nio. tor • ne. agent 1. 10w. Soreaning ot recrtd tl through 
r 

int.ryi.wing 1. nr;r 1apres.lonlatlc. It th.re 1. an openlnc~ 
l' 

and th ••• 1 •• arlager t •• l. that th. oandida-t. aight _b • 
'f , ~ 

_ood qent, bec .... ot hl. sal •• abill tJ or .è)eia'l connectiona, 

h. will be hlred. It 1. "'%'7 41ftioul t to judge a candidat.!a' 

potentlal in .dYaDe •• 

'fhe OOllp&D1 adopts a -sint or .. 1.- attlt1l4.. If th. ' 
, 

n •• acent 'Moo.. ..00 •••• 17 •• tabll.h.d, the oOIlJMUlJ protl t •• 

If be talll, th. OOJlPUl7 hal not 10.t .. eh, ad 1t OM ••• 1~ 
4 

hire a ._ reonit. Be .... the 'Oo,-.1t_nt 1. ll18ht, e"ll 

_auoc •• aM ... ntl are __ 11,- abl. tG t1A4 uot!ler tlna who 

wIll take the. on 11' the, are 11nd. ft1.'.lat 01' .,.s.. 
anance_nt ab. 1t )lU'tlolllar17 411't'101l1t tor ... "~1t. te 

'"At lat. t... 1nta~ ••• 
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!he Proble. of '"aklM In 
Th. .ost orucial period ln th. career ot the real eetate 

D 

agent is the be«lnnlnc~ A nuaber ot ob.tacle. _te 1 t verJ 

dlttioult torohi. to get •• tabli.hed. The.e are l' 

(1) IAct ot help troll toral trainln,;. 

(2) tact ot h.lp troa other .. entl. 

(,) IAck ot good le.4. tro. the coapany. 

(4) IAck ot • territor.y. 

(S) Lack ot oonnections and'contaota. 
, }. 

The Corporation ~t Real E.tat. Brot.ra ot th. ProTinc. ot 
; 

Qllebec gi'ns a short correapondenee coura. which n.t be taten 

b7 all ne. agents ln itl .aber coapanie.. Th. candidate aut 

pa •• an eDllinatiol1 at the .nd ot th. cour... It teache. hi •• 
C _ P • 

lot ot the basic Intor.ti~Jl h. needl to mow about .orr::'" 
1 '~\ 

aecepting ott.r •• and le .. l restrictlons. but ver.y lltt1 abOU~ 

th. probl •• s of 4&y-to-4a7 dealinga wlth prospectlY8 cliente 

and T.ndon. Thi. -y be beca •• e th. coure. ia con4ucted by 

realtora troa ... riou. cOJlPlLnl- around the city. who are 

naturally nluctaDt to pa •• on their .eoret. to ne .... nt~ • 

.o.t ot who. will .oon be wortinc tor th~ oppo.ltion.8~ 

lIu1J ne. agent. han al"adJ ba4 experi.ne. a. _l .... n • 

bch ot thi. 0&Jl tran.ter •••••• tul11 to •• 111nc Nal e.~te. . . 

but th.N ueo liai tati.ns. A hou.. i. a .zoe illJlOrtant 00 .. 411;7 
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1 
to mOlt buyera than a. vaouu" cleaner or even a c.r, ane! the .a .. 

"hard ,e1l" teohniqu •• otten pro..,e inet'teetual. I.a1 e.tate 

agents mu.t pt li.tingl .e -wel1, a cJitt.~nt proe ••• ' troll 

lelling. A nu-ber ot new ~nta wlth .elling experi.nee 
~ ~ 

complalned that they tound it very ditticult to get liltln&, • . 
Laok ot experi.no. 1. a greater probl •• than it a1ght 

be becauae th. ne. agent pt. littl.' help. In th. tiNt place . 
hi. eolleagues'are al.o hi. competitora, 10 they cannot atford 

on 

to be too h.lptul tor te.r ot œnd'rmining their own chanc., 

tor a 8a1... IIora important i8 th. inde pendent _turè of the 

work, and the lack ot inf'or..l .ocial oontact a"ng agent., 

particularly between the 110ft luoee •• ful ane! th. 1 •••• uoo ••• tul. 

Thi. lack ot contaot 1. ~1ntorced at Highp.te 'I.al:tie. wh.re 

th ••• tabli.h.d, .uce ••• tul agente wort "up.taira" on the _in 

tloor and th. ne-ri 1,e •• e.tabli.hed agente work .. down.tair .... 

Agent. lpend IIOre ti_ wi th their oli.nt. and .. ndoN thAn .uh 

other. ' llany 110" 'Itablilhed agent. tOI'll 100.e pal"tller.hipl 

with a ooupl. ot oolleagu ••• but It i. 41tt10ult for a n •• &l'nt 

to enter Into •• oh an a.looiation bltora hl h.. pro .. n hi ... lt a 

worth_hile partaar. !h.~ 100" ••• o~1.t1on.-~ .. ~ral17 -.ons 
-

... nt. ot .1 .... 1 pre.tip and ."ooe •• , .0 tlll _WI' ... nt. are 

foree4 to re11'"" _ .tMr MW' acenta tOI' hll,. 

-!Il. 41 ........... poli tloll ot thl ~ .... nt al •• 'lhm 
1Ip 1JÏ hi. ftlatl ... ll1p wl'th the' oOllpUlJ', _loh •• ,.114 .... t~ 

.. n". to~ 1 __ • 'bOOM. Bo~ .... _ ot "lr M"_%' 1aa:t-

plD1DC ,..ltl.~, ut4 ..... - It .nel. '*"01" oua '"Ir ...... , « , ,-

'4 

\, , 

" -

. , 

-.- •• "''IV' Ii"- •• 1i .t __ _N eapew.. iJ..tiMt ua le .... 1ID 
\ 1 ~ \ - . , . 

the ... t ~ ÏI&Q't •• ' .......... 'da,At • 
t - ~ ~,;' ~ 

\ ' ': -' -;;, -

~.<-- ", 0, -< , ','~~~' ,>" . .' ,,', ,;. ;j_<"_,~ _\<,,:,~',)< .'>-::"f~~'':.'~>~;'" .", 
'< ' - - -, -< f' ~"r., ,.';j"J""v;, ~ ~~" .. g ,,« ~ , .... ~,;J>;.&!{j}~>".- r.,! ·'fi.t~~~'\\i>!;ï>i~i::~r~'ii~ 

;h,.:~ . .::~:.'-r -:..~ .... ",' ..• ~ ~ "'~1 J'> 1... ':tfitJ.J ! L 8::. '''f .,(-!"\,, •• r" j I~:(~,o" \ ., ';- ~"': ... ~_ ("h!! ;~.. ~\/ ... ", .( ~\:~ j. 'r~ 'H .'~, '...d 1 ~ .. '"" 
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124 , 
di .. dvàn~e in dispute. with .ore euce ••• tu! oolleagues. 
, . 
Beea •• e the co~:r d.pende .ore apon the latter, it taToure , , 

th •• in di.pat ••• ith the weater agent.. The eo.,any do •• help 

th. ne. agent. to 10" extent. at Highpte the .. le. anager 

helps with adTiee, and .T.n contacta re1uctaDt .li.nt. and , 

nndor. on occa.ion. Th.lye.kl,. .. 1 ••• eting provid.s an . 
opportunit7 tor n •• agent. to piet .p u.etul'adTice tro. the 

.-nag.r and troa th. better acent.. Th. co~:r al.o proTid •• 

a t •• l •• d. and li.tings (malbe 10 par cent ot hi. total), but 

th... are pn.rall:r tor lower-prle.d hou.... 111 th. core area. 

ot getting listings and cli.nte, and in d.aling .i th vendon 

and pro.pecti" buyera, the agent i. -pri_ril,. on hi. own. Bach 

reeruit .u.t l.arn th. tricka ot the trad. tor hi ••• lt through 

a tind ot self-.ociali.ation proc.... and it h. ta11. to train 

hi ••• lf through his own .~ri.nc. within a ahort perio4 o~ 

ti., he .ill not _ke it a. a IUO ••• ttal real e.tate .al •• .n. 
$' 

The agent ta.,.. anoth.r probl •• in hi. laok ot an 
, 

•• tab1i.hed terri tory. h. ha.' no reputatlon in a tallillar area. 

The probl •• ot terrltor,r ie i8pO~t at aIl le .. l. o~ the .001al 

orp.n1sation ot nal .atat. broteractt. On the _oro-l .... l. the 
~ 

baille •• 4.al. wi th thi. throap oontroll.. a.,.tl tlon. eoa-
JMU11.. beoo. ..tabli.hed iD area. when tbe7 OUl d ... 10p or 

eZplo1t aD .x1a~1Dc ne.d tor their .. nl ... , and atri ... to 
~, 

-,in'tabl tHlr -po.l tloft b:r ..... 1.'1ac a 1 .... 1 ,.,_tatlon. _ 

..... '11. 'Uli. pro .... 1 •. be1Jtc o_1lnpt 'b7' ~ cro"'ll .r . 
wu" ooapaDi •• n. , •• ,. ... ,." .,. •• '1 ... 1 ~p .. "ioll ... 

.... 1a1 .m. ... , ,ft tIll. N_b_ .... ~~ ...... . 

't> fte ~_tl .. of .• :rrltoi1alli11l~ ,al" ., .. .. 

~i::; ;.:' .: .. ·c·. '.~ -:jJ ~;",.:.\~~' . _., " 
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internal probl~. for .ach cOIlp&JlJ'. So. solve it b7 a.aip.inl; , 
partic1llar areas to partioular &«enta or groupa of agenta. 

~ 

Highgate Rlaltie. have Dot adopted thi. solution, exclpt that 

head oftioe ~nt. are to14 to refrain tro. ~orting in tha ... 

125 

territory ot another braneb ottice. Given this re.triction 

(whioh ia not strictly entorcld in practice) aft agent. are tree 

to operate where the, choose. 'rh!s giTes the ... nt aore lel-7 

-' in .howing hou... to hi. client., 86 but i t. 41aa4n.ntage i. 

tha t .oat agents aspire to wort in .reas wl th the 1IO.t expen.i TI 

houses. A. one cOIlp&JlJ' representatin ooap1ainedl 

co~repre.entatiTi. Let'. "l, how would It be beet 
to Ixp ln It to 7011' StliPO •• ,.ou have. large nUllber 
ot branche. ot a ri Tir al te.dine into a hup bo47 ot 
.. tir. !hen the buge bo4y ot _ter i. II1Ich 4eeper 
than the branohl., and It oontain. al1 the biC tl.h. 
The ... 11 ti.h are ln the ... ller river.. Whe" 401. 
ever.rbo4y want to tlsh, in the big river, rightT 'el1,' 
it's lite that. the lower-prieed areas are the 11-ttle 
etrla... Lite 1Ir8. Jone., sh. ha. ju.t sold a hOllll on 
"ple Street, _11 "bat'. a big t'-.h, bltore .he •• Id 
to wort ln a low-priM4 di.trict. Ho. are 7011 going to 
get _round that .ort ot thing? . 

1 

In practioe, the eompany .teen we.nr ageat. Into lower-priced 

• areas b)' CiYing the. leade and calling the. the ·e~rt.· tor 

tho.e areas. 
" ~ 

. , 

., 

CoJlP&lly polio)' belng 1I\4at1ni te, eaoh agent a.at ao1ft 

the terri tori.l probl •• to~ hi_lt. Jlan7 of the, leaet 

.' •• oce •• tltl. a&ent. Ha:" tal114 to 40 thi. Iatiatac'tori17. Wheft 
.. 

•• ka4 wher. the, ~orted, the7 woul4 na. at.at aU tU tiatrieta 

in whioh th. eOllp&l'l7 opera.a. _et of the aore ... oe •• ~ul 

, 

86li iIa., baa Ul iaol4,aft'tal aclftll-tap for ... .U •• ", •• 
the acellN. ~," lMllne. 1;0, "1:'7 arMl . P"...... hi. 1Ilto b~ 

. ri tlin a aal.l area. __ o. '" 

" 
• - ~ ~~ ~, 1 • 

, ~ ~ ,-..:' 

, . 
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• agep.ta, by contrast, 'Would speoity one or uo areaa ln whleh they 

had built up a local reputation. One agent, Joan Reld, had 

.014 ao -.n1 houaea in one area and had aO _ny .igna there 
D 

tba t i t .... lmo~ 10eal17 as "Re 1 d..-i 11 •• " A :te. ot the top 

agenta ftre ab1. to sueeeed ln a .\loh .1der area than aost. l 

ast.d one ot the~ ho. he managed thi •• 

Peter Green. lt'. a _tt.r ot dolng l'our ho.wort tint. 
Aifore l even go to look at a houae l _te a proper 
suney. l tind out all l can about the nelghbOrhood, 
and about any sal •• that han occurred th.re lat. 1,.. 1 
look at the hi.tory ot the hou •• ' on the oards downstaire. 
l think It's really iaportant that l'OU oan .how a v.ndor 
that you mow wbat'e going on in the area, and that 10\1 
know ao .. thing about hia hou.e. Too.any ot the. don't 
do that. That'. not the busin.salite _y ot doine 
thinga, l'ou kIlow. lt'a not good real e.tate. You'ye 
got to mow J'our areaa and your house s to lçres. l'our 
1IIUl. 

This agent deyised his own .. an. ot deallng "i th the 'terri torla1 

probl... Hi. solution let. hi. adapt better to looa1ized .. rtet 

fluctuation. than th. more epeelall.ed agents. He la Oll' ot the 

tew agent. who •• , sale. han not taIlen during the ;ecent .. rk',t 

sluap in Montreal. '1'he le.. auce •• stu1 ot the new agents were 

unable to solft the proble. ot territory. 

'lh. blge.t obstaole that newacente tace le thelr lacJt 

ot c~nnection., people .1th who. they haye done bu.lne •• in the , 
p.t who co .. baot to the. wh.ft they baye other houe. to bUJ 

and .. Il, and who l'etel" their 'trlen4" "lati .... e, and bu1De •• 
, 

a.sooi.te. to th.lr ~nt.. An acent t • lons-tera •• OC' •• 4.,.n4s 

upon hi. b1l114lDc up .').u.I. "bank- ot oontaet. and cormeotiou. 

!hie prooe •• 18 oa.1ll.atlft' 8.0oe •• 'bree4e ••• 08... !he aotlon 

.t -re,atation- 1. ia'ti_te17 Unked w1 "li th1. ,1'0.". ot bu1.14118 

... ___ .".. ....tatioll 1. an ea1nent17 .001aJ ehu&e1;eri.tl •• 

'1\ 

~~J~,j" ~ ;,01' 
, 0 

,_\ •• ~\.,'~~.\~. > 
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4-~ i.} 



o 

127 

4t long-tera a.oc... tor an agent d.pend. upon his e.tablilhlng a 

good reputation ~or hi •• elt among hie cliente. Sati.taotory 

eerYioe enaure. that the)' keep ooidng baclc to hi. and reter 

othere to hi.. With the poesibl. exc.ption ot a t •• contact. 

,-
) 

/' 

.ith relative. and triendl, the ne. -..nt cannot get any client. 

through reterral.. He muet attract th •• b)' lome other .ore 

tlme-conauming and aore dlttlcult method luch as canva •• lng or 

open hou •••• 

Conclusion 

{n hi. acti ... i tle. ot .e111ng, bU)"ing, and n .. gotiatlng 

.ale., th. real •• tate agent enjoya much treedo. ln worklng 

houre, ettort, ~d .trategies. Thi. haa it. coata, parti",culàrly 

in the early \~atage. ot hi. oareer when he trie. to break Into 

the oocupation .ith little help trom hi. oompany and coll.agu.a. 

On the other band, h. tind. the wor_ intere.ting and ohallenging, 
<> .. 

and lmo •• tut 1~ h. works hard anà--lnt.1.11gentl.;y, he can becoile. 

-(, ; h1ghl;y .ucoe.atu1. Ju.t a. the &g4lnt'. 4a1l7 ta.ks are unpred-
, 

"ictable and TUiabl,., .0 hl. caN.r la un.tructtared and open 

tor entrepren.uri.l tal.nt. 

1 
( ... ..? 

."'., VI..'...... . ~ li' L... .,., .... ' _, ',1: '< 
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Chapter 6 

THE RlSIDENTIAL REAL ESTATE AGENT III. 

THE A.GENT AS ENtREPRENEUR 
G 

Much has been written by, ocoupational sooiologiats about 

organizational ~d protessional careera,81 ~ut little about 
, -~' -~... ,-. 

tho.e ot entrepreneurs. A tew 80cial critios have eToked a 

aomewhat romantic image ot the old capta in ot industry88 or the 

inner-di~ct.d individualist89 a •• "comparative basis tor 

critioizing ~dern organisation .. n,90 but there ha. ~an littla 

ampirical inve.tigation ot tho •• occupatio~s .hich continue to 

provide entrepreneurial opportunitia. and toster entreprenturial 

.trategie. an. attitudes today. We can conceiTe ot an organ1aa

t10nal oareer, tro. t~e subjective point ot Tie.,9l a. one de~ttd· 

to upward 180bili ty in an organizational hierarchy, and a 

8?Se, tor axa_Jile, the recent oollection. O.il'!J!l 
career., ed. by Barney G. Glaser, (Chioago.. Aldine, ~h .âiî 
the textbook bl W~lter L. Slocua, Occupatlonal g'reefl ~Chicago. 
Aldine, 1966. .• 

88C. Wright till., White Collar (Ne. York. Oxford 
UniTersitl Pre.s, 1951). 

89Da ... i4 Rl •• .an, The Icone 11 Crow (Ne. HaT8n. Yale 
University Pre." 1961). ' 

, 

9Owa. H. White, JE., 'lbe ,,1 •• ,10P .JIan (O&I'c1en Cit7' 
Ke. Yortl Sl~n and Sohuter" 19 ~ 

9lPor a .-etu1 dl.tinotion betwew.n ob3eotlv. an4 -, 
.abjeoti ..... ot the oono.pt ot caNer, .. e Robert A. Stebbln., 
-Canerl ne S\tb3eoti .. ,Approaoh. - ·De 1091010,19&1 9!!f11!rlY, 
1~, 1970, pp. 32 - 49. \1 ' 

- Ir 4 t~ , 
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profe •• inal career a •. one devoted to g.ining recognition throQgh . . 
soma oontri~ution to the proteesion which transcends organiza-

1 

ti'onal bOUJ)ds:92 An entrepreneuria! career, by contra.t, i8 

ai .. d at ~he product~on of some fora of eeonomie or 80cial 

profit through th~ expansive adainiatration of a set of.resource1h 

Or, as ~drik Barth pute it. 

10 thJ.xtent tha1; persona taltè the initiative, and in 
the pur.uit of profit i~ Bome discernable form manipulate 
other, persons and reBOUrOeS, they are acting a. 

'--'~ entrepreneurs _ 9) -, 

Agents as Entrepreneurs 

Real eatate agents are loose1y bOW'ld ._bers of 
--~ \ \ 

() -------------organisations, but.th~ir SUOC~8-" agents depends upon th,ir 
, 

entrepreneurial abillty to establish and exploit their niohe 

in the houaing market,_ It is only at a later phase in the 
1 

8ubjecti~ care.r of 1Me upwardly IlOblle agents, wh.n they 

think in~:teras of lIoving into 80" other oeoupa-tional position. 

that they .uat adopt organizational strategies. 
1 \ 

Agen~,the •• elv •• explain ditterential .ucee •• level. , . 
in tera. of individual motivation. .al •• teohnique., and 

ability to .atch particular olient. with particular hou •••• 

SùCh tiVldual dif~renc •• undoubt,dly .xi.t. but are ot 

.'Con· int.re.t tor the .ooiologiat. Our cono'ni i. wlth 
't' 

the varicu. .trategi.. that produce •• co.... rather than th. 

..... 
"':\,. . 

\ 

,_1 l ,} 
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e peraonali ty traits of the indi ... idUÂ~8 who ellploy ~ho.e strategi •• 

Resoure •• are ln ... t.4 to produc. profit.. ln thi. oa.e, 

th. major initial resouree. are ti .. and a wil1ingn ••• tG us • 
. 

that ti .. in hard work. Social and bu.lne •• -connection._~_J 

al.~s.fUl in~:ial resource~, .s i. the reputation of the 

~~Ilpany if It ié --wéll-mown. But the .. in resources are tl_ 

and effdrt;i-<> ~~. major profit i. money inco .. , wi th impro ... ed 
~- ~ j 

social status and feeling of self-worth being impo~t d.rived 

forms of i :pro fi t. Increa.ed le i.ure i. an important tOrii of 

profit f~r so .. agenta particularly in the ~at.r pha.e. of the 

caree-r. The caner progre •• es by !nvesting in! tial resources 

of time, eftort, and social connections to pro duce inco .. and 

the •• other forma of .ocial prOfit. Agents try t~, do thi. 
l 

expansivel~, 80 that their rate of profit continue. to inere •• e. . . 
-

Th ••• initial resourc •• pro duc. inco .. through a a.rie. 

of intermediate conversions. Agent. ua. their ti_ and etfort 

to acquire listings. Listings, and turther in .... at_nt. of ti .. , 

pro duce potential purohaser.. Potent1al purcha.ers, and ti .. 

and ettort .~nt in .howing the. house. and pre •• nting otf~ra 

on their bahalf. produoe .. 1... 8&le. produc. inooM and,' . 
• de ri .... ati .... l', .tatua and .elf .. ste •• J •• .,11 a ... ti.fied 

" ... endors and .. ti.tied puroha •• rs, inco.. for the co~" and, 
• 

in deal. which inTolye two acent., inco .. and .. ti.faotion for 

coll.ague •• 

Barth argue. tut growth 0001lH whe" th. )fhflt. of an 

,enterpri.. can be reinve.ted a. a ... t. in the __ ~~ierp~l_. 9-
__ ~J 

" 

("' . 

l, 

.. 
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In th. case of real e.tat. care.rs" h~~. i t ia not Lth. 

profita th ... ~lT.S, but th. iaportant aooial b1~produota of th. 

'a~tiTities inTolTe4 in produoing protits that are re-inT.st.d. 

Th:ro~h th .... suco •• sful invest .. nt of his initial resourc •• , 

th. agent builds up a bank of seoondary sooial re.o~.s whioh 

ean be re-inT •• t •• to produoe more listings, more purcha •• rs, 

and aore' .ales. These seoondary sooial resouro.. are ot thre. 

kindll 

(1) long-tera relationship. with clients who rater 

other people to the agent and who 00. back to hi. to bandl • 
. 

their future r.al •• tate tran.actions. 

(2) an improved raputation with· the managers ot the 

company who then giv. hi. more and better lead8 and listings 
-

and company privil.p.J and 

(3) an improv.d reputation a.ong tellow agents within 

the oompany and in outlid. compani.s who then want to co-operate 

in closing future .al.l. 

, 
Social and Cultural Restrai~ts 

Entrepren.urial aotivit7 occurs within a .ooial and 

0111 tura,l cont.rt, and wh.ra i t threatena to create 800ial oost. 

f~r the oo..unity, it'open. it •• lf to .0 .. ~oraa ot oo..unal 
( 1 

reatraint. This illplie. tut, as Robert Pain. ;P1lt. it.- ", .. 

entrepren.ur1.l .1loo •• ~ i. oontingent on the dieavowal ~t eertain 

klnda ot prOflt."9S '.rh. nal •• tate .. nt net alla .. tor thre. 

. 93&&" Paine, -Bntrepre'near1al AClrtlYi tT .1 thOllt lta 
Profits," ln Barth, op,ol'" p. ,-. " , 

, . 

.. 

r 
" . ~ ... ' . , 
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'-e toras ot restraint "pon his be havio ur 1 ~or-.l, intoral, and 

aoral. 

\ 

• 

Pormal restraints are i~osed by the lega1 lIyste. ot the 

provinc~, the Montreal Real Xstate Board, and the agent-a 

C9mpany. In hia end.avor to acquire listings, tor .xamp1e, th. 

agent must retrain tro. solici ting vendors who have 'signed . 
\ 

, 

contract listings with 9th.r tirms. If he persists in·doing 

this, he will be reported to the Board, and will be sanctioned 
. 

by a.~ine and pos.ible suspension ot membership. _Agenta. who 

work tor a company such aa Highgate Realties, it they wiah to 
" ? 

contin~e there. must retrain trom certain practioes which mlght 

be conaidered perais8ible by otheT companies who d.pend les. 
(1 • 

ùpon a "prote.aional i.age" tor their auce.... The sale. 

manager described an instance ot the re-socialisation ot a 

sucees.tul agent who had reoently co .. to Highgate Realties, 

troll anot~er company. {~ 

t 

Sales ~er.-.> Peter Kovacs'was in here the other da1. 
Re wan e 0 tate a eut in his coamis.ion to co~lete 
a sale. He de.ls a lot .ith that sort ot client. 1 
had to pre .... nt hi. troll d,oing that. l had to .xplain 
to him that .. don-t want that aort ot busin .... 

Intoraa1 restraints are i.po .. d by client. and oolleaga •• 
il' 

In order to auoo.ed the agent muet build up a '004 reputation 
, 

a~ng hia oliente. H •• \lat dea1 with the. tairl1 and ho~.t1~~\ 

or, aore exactl,., he auat aUGeea.tull, OOD?ey th. l~reasion that " 
~ .., 

he ls dealing ri th, th.. tairl, and ho.stl, and to their •• t . 
, 

adnntage, When m aceut taila to _tiatya c1i.nt in se .. _,., 
, . 

he i •• _ ... 117 "Rre ot he. be ha. ftll.e4 and .i11 liap1, 10" 
~ . . 

/ 

,.. ,.,~ 

the olient. 0 .... 10_11', he -7 leam abo.t what .. nt ...,. l", 

". • ,r' i 
tro. an~th.r ...... 0 .. '_ w14 .. of loa1ac a oUen"- UO .. -,,~ :: 

, •. cl 

. .:',. 
'" . , " ~ .. -' ,. '. ."'", . , " ..• ..:'\' 

'. .. .<- \! -.. ... • , ~,. (/ id < '" e" \ t ,; ~ Î ,!, ':t 
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h.ard at a party that he al .. ,. favoured th. T.ndor. 
( 

The agent muet alllo be aware ot how he anagell hl. 

reputation wlth tello. agehte. On. newly arriv.d.agent at 

Higbgate oreated re.entment aMong her oolleague. b7 not getting 

h.r sbare ot ne. 1illtlng. and baclgerlng th. o th. ra to .how 

th.ir •• 

. Moral re.traint. are i~o.ed by th. individu1 hi ••• 1t. 96 
\ 

Agents ditfer in th. extent to whioh they impo.. restraint. upon 

th .... 1ve. Whiè~ liait their lIucee •• in tavour o( other value •• 
, 

The •• "a1' be ltai tation. as to area and type ot people, or ... 

li 111 tation. a8 to teohnique •• 

Highgate "'nt. try to avoid de.ling with certain ethnie 

groupa and ln 10 .. r loeio-econoalc areaa. Anti-llemitl •• 1. not 
\ , 

unbo~n, a. the follo.ing oo ... nt 11lu8trate8' 
1 

6I!D1. Jewi.h people have •• perseoution oo,lex. TheY' 
enj01 being pere.outed, the, 40, th.y enjoy t. It you 
calI th •• a blo047 yip the7'd do anything tor you. l'd 
lit. to .. e so_body try that .ort of thing with _1 
Th.y're really very 4itticult, 1 don't lik. dealine with 
,the.. The,. ask how lIuch you think they can pt th. hou. 
tor, and JOli tell the truth, .. y $25,000, and l_aate11' 
th.y thinlt $22,000. Min4 JOu, 110. of th •• are "ry 
nio.. (Dropa to a whll1per) But l'd nenr «0 to work in 
th. Je.ish areal 

Agente al.o h •• itate-to d.al with black cli.nt., not .o..ch 

beeau.. of th.Ir own pre ju4Iee, ..,at beoau •• of th. 4a.... i t 
/ 

can do to th.Ir rep'Cltation iD an area. 

IIlnJ apllt. retrain troa HlliDI teohniqué. tbat, th.y , , 

t.el are 80 .. bow peraonall1' degra4Ing and' repreh.naibl. to 

9&H .. ' &ra -.oral- 18 _4 he" in a 800101011oa1, IlOt 
an .thlca1-.. nee. 80_ ot the .,.ral' ".'raiat •• nt OM4. a •• h 
aa ethD1. pre ~a41 .. " ure 41nillot17 .. tlll_l. ' 
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th .... l~e and their pot.ntial ali.nta, not in te.ping .ith their 

.tat .. ~a. "proteeaional realtors." Th., o~n'realis. tbat th.y 

li.it ~h.ir Bucee •• br this, but pret.r to .. intain a tavouràbl. 

aelt-i.age. 

b.tt. Tarditt. l don' t go out and boak: on dOOH. l 
would lee1 Ilie th. Puller brueh·man or aomethlng it l 
did thatr 

taulin. Wi:lâr. , You baYe to be v.ry diplomatie in thia 
uaine •• , not pu.h too harde That mates th. cli.nt 

back ott. ot courae th.re are 80ml agenta who lite -to 
puah hard. And th.y _b a ver, ,ood living" out ot it, 
particularl, wh.n th.y d.al with their own kind, a 
bett.r living than l make, l muat say. 

So .. ot'the ~ore ambitioU8 agents tate advantag. ot 

th.ir aol1eague~ a.lt-impes.d restriction.. So.. have begun 

their aare.rs by e.tablishing th .... lve. in J.wish areas to 

piok up 1I08t ot th. busln.sa th. ra • On. ot th. beat sal.a.n 
o 

in th. company'~ past tound hi. niohe in a lower-class area 

that ... not being •• rvlc.d by &nJon •• la.. A director told 

.. hia .tory. 

Dt[rtSlrl Let me t.ll 10a about how old Bill Ralph got 
s •• ' Well, it .. a baok in ')2 or ')) wh.n h. oa .. 
to ua. W. didn't want hi.. W. had a star eal •• .an at 
the ti_, .t l •• st l .... told that he •• a .tal-, he 
di4n't •• 11". houae tOI' ,65 daJ8. !bat'. th .... , 
thinga _re 'th.a.. What dld ... -.nt wl'th anoth.r 
aal.nan? 50 Ralph •• b-4 our ,".ld.nt it the" are 
aDy are.. in whlch _ oo:al.4n' t Hll houa... JIy lIDol. 
aaid ,.., that .. aou14n't .. 11 &1'l7 cl.,1 ••• ao.th ot 
"ln Stre."'. . So Ralph .. ldl "Oka,., hlN .. to .. Il 
houaes clown th."." So _ hl"d hi. &1\C1 he .-nt clo'Wft 
and _de • d.tall.4 atudl ot the uea aD4 t1cuz'ed out 
• -, to ..,.,.. tho.. hOll.a. He d14 pntt,. __ 11 at 1 t 
too, &a4 _4 •• nough of a ataD for hi_if 10 that 
he oo1lld _'ft lnto oo_Hl&1 aacl lad_trial rial 
•• tate. to." ... tll. th1ac 1. that -ll1Dc tho" .onl 
ot Jlo.... 1. not .. Slaaorou bat they oan ........ 4 • 

Selt-t.po ... ~.~rletlona 11.tt ,tbt a.oo ••• po •• l'll1t1 •• tOI' 

10 .... nt., wh11e the, iapron oppon18ll'"1 tOI" -ool~. 
" ... . ~ 

.' . 

• 
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who do not restrict them •• lve. in thi. way. 

Given the •• liaitations, th •• uee ••• which they enjoy, 

th. opportuniti •• ayailable tor moving on into manageri.l or 

high.r-po ... red ~el11ng jobs, and~ decilionl that they _te 

during Tariou. career pha.ea, combLpe ta determine the typioal 

ClU'8er patterns ot reaidential real e.tate agent.. l ,,111 now 

describe and analpe the •• patterns in terma ot the entrepren

eurial mode1 outlined. 

Caner Patterns 
u 

Agente can be cla •• itied acc~rd.ing to tive main patterns. 

(1) Abo·rtive., 

(2) Marginal. , 

() Regulu., 

(4) Upward JIobile •• and 

( 5) Perennial. High Producers. 

Abortives. Many n •• agent. tail te e.tabli.h th .... lve., 

and leave atter on. or two ye.ra becau.e the, are unable to .. t. 
a .atl.~actorl (iytng .elling reat e.tat.. tJpicallJ. th., are 

un.uco ••• tul in their initial at~.mpt. te acqaire ii.tins. and, 

being in n •• d of :aoney, t.nd t9 conc.ntrat. apon _tinc q1110t 

aale.. But thi. il at be.t a Ihort-t.ra .xpedi.nt. !Yen if 
" they luoo •• d in aking a t." ul •• ot oth.r .ntl' 1iati., 

th.y ta!1 10 bui14 ., the i.,o~t ooftnaotlona an4 aoo... to 
, ~ 

oU.nt. tut. n_ber of ce04 11.tÛII. p",,1d •• , a:nc1 th., tall 
! 
~ 

~o ••• bU •• 10oa1 "p •• ~lon iD aD7 ana. Ooft.~tlr ".r 
, , 0 

1_41a_ liMa.lal pra .... , thé,. •• , tl'11nc te ........ q"'.t , . .' 
1 ." t \ 

.. le ld th tJle h. oll.a". tba, __ , M~ ." .... ''\0 pi,~, 9"~::' . . .~ ,. 
i .... ' " ,~ J 

\ ' \ .... } ~ 
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4It usual1,. through the oompany(s as.i~~.. Dependent upon only a 

f •• c4.i.nt., the.e" agents ..r. ln a wln.,rabl. position. BYent

ual1,., th.,. Ar. bound to l'1Ul In'to a perlod ln which a oo.ple of -

dea1s fall through. Un1ite their ~re eetabll.hed ooll.~8, 

th.,. ha .. nelth,r th. finano1al' capital to fall baot on nor th. 

prospeota of ne .. cliente being ret.rred to th •• through the 

oontacta the,. baye built up, to co.,-nsate tor short tera 

.. t-back.. The aale. slump mat.. the. deprea •• d and edgJ ln 

d.aling .1 th pot.nt1.l ne. nndors and purohae.r., th.rebJ' 

.-king It .~n aore dltfioult to bulld op n •• bu.in •••• 
-

l 

Eventuall,., even 1f th.,. are not t1"4, th.,. are torc.d to 1ea ... , 

ueual1y for a lower-potent1al .. 1.. job. 

The two ca .. s .. hl oh folIo.. liluetrate ~h. d~cs 

inyolved by oomparing an aborti~ attellpt .. lth a auce.seful 

atteapt at beco~ni e.tabllsh.d. Both agenta began at Hlghgat. 

Real tl.. during the period of .., re .. arch. 

Que Hi.ton 6a. John .... on. "son had work.d at th. a ... 

" sale. co~,. a. the n~ re~ld.ntla~ ~.ger of Highgat. 

R.alti •• , and 4.oi4.4 to trr •• 111ng real ,atate when'th. 

-, latter toot up hia n •• po.ition. !h. oOapallJ' grant.a hi. a -. 

eil.abl • .onthl,..4ra .. ing aooount wh.n h •• tarte4,97 and, . 

eoapared to .st be«iftn.ra, 1 h. reoei .... 4 cante a lot ot initial 
1 

help troa the -.nager. He _de •• al. al.st at on_ to a 1 

oll.nt who 0.. to the oftlee on a Satl.lNa7 -miDc ".n h. 



• 

131 

ne the onl, agent pre.ent. Bncou.ragec1 bJ this, he then 

conc.ntra~.d .ore upon sal.s ~hàn li8tings, particularly 

'because thi. ns 1101"8 atin to th •• elling experteno. he had 

had preTiouIly. The liatingl he dld piclt up .... re _lnl, open 
, ~ 

listingl. He did not ..nt to ·push the .. n40r too bard- into . 
signing a oontraot listing, but th. open listingl prod.oed no 

inoo.. tor hi. wh~n th. hou.e. were 801d bl outllde agents or 

the vendora the •• elve •• 
, 

/ 
Malon also deteradned that, although he lit.4 hi. ne. 

work, he w~uld not kill hi.selt at it'. He 1I04.11e4 hi .. elf 

alter an •• tabli8hed ~nt who .. s known to .. ke a comtortable 

inco .. without working too harde .bàt ".on failed to/con.1der 

'-8 that thi. e.tabliehed agent reoei~d malt of his busine •• 
, . 

through ret.rral., and that he had work~d ·harder and under " 
.' (>. 

more taTourable .. rket oonditions whln h. ha4 begun. "Ion 

wa. al.o hampered bl hi. tamill obligation.. Hi. witl ... 

'Iiok, and'he ott.n had to look atter th,ir children and tak. 

the. to school. 

Alter hil initial IUCO'SI, ".on began to tlnd thlng. 

more d'ftioult. H. at.o.t co.,l.te4, a te. ~ala which tell 

throach at the la.t minute, lncluding on. for wbich th. 

purcha .. r e1gnecl an agree.nt to puroha.-, tumed out not to 

have the neoe."17 aoMy and ouo.lled -:th. lale. Iaaon 
, 

wante4 the oOaparlY to eue for the .ntoroe.nt of th. legal 

contraot. ltut the;y rat\lMd. Alter thi ..... on, who bad . . 
prav10\1l17 ~.D P'ne"-!'!, optia1ati. ad eheertul, ~pn to pt 

l ' "" l, 



: . 
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1)8 

di éoo,-raged1 

!taon; 1 don't know, that aale talling through haa kind 
o .et .. baH a little. Things have never atteoted _ 

'lite that batore. You mow, 1 t'. hard to pt started 
in thi. bu.inesB • 

. . ' 
Maaon .as havlng other probleas a. weIl. Hi. ottice ... 

on the basement t100r o~ the company'. bullding with the other 

_aker agents. An infora1 opinion leader, an up and ooting 

agent, resented Mason'. connection with the sal •• ..nager. He 

and 80 .. ot the othn. _de t\Ul ot among th •••• l vee, and 

aometi ... retu.ed to co-operate wit hi. in a d.a1. Ma.on 

beoame a Boolal i.olat.. He.a. t reed, tor .~l., to drive 

hi. own oar and go on caravana by himselt. He t~en mis.ed the 

advantages ot intormai disous.ions ot his wort wlth other 
• 1 • 

. agents. He also ~d a probl.~ 'with hi. paper-work, whloh t~oot 

up· ."oh ot his morn~ng •• Thi ... a no~ s&1"d ùntil ~. sale • 

..nager euggested that he do 1 t at night and reserve his 

aomlngB tor contacting potential clients and vendors. 

BJ the end ot his tiret Jear, "son bad tallen into debt 

to th. coapan" and they began to p~s.ure 'hi.. They 

aboli.hed hi. drawing aooount -a. an inoentlve-. .ith his 

baok to th'e :.".11, ".on _de a ,"At ettort in the tiret , ~ 

IIOnth ot hi •• eoond par -.n4 .014 tour hou ••• , _king hl. th. 

~Ompanl'. 1.a4fng eal •• .an for that .onth. But hi. ne. 
r 
, 8UOO •••••. 1arp Il i11 ... 017. The oollp&ftl' took 1I1lO~ ot hi. 

oOW •• lOD to pa7' .ot hi. ".bot, and h. ô_4 .et ot '\he "et . ' 

~ ia onrd .. bl1lJ1 •. wone .till, hi. MW l1et~. hacl "'.n".o14, 
anA he 'bd 1\OM ~tf. 

ha" ..... Ilua., lION 

. 
In "tl'O.peo",. h. te1t tha't he •• .u, 
on lietlap at ~. ..lIml1W," •• t Jte .. 

• '" f .. .. l' . " 

, .. . ' ~" 
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needed .oney so badly that h. wa. conoentrating on sal... H. 

still t.lt that he .. s • good aale.aan. he lited th •• ort. and 

he t.1t h. could do a1l right it he could 3ust get e.tabli.hed. 

He did not blame th. co~y tOI' hie tailure. althoggh he did 

think that thera ahou1d be more help tor n •• agental 

".on, It~. lite teaching so .. body "to .. i. by just 
throwing hi. into the pond and h. 8ith.r einta or a.lm •• 
l think it would be better t9 give hi. '0" hint. tiret 
and he 'd _te a better .. i_to. 

1// 
~t'~1 

A te .. aonth. later. Mason quit his po.ition at Highgate 

Realties and returned to his old job a. a door-to-door 

salesman. 1/ 

ca.8 Hietory 6b, Frank Martin. Llke "eon. l'rank Martin had 

had a lot of preTioua expertenoe in .8~11ng. and deoided to go 

into real .state atter diaou •• ing it .ith th. new eale. 

anager. 

Martin sacc •• ded in .ver, "7 that ".on had tail.d. He 

took an anal,.tioal appro.ch to hi. .~ork. and con.cioualy 

adopted a •• t ot strategie. ai1lld at long-tera .\100.... In 

his int.rview .ith .. atter he had be.n an ~nt tor 10 .onthe. 

h • • tre •• ed the i~rtano. of worttng bard. 

~1n. That wa. ".on'. _in probl •• , h. _nit read,. 
tOwork. H. would 010.. a _1. and tben taa ott up 
north tOI' thre. or tour clap. You cU) 1 t •• c"e4 lin 
that, J'OU 10". oontact .. 1 th a11 J'Our o"th.r olient.. You 
oan't do that wh.ft JOll're .tartina O\1t·, POl' th. old.r 
... nt., _,.be. beea... th.,. pt _n of "thelr 11.t1 .. 
and oUent. 1»7 rat.ml. 1 tJ.cue tha"t .tanlDc iJl thi. 
bulfte •• tate. tllre. or toU' ,.an.' Rat' ...... t"'-1'" 
4 •• 1 .. " tOI' .,.elt. 1·. al.ftad7 -tlna • pNtt,. p" 
lin .. , bll't 1 DOW 1 ou 40 .. h _"--'1'. 1I'Mh '-""l'. 
l "oa~t ~ ., pnb1e., .x..,,, l't. 11~; to kDow ho. 
"to .an .. " __ ,.. _t'. aU "l'. !:a_a ..... t 1a. 1 
4on f t ..... Mw 1 ... I .... :te _n, .. '..., .... , 
aM It. na4,., ...... · .. ,. of'" ... ~.-. ' 

~ . 
III.rila al.~ "-oop1 .. , .arl, 0..,'-10 ...... 1Jt. ~t .. iM·-· 

, ,t ~ \r~ " t ,) " 

o 

_ "',,' . \~::,,; ':;-3 ;..~', <" ::\ : ~, .~' . ~.:.;,:',:' .,;~~~ :: '.:'1,:, '<':;:;.' /~ l:.'<~~j~-~". '.'~,J' 
f.-.~ .. ~''') 3 ';, '.~ t~".'!. )' l ) .... : .. >\,'\lIÎ'J~.,.~i~~t)''lI, .... ~7;X, .. ~r:"l</.J.J~}-:~;.:~J~: 1~~Ji'tA~;~:-:'<i;:~~;:;~~~f/!{~}~~1~W:a!~-;'·~f!~.~":'iI '!!~!I..J,""'11111 ',~ ~ .... -II 'f' ... ,., .. ,2t.~§I"'_~u:.~.v _!&lI_..... :l."1! 
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listings, althobgh, lite 1D08t Baleamen who move into real 

eatate, h. found this difticult. 
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lartin. The tougheat part for _ ia to get listings. 
And thia is one of the moat important parts of this 
buaine... It ' s 80 important tha t so_ agent., eyen 
some in this company, -are able to .am over $20,000 a 
18ar even though the1'ra nct really sal .... n. They 
can do that becau.e the,. can get sa many listings. In 
order to _ke salea you have to have clients, and in 
order to get clients· you have to have listings. 

o 
Wheraa. "son would work in all the company are •• , 

Martin ooncentrated upon one in particular. He chose a , 

Jewiah aeotion becaua. moat of the agents at Highgate Realties 

are reluctant ta work there (he'i. not Jewish hi~a.lf). In 

th!. way, he gets Most of the 'company leada for' cliénts 

inler8ated in the area. H. ha. also '.tablished a working 
, 

relationship with an agent trom another company who operate. 
,; 

in the district. They tiret met when h. round buyers'for a 

couple ot h.r listings. They enjoyed working together and 

now they exc~ information and split listings. 

Because he to110wed the pragmatic rul •• 98 tor breaking 0 

in to ra.l e.tate .e1ling, Martin suce.eded, 

Cl), he eat&blished hi.selt in a territory, the Je.iah 

area, 

(2) he conc.ntrated upon getting l1atlnp .s well .s 
_king sal •• , Jd 'f.> 

~ (3) he worked bard and tor l,ong. houra durlDg h~s tiret' 

year. 

. 
'8Piiïi1a'tio n1ea, a. 4.tlne4 b1 r.G. 'Baile1, an 

s'tate_nt. _"l1t wbebr or DO~ • l1ne ot oon4aet will -.:.. 
ett •• ti .. _ §St" ... MA '"'J." (,0Xf0J:41 B1t..Jtw~, 1969). . .' 
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By the .nd ot the year, Martin had -.d. IlOre .al.. than man1 
1 

e.tablished .,.nt~, and was uno~tioially d.olarad ~h. company'. 

-rookie-ot-the-year-. H •••••• to appreoiate the cardinal 

pragmatio rul. tor long-t.rm .uoo.... -bulld up goo~ .• ooial 

oontactswith olienta aqd colleagu.s-, and appea~ weIl on th. 

way to beooming a highly auooe •• tul reaid.ntial agent. H. is 
6:-

already thinking about the po.aibility ot moving on into 

. co"'reial ale. in a tew ;rears time, but he t.ele he ha. to 

pt more 'Xperienc. tiret. 

Marllnals. The Marginal agent, unlike the Abortive, 
/.. 

manage. to break in to raal eatate s.lling, but his position 

re_in. preoariota.. He i. able to get by ei ther becauae he 

has a apouse99 who is also worklng, or simply by adjus~ing 

hi •• elt to a 10. standard ot living. Marginals lit. the t~do. 

and the nature o~ th. work it •• lt, but they fail to develop 

productiYl, s'lling strat.gies and are, unwliling to work ha~ 

enough to beoo .. · very slIcc •• eful. 

oo .. nt.d. 

One Marginal agent. Blll W.ll~ 

:!11.. You han th. pos.ibili ty ot ... king .ore mone,. 
.re than it ,.ou're on a .. l.ar7. Of co~. yo.., 'ha.,.' to 

work hard for that. 1 .on't ..orle bard ..oougb tor tbat 
1I11Ielf. Perhap. 11 1 -r:.e _rrie4' 1 .01114, but no. 1 
don't te.1 th. puah • 

•• 11. ... later tire4 ~,. th. ooapan,. •. ~ Â oolleac- .xplained 1 

~ 

H. 3u.t .. 11ft' t, prodv.ô1nc. It'.· 'too baA beu •• h. "a1ly 
me. hi. buiu •• , he had a terri~io --1'7, but he ju.t 
ftn't wl111ac to put in th. worlt;! He .. 4 tG atroll in 
a"t 10.00 in th. aominc, tut 80rt:-Ot tbiDc • 

. ~9tIl., ...... , 'be ..,. .. 1Mm4 or .1~e. In,~the" ' __ "'" 
1 .. u.ine. the ._ral :tira .... to "ter to both _1. __ t •• le 
,acel1t •• 

<t', 

, , ... 
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• 
Th. sale8 .nager, ret.rrfng to •• 11.' reluotanoe to use hard 

sell technique., concluded that • ••• h • .a. th. nic •• t kind ot 

t.llo. that )"ou'd want to .. et anywhere, but, you mo., th. 

road to lucce •• i. ,litt.red with niee guye.· 
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The Marginal eareer i_ charaet.ri.ed by a high degree 

ot horizontal mobility trom OO~7 to company, often initiated 

by the eompany becau.e ot the agent'. low production. .olt 

agent. aec.pt thi. po •• ibility al .imply one ot the e~ct.d 

contingencie. of the careerl 

PaUline .inter. 1 lite it here all right, but l'TI ~ 
.ori.a tor thre. difterent compani... They .xpeot you 
to tulfill your quota here. If 1 don't tulfill aine, 
and they .at .. to aove, 1 .onlt II1nd nry .uch. The 
company aake people to le.ve it the, don't fultill 
th.ir quota. No, 1 don't 1Il1nd if 1 han to JaOve, 
although 1 lite it h.re. 

A fe. Marginale IlOT. around through their own ini tiativ.. They 

blame their company for th.ir tailures and te.p .oving in the 

unrealistic hope ot eventually tinding a tira which would giv. 

the. a lot ot le.d8 and a •• i.tane •• 

R.gultE.. Regul.ra go into .• elling re.idential raal 
" -

•• tate, beoo .. well-eatabli.h.d and quit. Buco ••• tul, and 

re_in in th. bu.ine.. tor a long ~i_.' R •• iiential Nal 

•• tate aal.8-r.,l8hip beco._ th.ir _in lite'. wort. Thi. oareer 

~ patt.m 18 the ... t ."table· and In,.ol~. the leaet aMant of 

Inter-eoapanT _bill tl. All three ~ who had been "'Orking 

.. '1; Highgate tOI' _n ,.a.ra or _ft ftt into. thi. ,.:totem. 

R.plan work bard 'in th.ir .ar1, ,.an while ~ttinc 
.' __ e .~ta'bl1ahe4, .. nt tell4 to .~~ • littl. ar_r ~eJ' bi..,. b1d,lt 

, 
up a .. ri •• o~ oonkot. 110 that _oh <ft- the1r b_ ....... tro. 

, 
-..-

~ '.~f.A _.#" 
~ 't ,~' • l ç-'i 

, . 
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e referrals. In thia later phase ot" their career, their wort and 

leiaure patterns more Qloae1y approxlmate tho •• ot salaried 

work.~s. 'Their success is due to·their haYing deyeloped a 

" 

,) 

.' 

routine set of practice8 which wort. lOO 
, 

They have a good 

rep~tation within an area. a bank ot clients who provide them 

with new business and reterrala. Th,ir approach to .e11ing is 

usually low-tey. They rely upon building up triandly relation

shipè wi th their clients, . ao" that the latt'er will continue to 

deal wlth them because the, like them and trust them. 

It le the Regulars who have been Most attected by the 

recent market slump in Montreal. lOI The, continue to employ 

their habituaI methods, but tind that these no lo~r have the 
, 

same productive results. The-'agents may be partially awareP ot 

,their problem. Durlng one carav •• , the Regular. George Lidstone, 

eomplained about the market. 

Lidstone. l must say, tor,me peraonally it's been the 
worst year l·ve had,sinee 3oini~, the company. There's 
no doubt that you have to .ajuat your approach to 

i ditferent types of market conditions. So .. of the 
agenta seem to be better at adjustJ.ng than athera. 

~.. , 

But during the aame caravan, Lldatone decided not to go and 

inspect'a ne. duplex listing, ~cause he did not lite the area -
and did not like dealing .ith duplexes. The companY's most 

sueeesatul ~nt at that ti .. did BOst ot his business .elling 

duplexes in poorer areas of the cit,. 

1001 do not .. an to imply that they have artioulated it 
in the.e ter.a the.selves. The, have nq~. 

o 

101The poor market al.o inare.... the 4ittlo~t1 ot 
break1nc in. But, a8 the oa •• of l'rank _"ln illuatrate., thl. 
can still ~ aohleved 8uooe •• tul17. " . 

, / 

\ 

'r "!; - ., 
" ,,~f;, ~~'I ,~ 
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Upward,mobi1es. For some of the moat auceesBfu1 agents, 

raaidential aelling becomea a pha •• in a longer. raal e.tate 

earaer. Through their sucee.s, th.l build up capital which 

a110W8 them ta move into other t7P88 of raal e.tat. selling. 

eomaercial, indu.trial, or inv.st .. nt. Th ••• invo1ve great.r 

risks and long periode of living on one'. s.vings. ,but th. 
1 :;< 

8tak~s are greater and th.y oan _ke more monel than in 

reaidential, or the same amount 01' mon.y wlth 1 ••• effort. 

Alternatively, the Upwardly Mobile agent can move into a high 

paying manage rial poe! tion which aftords a nlw ~hallenge, highe~_ ~ 
, 

status, and a good income with more regular hourB. The oaae 01' . 
David Curzon, a highly suceesetul agent who later moved into a 

management position il~uatratee th. prool.s. 

Case History 60. David Curzon. Curson lmmigrat.d to Canada 

trom an eastern Euro~~ country, onl)' to find that his 
'u 

profesaional degra • .aa not recognized in thi. country, so he 
c 

took a l~w-paying job in ,a bank. He telle his own story from. 

that point as tollows. 

tu{'on. l .oon got tired ot that. l dld a lot ot wort 
u 1 got paid Ilothing, i t waB a fora of .lave labour 
~a11y. On. d.a.y l noticed an ad in the paper b,. a 
c01llp&n7 looking tor .. l .... n tg..,.. •• ll th_ir "triprator •• 
l phoned th. anapr and got the job. Wel~. th.ir 
retrigerator. _re on17 •• 11, )"OU mow, about th". t •• t 
high. Who want. to bUf a _.11 trip lit. that o .... r h.rtl 
l had a bard ti_ •• lling the., but 1 got a real . 
• duoation, l oan tell you. A "al prac~oa~ .d~.tion, 1 
_an. 1 •• e4 to be pretty .h,. betore that, but the7 .-.. ft 
u. three .et!"" a .. et and rea11,. drl1le4 into •• the 
ide. ot aelling. \ Thel _.4 to _ka ta. mook on dOo", 
and the7 taucht u 'tba:t. wben the .,eraon aap -no- for 
th. "Tenth tl .. , tbat '. when ~he work .,1n.. 1 
... 't 40ing tt;)o .. 11 wlth the frip., an4 tM Pl8 
.. 11111« vaOU1Dl Ol'~N to1d _ 1 ehould 301r& the.. 1 
ft. 1l •• 1tant at fiNit, 1 _1d. ~tOll oan't eipeot _, 
wi th a prot ••• lonal 4e,re... 110. co out .U1nc ..... 
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clean.ral" But l did.-becauae l wanted the,money. 
Betora long, 1 beca. the top lalesan in the ai ty, 
but eyen at that you oou1d only make a te. hundred a 
1Il0nth, c ' 

.. 

Later. 1 got to be anager of one ~t ttle otficea, 
Then l .. 1 getting a .alary of $12,000. But that .... 
lcind ot a ceiling, you me. what 1 .an. l wal impre •• ed 
by the agent who 101d .. ay house, l had always been 
interelted in raal estate, so l atarted thinking about 
the pOlaibil1tiea. The bigg •• t decision was to give up 
a $12,000 a year incoiae to go baek on a couialion basis.' 
But 1 li~e to worle for a eomBdalion, it doean't put. 
cei1ing on ", aspirations, you know wbat l mean? 1 had 
considered 'going into nal e.tate fi.,.. years betore, 1 
should have done, I could have retired by,now. 1 
decided ta join thia oompany, becauae I had a1wa1. been 
impre8sed by how business-like they .. re. You mow, 1 
had 80ld eight houae. betora on MY own, just by putting 
ada in th. paper for people, you didn't have to have a 
1ieensl then. But the trouble !e you don't le.rn any
thing on your own, it'a better to be with a big company. 

I must aay it'a difterent selling hou.e.. It'a not 
like salling ,vacuum eleaner., you maet people on • 
difterent level. Sllling houses ls easy, 1 tound, people 
even come ta you and ask you to .ell their house, and the.y 
act as if you're doing the. a "tavourl Tt's not ~ike with 
selling vacuum cleaners, where you t.el practically ae 
though you're begging. Let'. la)' It .. a an içrove.nt 
for ., 1 Improved m.y status. In.y tint Jear, really 
little more than hal.t a year, l made $7,'500. The 
company were all&led. becaus. that ... s a ~ces8ion year. 
But l just worked sa hard, l had lots of, ambition you 
know. 1 u.ed to work whera no-one ele. wou14 work. In 
the Jewish are., tor example, none of th. agents would 
wort there, 10 l used to tat. thos. listings. l dealt 
with all th. hardest people, but l dldn't mlnd. l made 

.. sale.. l uled to lmock: on doors, everything. It .. s 
_inl,. a _t'ter of motiJ;tlon. In the .. cond year{ 
they .et me a quota ot $10,000 ane! 1 _de $1.2,'500. 02 
The -.nager was a •• ed, bat 1 tole! hi. that that wasn 't 
lood enough. fh.n he aet 117 quota at $12,.500 and l , 
_de $15,000. Th. nen year 1 _4e $20,000, the aore l 
leaméd tHe .ore IIOney l _d., then i t .al $22,500, then 
$25,000, t~en $)0.000, and so on • 

. ~ :iu~Loh .. ent .. ia sl"n a qu.ota b, th. cOIlJMUl1' tor the 
colldng",.u·, ba .. 4 upon his paat pertorarloe and th.Ir 
.xpectatien. tor hi.. ~nt. are not rewarded .. teri.lll tor 
bett~rinc ~belr q~taa. but take auoh .. ti.taction tro. dolnc ao. 

• 
The apte. 1. aaal.agolla to a haridloap in golt' -- i t pem t. ne. 
agente to be oollpU'tld .i th .stabl1l1hed l'tan 011 a ta1r •• 1a. 

" 
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tater, atter he had become the top sale •• n in Montreal, 

Ourson ft. ottered a good managerial jo]; by Highgate Real 'tie., 
1 ,. 

who .. re atraid that theyaight lo.e hi. to an\outeide ooapany. 

Thi. 'ft. a crucial tutning point ln hls càreer. 

Curson. This opportuni ty oa. Along and 1 considered 
It. You mow, 1 t'I not everyday that an opportlUlit,. 
co ... Along. It's like waitlng tor th. next bu., it 
you wait too long, you .ight Bdls It altogether. You 
lmo .. , you reach a point whera 1I01\ey i. not everything,. 
where you want a new challenge. I decided I coulc! take 
a eut in ay inco... Atter"-all, 1 have a wite and a son 
who had grown to be tIltteen pars old, and 1 wanted 
a chance to spend some tl .. with th •• , _lnlt.ad ot, 
having to be ready to .. ork .very .. ek-end and e .. ery 

'night. So I decided to give it a try. 

Curson is now • aucce •• tul manager ln the company, and 
'0 

his entrepreneuriai talent has been ohannelled Into initiative 

tor company expansion. Whether or not he re_ins at Highgate 

Realtie8 will probably d.pend upon th. extent to which the 

company aceomaodatel to his demandl tor growth and innovation. 

Perennlal High Producere. Th ... as-nta aohie.. a high 

degree ot luceeSB in .elling re.id.ntial property, but, because 

ot lome structural or cultural barri.r, they do not mon up 

into other aspecta ot raal estate operations. The .. in barrier 

il sex. Fe_le agents are both 1 ••• litel,. to con.ider going 
J 

into other types ot selling, and are lesl litel,. to be considered 

tor th •• e po.i tions by the _1. -.nacers ln the.e depart_llt •• 

To underatand the .ocial reason. underlying'th ... attl~ud ••• it 

il neee .017 to re'Yl'w briet1,. the entrr of wo_n into 

re_id.nt1.1 nal •• tate .. lllnc. , ~ 

~ ~ 
A1tho-sh te .. 1. ~nt. ha4 beoo .. talr17 oo ... n ~n ~ 

part. o~ North, AMri ... b7 the 19'0'., the 
"' .' 

" .. ft 

l J~ : M 

f~~l.~:~ : .- : :1":' i:Pll_'~ ~ ~ '~: ' 
. ., 

",' , \ ~ ~. , ~ ""~' ~ 

;, ~ f'\ \,.~ J~ ~~~rIt ;;l ... :~",i-L\~':~; !~.I:~l 

; 

J' 
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1 e agents at Highgate Realtie. ft" reluotant to tollow the new 

1".: ,. ~ 

:+;;;~ '+t ~ ", .t'à 

trend. They ftre toroed into i t, ho_ver, 'because they had 

been losing 110 any ot their top _le agent •• e a.nagera and 

co ... rcial, . indulltrial, and inveatment .a1e •• n in ne.r, 

taster growing oompanie. during the real •• tate boom of th. 

'tittie.. A company director explain.d. 

Director. A lot of compani'. _ra 'Xp&nà"ing, aria a lot 
ot n." ooçanlea were being tormed. They'd look around, 
and ••• the •• men in our company. They'd mow that they 
ware properly trained and .0 they'd otter the. a job. 
We lost about t'wel .... ot our best .. n lin that. It ~ 
a ahattering experl.no.. Anyhow, bec.u .. of th!a trend 
i t bticame harder and hard.r ta get good _n to lltay ln 
re.idential. lt'a only in the la.t three re.re that 
we 've had thi. big intlux of wo_n. It'. been a real 
invasion. 

At the sa. time as the.e openinga were bein,; created. wo .. n 

.ere proTing that they could aucce.d in reaidential .elling. Por 

the.e pione.rs, 1t .as quit. a .truggle at the beginning. 

ur. Reid. 1 tried to get in he" but th.y wouldn't 
e ., or at least they .. id ta come back. te" 

montha later; but 1 wanted to start right away. 1 
then tried'Peter Innis R.altie., but h. wouldn't take 
_ ei ther, 80 then 1 tried a •• 11 fin. and the~ 
are de,.perate tor agents, 80 they too1c .-. There 
were on17 about haIt a 40.en wo_n ln the busin... th.n, 
but 1 ... lucky and d1d extra_l,. _11 al.oet at onoe. 
Peter Bnnil ataned takina wc_n th. to1lo ... 1ng ,..'1-. He 
told me he ohanged his polloJ bèoau.. ot _. T)le' furmy 
thing fta tha;t l t .. a the ule. -.nager the" who •• 
_inl,. againat tald.ng ln wa.-n. Well, he put hi. am 
hou •• , ~n the .. rtet and 1 ended ap .. lllng lt. 1 
thi~-n, de014.4 to cnang. hla polior after that • . 

Rei4 lateJ' beoaM the JIO.t .ucee •• tul te.le acent ln Iontreal. 

When ah •• pplied acain to Highga:te aealtie., baca •• Ih. wante4 

to work tor a larger COllplUll •• h ...... ,..100 .. 4 graoloualy. She 

.... , tor eu.apl., ••• 1111.4 a lara- prl'ftte oftice _xt to the 

J • 

" , 
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AlthOUgh they now aetnowledge the.women'a lucc.aa, there 

is still a lot of rea~n,_nt a1lOng the older _le agenta_ Tb.ey 
" rationalise the aucees. in terme of the :te .. le'a aduntage in 

.howing hou.ea to women clienta. She i. ln a bett~r po.ition to 
( 

discUBS the ki tchen and the child~n' 8 bedrof'" On the other 
1 

han4 male agenta are purported te;> be more "busine.llike". and 

:tor t"hia reaaon to be better sui ted to selling other tOrilS o:t 

real e.tate. In many ca.e., the te.l. agents themaelve. 

shan theae perspectives on the relative advantage. and 

disadvantage~ ot each sex. 

Ev"J'the .ost auceesatul women at Highgate do not look 

torward to advancing their aare.ra by moving into other types ot 

.elling or managerial poaitions. One of the t.o top te .. 1e 
, , 

agents plana to remaln in her p~ .. nt position until ahe savea 

enough IIOney to retire, while the other plana to continue "unlea., 

1 _et up with aOM .an who oan gin _ the st,.le ot living l've 

grown accu.tomed to wi tho,.t III having to wort." Seven out '-ot 

twelve -.le agenta, by contrast •• apire to higlae!"' .elling or 

manageri.l care.ra. ot th ... , a1x have been 1... lucce •• t'ul ln 

selling reaidential Propert7 than the top te_l.I.~03 
'1'" 

Other than .. x, th •• Ioribed characteriatl0. ot age and 

10,1 t.. .ucoelatœl t ... le as-nta in MOntreal ha .. 
achieved oooupation&! .obilit1 b7 .etabliahine th.ir own real 
•• tat. tirM. 'ooording to the Ir, .tati.tioian, 9 or 10 ot· th. 
approxi_t.ly 250 bl'ODre of th. JIontreal R.al leta_ Board _re 
t •• le •• a ot October, 1969- Only a t." ohance thi. rlekJ' 
care.r aoYe. "et "remlala are .tteotlnlJ looad-in 'te . 
reaident1.l .. lling_ 

" , -



e ethnioi ty can be barriera to IIObili ty. A .. leean who beco.e 

very auoeeaatu! .elling re.idential raal •• tat. wh.n h. ia 

qui te old i. le •• litely to risk anoth.r oareer mon. A8 one 

man puta it, 
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Look, l' •• ixty now, hey. l've got MY own littll corner 
here. 1 have .Y oontaota, the people that kIlowabout me 
here. 1t would .an atarting aIl over &gain, it 1 .. ra to 
go' inta induatrial. 

Ethnioity can alao be a ~rrier. A J.wiah agent, tor 

example, may have troubll advanoing 'i~~an Bngli8h or Prench-
rrr~"" 1 

Canadian company. A 80 .. what ditterent barri.r to IIObili ty 
\ 

d_rivea trom the taot that a mov. into ~ment or another 

tind ot aelling 1. a atlp upward in an organisat~onal oareer. 

Unlike the entreprenlurial a.peeta ot the reaidential sale • 
• 

career, 8uooea8 in an organisational oareer ~nvolve. 4itterent 

eontingencies and require. ditt.rent atrategiea tOI' .uoe •••• 

Primar.ily, it neoeaeitate. the cultivation ot harmonioui 

relations wi th superiore in the organisation. One ot the best 

agents at Righgate Rlaltiea, who was alao a major eourcl ot 

innovation forl-"lllproving org8.nlsatidnal ettioienoy, taill4 to 
) 

\' :-
advanci part~~caU8e h. was conaidered a trouble.o. 

innuenoe by ao_ ot the ÎIore powertul anagera. 

Pro. a wider perapectiri (a. /w. taun -ln Chapter 2), 

.... oan •• e tbat the lack ot an .laborate bureauo1"lLtlc hierarch, 
... ~ " 

in the raal •• tate b1l8ine.. 18 a ba.io' .obi li t7" barrier. Onl,. 

the Direotor-·. 3eb at the Irontre.l Real Ba ... te ·Board la _11-
paid and pre.tlcioWl, 1f~il. .at po.i tlona at th. lo~l, , , 

pro,vincl.1, and Dational 1 ... 1a aN Il_lel 'b,. "t1ll1-t;~_ RobN. 

!he Pel'elmial Rich Pro4uoen, lib the Blpl.arI,' ha .. 
. . ~ 
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long-te ra, stable c~reera in rea,idential s.lling, but th.y differ 

in th.t the,. _int.in the high,'r level of .ale. of the Upward' 

Mobile.. However, the caree~ blccks of S8X, age, and ethnicity 

hold them ln aale. careera where they convért s.le. strength 

into high prestige and-a bett.r bargaining position with th. 

company. 

Minorltl Pattern!. Th. five main career patt.~. 
" 

diatinguished so f.r are ideal typical con.tructions based upon 

twenty empirical,case. at Righgat. Realtie. and a coupl. of 
. " 

ca.e. of ag.nts from oth.r coMpanie.. The income curv.s for 

th.e. five patterns are pre.ented in Graph. 6 •• to 6e. (page 

151). Thre. factors combine to produce the.e patt.rns. aale • 

• uce.s., opportuniti8s for career .abi1ity within real e8tat~, 

and agent's d.cision. about wheth.r or, not to continue in 

.e1ling re.Jidenti.l ra.l 8state at particular ph •••• of th.ir 

caree'ra. 

Th... f.ctora can be repns.nted in t&bu1ar foni to 

define • twelve-told property_spac •• 104 As T.ble 6 •• illu.trat.~ 

our fiv. eapirical caner patterns fit into fiv. of the twelve 
" 

cell •• ' Thi. le.v •••• yen other 10gie&1 po.s~billtlea and, 

ae Barton auggeata, one of the purpo ... of auch an exerel •• of 

"subatructlon" 1. to brlng th ••• to attention. Are the ra 

eapirical c ..... hi~h fit the e8pt7 oella, and if not, why not? 
'.~ 

Ib4se. Allan H. Barton, '''Th. Conoept of Propert,.-Spaoe 
ln Soc1.l Re •• arch,· ln ft! N'1geR' !fl!al Reptb. e4. br 
Paul P. LasarefeleS and IOrrl8ôi.lrr,," fOr~rH 'N •• , 
1971), pp. ft.O - '3. . Q , . , 

, , ' , '/,.. 

, '".~' l ' .. ~ ,: .. ~, 4: ~> ... "~; • ,'" '.:~, Ar4~!f'~:" .. ~r.j~~,~:t~': <;' , 
f -xt~.{;_( \-::1: ~ ~,./ '.J ~~ ~.L''f-~~ ~~.:~ ~: !. l,~_l: ' ... ' )~f1;.~4:'\.\~:?:. ~~~ ;J/\t 'Ir~1~"7>"'" 
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INCOME I.NC OI'1E 
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Income Gurves for rive Main Career Patterns 
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Table 6a. 

Re.idential Real B.tate Carier Patterns 

Iobili ty 

Opportunity 

Yes 

No 

Decision 
.. High 

($20,000+) 

Stay in_ xx 

Move up_ ,U. Mobiles ... 

St&y In____ Perennials 

Moye out xx -

Sale. Sucee •• 

Medium 
(lo.goo-20.o00} .. 

.xx 

xx 

Regulars ~ 

xx 

le 
, <lO.OOO} 

xx 

xx 

Jtarglnala 

Abortives 

Conaidering tiret th. positive opportunlty rowa, we rind 

that the10nly e.pirical type represented 1s the Upward Mobile •• 

The.e are highly successtul, achieve opportuniti •• tor mobility 

ln real estate, and decid. to move out ot re.id"ntial .elling. 

or the other ~ive logic&l p08sibllitie., we would not .~ct the 

low succe.è ~nt. to be given opportunitie. tor mobility, and l 

h.ard ot AO empirical exaaples. 

Two .abers ot the property -.nage.nt depart.nt ot 

Hlghgat. R.alti •• fit Into th. poaltlYe opporttu'llty, _4iuII

IUOO... oategor"J, and aco'pt.d lli.ddl. -.nace.mt po.l tion. ln 
o 

, , 

real esta te wh.n gi ven th. opport\Dll ty. Th.,. both oou14 ha" 

_de a gaod l~ .1na .t! lling hou.... but 41d ~ot lin th. 
, 

ln •• our! tJ' and irreplar houra, 80 th.,. 110 .... 4 Into th. t'irat 

aVaiiabl. 1I&lari •• po.i tion. Th •••• iatant ..... 1' of the 
o 

pl'Opert,. _'Q· .. ~nt 4~part_nt reoall. hi. 4 •. o1.1~n • 

1 loldc ,..id.n't1al ftal •• tate -he" ~or 81x IIOftthl, .and 
...... 4 to .. 11 .lx ho .... ln. that t1_. But 1 bad,_ 
wif. and .MUnn aM 1 •• wonins .... ft .,. a ,.et .
."17 ... Jt .... JlCl. !ben 1 .,. tbat "he .~ ... 
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adverti.ing tor this position and 1 deeided to apply.' 
It g1ve. more .ecur1ty baing on ~ salary. 

A t!W fairly lucee.stui and véry 8ueoes.~ul agent. told .. th.y 

had declined .iddle management position. 'with other companie •• 

They decided they couid eam .ore by selling, but would hay~ 

acclpted ~ higher management or selling position if one had been 

ott.red. 

Neither perennial High Producer., Regulars, nor MarginaIs 

have receiv.d aobility opportunitie. in real e.tate, but have 

elected to'continue .s ~8identi.1 ~nt •• Abortives ha.e 

reoeived no opportuniti.s, but have d.oided that they cannot' 

aake it in real e.tat. and have lett th. occupation. We would 

expect to tind ca.es ot .. diu~ sucees. ~nt. who d.cide to quit 

selling real .stat. and take up a new occupation. 1 he.rd ot no 

o.s •• , the probl •• ot cours. is that ., _mpl. wa. drawn onl,. 

troll thol' who re_ined in. Perennia1 High Producera, .s would 

""" be .xpeot.4, remain in real •• tate ev.n though blook.d troa 

turther mobility (with th. rare .xc.ption ot a te •• ho create 
o 

opportunitie. by establiahing their own ~ir.8~. 
n ~ 

Pina 11,. , l should point out t~~ aany -..n •• 'at any on. 

ti.. cannot be cla •• itied aocording ~ th!. .ohe .. , b10aun 

their careertl ha ... not progre ••• d far .noUCh. An .nt who 1 • 

just startine a,. tollow any of the patt.m.. Anoth.r who ha. 
....-

'" b1eo8 ... 11 .... tabl1.h.4 atter one ,.ar, a1lob a. Prank partln, 

" " 

in ca •• 6b, ., 'turn out to be • Repl.ar, an Upward .,bll., or • 

Perennlal Rigil Prodjaoer. CamI' patte ma 4e .. lop 0 .... 1' '1 .. , and 

indi ... i4u.la' pattema are not eleU' 1IIltl1 the,. han apellt at 

le •• t th .. _ or tour ,.&'rII ln the oooupatlon. 

-
.1 

. {< l, r , 

'} ..... ~>,.' ~> • II~ ''''>''; ,,"\'~ ,10 , 
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Caner Pattern. and ~tt!W!neurlal strateS11s 

It is instructive to conclude this discussion ot career 

patterns Qxplicltly in teras ot the ent~preneurial _bdel 
v 

pre .. nted earli.r. Abortive. and Marginal. tail to establish ' 

.ueees.tul careers because the)' ta~l to inv •• t enough ot th.ir 

initial resouree. of time and etfort either in an absolute 

.ense,' that" i. Jn terme o~ aJlOunt ~ ot work per unit ot ti_, or 

in a distributional sense. the)' tail to aequire suttiei~ 
listings to ~ •• ure success even in th. short-rune 

Regular. Upward Mobile., and Perennla1 High Producers -aIl 

•• tabli.h th •••• lves sucee.stully. But th.ir ca~.r pattern. 

ditter in ,the long-rune Having eatablished the.selv •• , and 
. 

having begun to achieve a bank of .oelal oontact. a. .eeondary 

resouree. for Inve.tment, the.e agents a~ ~ac_d wlth a choie •• 

ot their en.rgy reaouro_._.l th 

nd sint.in thel:r income level. In, 
, 

nvest th_ir secondary re.ourc •• to , 
:; . 

produce increa .. d 1 OS Thi. is the laplieit deeiaion of 

th. le.. aehie~"nt-co ous and ~ faa11y-ori.nte4 Regular •• 

Thair fre.do. to maka thi. d.cl'ion depend. upon thé hou.ing' 

... rket. When th. _rket c~. untavourably, th,.)' are ,toro'd. 

to re-adj •• t their allocation of re.ouroe •• ~ !bey aûat •• tt1. 

tor eith.r 1 ••• inco .. , 1 ••• 1.i.ure, or .o ... hat 1 ••• of .aoh. 

'lhe Upward Mobile. and the Perennial Rich PrOaU"" 
, , 

103'or an analysi. of s"ch a proc ••• L ln .oon~.te 
antbropolol1, ... Richard. ~. Sallabul7; m, Ste '0 I •• J., 
(R •• JorJu C&a'bri. University Pre •• , 9 ). . 

, ' , ,. 
}:} ,,} -:.~ \ " ... .: t :ir r ~.; ~ -."H~"M ,i ~Î". 
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continue to invest their initial resources ot ti .. and ettort at 

the sa .. rate atte~ they have ~gun to build up their aeoon4ary 

re sources , and their income ri.e. accorcUngly. The Upward 

Mobiles continue to expand production until tney can convert 

their success into a new selling or managerial position, while 

the Perennial High Producers eventually attain a celling, because 

time ia a lini ted reeource and a point ie reached at which the . - ....... 
optÎ'mal combination ot initial and secondary resources ia 

achieved. Purther social capital cannot be converted into 

sales by the agent because he simply does not have enough time. 

Exceptionally, however, thiB, surplus social capital can be . 
converted into estee. and deterence trom colleague. by giving 

excess listings and leada to less successtul agents. There i8 a 
, .. 

certain noblesse ,oblige el.ment',to the tew .. ~nts who aecomplish 

" thie. " 

Joan Reid. 1 tind l'. getting IIOre 1e"s!s now.' ,Soaeti_s 
Ï a8c13. that 1 eantt take one. 1 dont \ want to have too 
.many listings. 1'd just as soon so .. other agent had 
them 'and ~ot the commission when l made a'sale. l 
~8ometimes put out even harder to help other agents than 
l do on my own listings. 

The nal e.tate agent's work, the strategie. required 
! 

, 
tor suceeBB, and the caner pattern. de.cribed are the develop-

J~ mental eontext tor thé aooial .elt ot the rea1. •• tate agent. 

B!al Eatai' Sal .... n_hip and th! Selt 

As EYerett Hugh •• ha. polnted out ...... a -.n's, wort ia one 

ot ~th1ng. by which he ls jU~d, and' certain1; one ot the 

110" .1p1tloant thlnga by which he ju4pa hi.elt ... 106 The 

" 
~ J H- ' .... ,. 

~.. , ,~~,- ~/ ' 
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eignificant others107 for the real estate agent are his olients, 

his tellow agants, and the -.nagers of the company. These othera 

detine his worth in terms ot his skill and luce •• e in making 

sales, and the agent comes to evaluate hi •• elt in these terma. 

Real astate selling ia cyolica1, with fluetuating periode 

of ~alea luccess and sluMp.. These fluctuations ettect short

term changee in the 8elt, both in it. emotional and cognitive 

aspecta. The self can be conceivad of as haying two components, 

a self-teeling and a selt-image.108 Selt-feeling is the a.oUonal 

s1de ot the selt, it coneists ot the emotions one experienees 

in reterences to ona's social standing relative to significant 

others. Self-image ie the cognitive alde, consieting ot ide.s 
" , 

about onets own worth relative to the.e othera. 

Agents in aale. sluaps become depres.ed, brood about 

lost sale., and May begin to question t~eir own ability. New 
... 

agants'start to wonder if they will ever be able to make it in 

real estate, while older ones _y A.k the.eel ... e it they are 
" 

slowing down or loaing therr touch. SOmlti ... , the agent will 

project hie problema on to others, and bla .. the oo.,any or hi. 

oolleague. tor hle slamp. The to11owing oonversation be~en 

uo agents il1uatrate. the situation.. The agent experienclng 

the a1ulllp, Teresa Verge, had had about two ,aara experien~ at 

, the ti~, and had reoently aaved, ta Hig~t., Realtie •• 

1011'1\1. analyeis tollows the worJt of Gegrge Herbert "ad. ftnd, Self. and Sooiety, (Chicago. UniY8rt1it;r 8t Chicaco Pres., 
934 • v ' 

!> l08J1oet disoueeion. ot the .elt pal tao little attention 
ta it. aJlOtional a14., whil. Hoana' a1ternati" diota tbat 
"Aotiv1tle. detamn ... ntl_nt.- 1. rathar o .. z-..aiapllti.cI •. 'Se. 
George C.· Roan., th! ""'M iJ'OD (LoMOnt Routl.q. and bpn 
Paul, 19'1). 

~ -_ .. 
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Teresa verte. l don't know, l suppose she. (a third agent 
who .... s no present) 1& a good saleslady. AlI her 
enthu~iaBm about all her' "lovely hOU8e~" must rub,otf on 
to Et>me ot het' clients. 
Rosemary Crawford. My~ aren't you being biichy todayl 
Verge. ltts thls damn client that~I ~s teilinl, you 
about •. Wbat kind of a saleslady am 11 l even have a 
client "ho likes $. house but won ',t put his name on paper. 
l can't even persuade him to do th~t. l don't know, l 
think l should get a job as an appraiser. l go and 
appraise a pouse in'about tive minutes. l tell the peopa 
aIl about how they should manage thei~ house, whether 
they should se11 this year or wait until next year, and 
what repairs they should do. Then l think ta myeelf 
arterl l must be nuts te11ing themall that. l'm 
Bupposed to be selling them -.a~ house! ,-__ . 

--Crawford. By the time this area Is worth' ahythlng (the 
area through whic~ we are driving) ".'11 probab1y no 
longer be selling t real estate. 
Verge. l hope note l hope that in two years time l'Il 
have found me a ~n and won't have to work like this for 
a living. WeIl, r hope J-M s sunny on the Cape nex:1; week. 
Crawford. Oh, are you .lng a holiday? " 
verfe. l sur..e am., l 'v,e got to get a_y from this 
bus ness for awhile, before it drives me orazY." , 
Crawford. l wish somebody wou1d se11 that listing of 
mine. 

~Verge. l wish somebody would "~ a listing ot mine! Do 
you know, nobody has evefi shown any of my listings. And 
l just can't seem to get any more listings and the 
company haventt given an ~elp.' l think l'Il have to go 
and se~ the management. 

This agen~ did go to the nager who li.~ened to_her 

.""- ----p".P .... Q-.w~~~!:!oIM\IÇ. ""Laire h~ ;;:lCé about 

also a tew good lea ~ • ~-o She mana 

cquire listings, and 

ull nerself out -of her, 

slu~p, and by the following year had become one of the top , . 
producers in the department.·· The last time l sa. her she 

J 

explained ta me thata "What it takes to suco.ed in this businea. 

is gutsl ft
, She had just s~l~\ a house that morning and had ~ o~er 

on anothei" one1 and exclaimed euphorically t,hat 1 t _s ~a 

( mi~cle!" . 

'~,~ereon's self-image and his sel~-fe.ling att.ct hl~ 

.. 
, , 
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presentation of himself in his relations with others. 109 This 

poses a serious problem tor the agent who is teeling "down" 
t, 

158 

because of a 8ales slump. His succe.s'depends largely on his 

abifity to instill confidenoe in his clients through his own 

apprearance ot enthusiasm and self-assurance. When~he teels 

down it is more ditfioult to project a favourable image. Agents 

deal with this problem in various ways. Some, like Teresa Verge, 
.. 

go to the sales manager with their problems. ~e once descrièed 

nimselt as a "father contessor". others talk to colleagues ~ho 

have had similar experiences and pulled out of them. Oavid 

Curzon whould paya vieit to a client whom he had satisfied 

in the past. 
,-

Curzon. l'Il tell you one of the things l used to do 
when l WBS down. l used to vieit people ~o whom l 
had reeently sold a house. They would t~l me how 
mueh they liked it and l would teel mueh better. You 

" zizzle up, you know. 

AlI these'methode are attempts at revitalizing the self through 

tavourable stimulation trom sigriifieant 9thera. 

Mo~t o~~t~e more experieneed agents had learne6 to aece~ 

slumps aa a routine hazard of the ~ccupation, and could project ~ 

a !avourable impressiori to ~ olients even when feeling clown. 

Long-term sucoess allowed them to re~d~tine the slump a8 a kind 

ot natural hazard, not a failure for which they were p$rsonally 
.' 

responsible. Often, they would work even harder during thes~ 
, . 

~ri9dsJ this was both therapeutic and a .trategy likely to 

\. ," 
~_ 1 .' r ------~1~O~9~H~o~mân~ s makes this_point again in a rather over-

aimplifled way, when he argql8 that .entiments al.o determine 
• activi ti •••. 

v 
H1,e beit .xpo.! tion of thi. ia in " Marrlage , " 

Authori ty, and Ptnal Cause.,· wh{'ch le reprinted in Stn$l .. nte ., 
• and Açtivitl •• (London. Routl.dge and Kagan'Paul, l~'J. 

~ ~ . 

/ 
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4It alleviate the slump. It is a180 Dlost likely to maintain a 0 

favourable impression with the sale. manager, a. the tollowing 

co~nt indicates. 

Jim Young. One of the important thincs in thi. business 
i8 per.everance. You must keap 9n working your best 
even when things are not 80 good~ A good example of this wa. Peter Green. Back around J'Wle, he went through six 
weeks whan he coul~n't maka a sale. But he kept sluggi~ 
and then he made ~arly $6,000 in one month. ~ne of the 
really important things is for the agent to be confident 
in dealing with his clients and vendors. About six 
months ago Joan had really lost her confidence. But s~e 
kept working away, and with a few sa18. lat.ly she has 

,got it back. You can re~ly tell to look at her. 

Sometimes, rather than wort harder, the ~gent will take 
• 0 

a hoMay to "get away from i t aIl" and hope to come back "a new 

man". Holidays .erve an important psychologieal function in 

the re-vitalization of self. As one agent explained balora 

leaving f'or his annual nea tion 1 

~ ~e Lidstone. l feel that l naed a holiday now. You 
lInd soma agents get really ratty, when they've be.n 
working too long wit~out a ho!day. Louis caron WBS like 
that. He .. s a good'man, but you could tell he .al on 
ed~ after he'd been working a year~ Then he'd go 
away ca.mping .wi th his family for two weeke, and come back ' 
a new man. ... 

Over the years, the ag.nt's self develops as his c~reer 

pattern tates shape. A drama'~ic change can oceur initially 
o 

when an ambitious, but previously shy person, starts .alling. 

We have seen how this happened for David Curson when ne became . 
, a retrigerator sale.an. The tollowing i8 a description by her 

husband, ot a change that occurred in a WOI8n after she beca. a . 

real 8stata agent. 

Hu.band. Sell1ng oan be 8uaMd up ln one phra •• J "How 
are ;you".. You have to be able to •• 7 that not •• a 
pla t~d., but so tha t ;JOu show tha t JOu ',re "al17 
lnterested. You 1J.r;y phoning rq hou .. 80. ti .. , and l~ 
rq wlte an .... r., l'ou'll ... wbat 1 .. an, You Iho.ld haft 
... n t~~ c~ ln that wo~1 Sb. u •• d to be afrald t~ 

, '" - . 
, 

"' , 
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uae the telephone, even to phone our good friends. If 
~he wanted to hav~ them over, she'd get me to calI them. 

As his caner takes shape, th. agent comes to see himselt 

as a good agent or a po or agent aceording to how his success 

comparea with that of his colleagues, and to how he ia respect.d, 

ignored, or maligned by colleagues and managers~ For successtul 

agents, the tavourable selt-image and self-teeling beeo .. 

positive values whioh they want to preserve, the preservation of 

self becomes an important motivatiônal force when money problems 

are no longer as important as they once were 1 , 
Joan Reid. l really haven't tound inco .. to be a 
p~obiem. l suppose it's a problem tor some agents, but 
l've always made far more than l actually need. l 
sùppose l wouldn't like it it l was paying ott a 

~ mortgage, paying ott a car and had children to cope 
with. You know the 'really important quality i~ this 
business is ego-drive. It's the satistaction ot 
accomplishment. l really feel wretched it l don't 
accomplish a certain amount par year. It's not so 
much just thEi money •. You really have to keep at i t so 
much if' you want to peTsevere. 

This statement also retl.cts the vulnarability of' a top agent's 

position. Ris prestige in the ~ompany is directly dependent upon 

maintaining his high-Ievel sales p8ptormance. The business is 
CI 

highly competitive, and new ambitious agents are alway8 trying 

to surpass the established stars. 
-

Occasionally, an agent develops an almost obsesaional 

preoccupation with his work. It takes on such importance in his 

life that he loses his inblination to do other things, ••• n to 

the extent that his heaith beoomea threatened. The tollowing 

comments'are about three ditterent~agents, the "tlrst two mad. 
~ e by' a member ot the agent'. taudly an4 th. third by a co lI. que • 

• > • 
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HUlband. They 8ay that women work only part tima, but 
01 courae 80me of the. get oarri_d away and wort aIl the 
~ime. Like my wi!e, she worka fu1l-time. Yeatèrday sh. 
went to wort at 9.00 in the morning and didn't stop 
until 10.00 at night. 

Son. Dad'8 whole life i8 real estate. He hasn't had a 
hOriday in the pi.t six years. He can't attord to, not, 
only tinancia1ly, but in the sense that he doesn't want 
to get out ot touch with his clients and the market. 

'Colleague. It's a demanding job, It's round the clock 
Ir you want to be good a t i t. A lot ot the good men 
get really tirad. Two years ago Jim waa getting so 
tired that he wa8 really punchy. Really, people Were 
worriad about him. 

Betora leaving the ,occupational selt of the real estate ' 

agent, a reminder i8 in order. -The selt is not simply a 

passive retlection ot others' perceptions.110 There ls, in 

Mead's terms, an "1" as weIl aa a "me". There la an aasertive 

or even 8@gressive side to the human selt. As Erving Gof~man 

puts itl " ••• the Individual can Act so as to determine the 

traits that will thereatter be hisI he can Act ao as to create 

and establish what is to be imputed' to him."lll 

Agents 80metimes reject others' i~s ot th_maelves. 

The rejection may be detensive, auch aa John Mason's statementl 

"1 know l'm'a good saleaman, 1 know 1 can do aIl right if 1 can 

Just get establisbad." Or the rej.ctton may be aasertive, the 
• 

agent .xpressing disaatistaction with hi. own performance even 

though othera are t&vourabl~ impressed by it. David Curlon's 
" 

insistence to ~i. admiring 'aalea' manager that "i\ still i.n't 
, ' 

good enougl't'illustrat •• thi.. In a si.ilar way, Frank Martin 

11oThl. i.age of the .e1t ... populari •• d by Cpol.~'. 
notion ot the "looking-gla.~ •• 1f". Cnarl •• Horton Coo1-1. , 
Hean "atm and tbe Social Orcier, (Ne" Yorlu Schoken, 1964). 

. lllBrt'ing 'Got.f'Mn, In;aractlon Rl tua. (Ne. York 1 . 

Double4ay Anohor, 1961). p. 2, • 
" , 

• 

r 
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shrugged otf-my suggestion that everybody thought he was doing 

extremely weIl. "l've been doing aIl right. l'. already making 
• 

a pretty good !ving, but 1 know 1 cano do much better, much ~ttenr 

In the long run, of course, these assertions of .elt are etfec-

" tive only to the extent that the agent, through his pertormance, 

oan prove hi. claim and bring others into line with his image of 

himself. Curzon was content that his claim had been s.ti~tac-
1 

torily established only when others were reterring to him in 

statements like this by the personnel managera 
t 

• 

, ~ 

You know, if you want to tind out about real estate .
salesmen, f~u can learn aIl trom David Curzon. He 
made over $40,000 last year as a salesman and know8 
everything about selling • 

Occupational Perspectives 

In this tinal social-psychologioal section, we shitt 

focua ~rom the individual raa~ estate ag~nt to raal estate 
. 
practitioners a~ a group. The members ot an' occupation, through 

their common experience's and mut ua 1 interaction, develop 

shared ideas which we can oall an C"occupational ~rspective~ "112 , . '\. . 
In an open, competitive society, occupational perspectives are 

. ~ 

,developed to a large extent with reterence to other oc~upational 

groups. The occ~pation tries to pI'oject an iage tavourable to' 

itselt in oomparison to o~her-groups. 

112The notion of a collecti~e perspectiVe 18 de~iv.d trom. 
Mead as interpreted by Howard ,S. Becker, Blanoh Geer, EVerett t 
Hughes;' and Anselm Strauss. S.e, Dt" ~ White (Chicago. Uni .... r-_~ 
ai ty ot Chicago Press, 1961~, and a so oier !1:..~, MaJd~ th- ' 
Grade (Ne" York. John Wiley, -1968). Mlad's state.nt can 
toun~ in -The Objeètive Reality ot Perspective.-, ln G!or~ 
Hefber.,t t" Oft SoClald!JOhoi§!f' ed. ~;r Ans.la Stra~.; Cltcac01 ' Uî'ïnrst of clilo&go 8S, .), pp. 342-,,54. ..ad •• _re 
intereate4 in Individual perapeotl ... a. an explanatlon o~ 
indl vid,ual dltlerence. than his IIOdem interpretere. ' 



\ Two occupati,?nal perspeotives are found among the agents 

of Highgate Realties, which 1 shall calI the entrepreneurial and 

the service perspectives. The entrep~neurial (or business) 

perspecti~ de~ives trom the nature ot the agent's work, and the 

competitive way in,which it is organited with successful efforts 

directly rewarded \:5y inore,ased income. Like the capitains of' 

industry of the nineteenth century and their laissez-faire 

apologists, the agents value independence and freedom. They 
\' 

believe in the virtues ot the competitive system as the best way. 

of motivating people, &bd maintain that an individual's SUCC.ss 

or failure is due to his own efforts. Generalizing from their 

own experience to the' w1der society, they are politically 
- . ' 

conservative or rather nineteenth centur~ liberal in their 

political viewsl they believe ~n and are will\ng to detend the 

privateproperty and market exchange system on which their 
,r"' 

livelihood depends, and they are distur~d by any ~~idence of 
, 

increased go~ernment "interference- with prope~ty rights and by 

the ris. of the walfare state. The tollowing comments illustrate 
0' 

aspects of this entrepreneurial perspective, 

David Curton. 1 wasn't really happy a'bout insurance. 1 
didn't real1y belleva in i t, not the way 1 beUeved in 
property. My fol • had a lot ot money in ins~nce 
betore the war, but by the end ~ the 'war, 1t fte 
_practically worthlas8. But nal 8state keaps going up. 
l've s.en i t. 

John Mason. 1 don't think a.~ Lavit. wIll be with us 
much 10~r.' He'. a niee, intelligen~ fellow, but he 
hasn't sold a hou.e in sIx months, and he doean't attend 
.. eting.. l wouldn't ta.l right about staying it 1 
dl4n't se11 a \louea ln that tl.. ' 

Pnlnk Martin. No. 1 don • t' agree "i th ,union.. l figure 
Il you're ,good enoUCh, ,you don't need &n10ne 'to tlght tor 
you. 'It 1 have 80_thlng l want dOM. l ~ tOrbe ~bl. 
to co to ,the -.nager .,..lt, 1 don4,t want ariybod1 el .. 

. , 

'.' tr' h~ t r, 
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representing me. l've never gone to the management yet, 
but i! l naad to l .. nt to g9 myeelf. 

Fred Townsend~ l know it'e hard ~o !ind good tenante, 
the.e aays w1 th Most people on we l!are. fost o! the", 
are 80 lazy that they wouldn 't wqrk even it they _ra 
given the chance. 

Don !ana tG.neral Sal •• ~rt. Let me tell you about 
the renta controi boar:a;târ~tj.trat.s bat_en the 
landlord and the tenant and usuall,. comes up wl th a , 
compromis. solution. This ié very untair. l'or aX&mple, 
a land 10 rd might -.nt to rais. hie rent from $125 to 
$175 but he couldn't do it becaus. ot the rental control 
board. They might allow him to ,raise it only $S ot $lO! 
w. 've had that happen to ua. 

, 1 

Fred Townsend. l have a tried who'. just been to Russia 
" and l Ive been to Yugoslavia my.elt. It' a terrible in 

tho.e countries, those poor"people, it'. their t.rrible 
syatem. 

On the other hand, the service perspective i8 an 

assertion of the' raal estata agents' social/status. Th.y~ 

identi!y with other service occupations w~t~ establish.d 

prçtessional .tatue, and disavow sim11ariti.s between' themselve. 

and other kinds ôt salesmen., As Hugh.s ha~ pointed out, each 

occupation ia eharacterlz.d by " ••• hedglng etatemente in which " 

people pict the more tavourable àr seTeral possible namee for 

the1r work: ll) The employa.s of HighgateRealtl.s prater to be 

ca1led "agent." than ".al .... n" b1cause ot th. untavourable' 
, 

atatus implications of th. latter terme 

Joan Reid. l dotft 'really ~t the feeling ot bèlng a 
.. ie'Ban in this buslnes •• ' It ••••• more llk.~a .ervice 
beeau •• our clients co ... to. ù.. l've been to à te. raal 
estaté confere~oes and they teep talking ab~u~u~ a. 
sale •• n •. Of course ,.. are reall,., but l don't uauall,
teel a. though we are. if you know w~at l _an • 

. \ " , ... ~... . ..' 



y , 

• l 

Lan Books. Selling house. is dittarent f'ro. selling 
other thlngs, becauaa of' the nature ot the product. 
Some firms ot course are lite car •• lesmen, but not 
the good ones. 

On the other hand, agents l,ike to compare themlelv.s to e.tabllshed 

service professions. As one man expre8.éd it. "It 1 have a pain 

in my head l go to the dootor, it l want to .ell a house l go to 

a raal estate agent." 

The members of Highgate Realties a180 use the service 

perspective to compare their company favourably to their more 
• 1 

aggressive competitors. 

Bill Wella. This ie the best company in Montreal, and 
the type of personnel, they'ra very good. There are a 
fights here. That's a lot diff'erent trom what it i. i 
some companies. A lot ot th.m are really bad type., 1 
hard-aell pressure guys, like automobile salesmen, or 
something. You· should see them at Maurice Shef'f'man's! 

< 

Don Lane. ·You'va been taUght that Medicine and law are 
professIons, and business isn't. Well, some businessea 
are really professiona.l these da18. The raal estate 
business is one of them~r -We have. our own training and 
everything. EXéept for sorne tirms of' course. They'ra 
really scum. The lonst ot the low. Treat 1'8al estate 
as though it "ere a god-damned -- a bloody occupation or 
some't;hingl 

, 

Agents ~annot be classified according to the entre

preneurial or the service perspective, since elements of each 

enter into every agent's th~nking. But thera is a division - , 

between those who are mainly concerned with projeoting a more 

professioRal image and tho •• proud to calI the.selves busine.amen 

without qualification. Thi8 split raflects the 'division at the 
, ) 

natio1Vll level betwe.n the Canadlan tReal Estate Association, 
, , . 

a bustness organieation, and th. Real Estate Institute ot Canada, 
" . 

J 

an ,organisation which .spire. to pi'ot •• ."ional 8tatU~. Th.' more 

protes.ionally orient8d agents are .are litel, to .~voo.t. ethlcà 

r8straints upon their behaTlour and .trl~t adherence to the 

4) < '" 
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4It by-laws of the Montreal Real~state Board, while the business 

oriented agents argue that anything goe.-as long as it produces , 

\ 
\ 

, • 

a sale and does not get the asent into trouble with the Board. 

The fOllowing,scene trom a 'sales meeting illustrate. the kind 

of division that oeeurs. Of the actora involved, the sale. 

manager, Jim Young; and agent Jack Fraser repreaent th. busine.s 

approaeh, while agenta Danielle Tarcot and Joan Reid are more 

eoncerned with ethieal implications. 

Jim Yo~. Well, we want to talk about one special 
altuat~ this week. What should you do if you get 
a call trom an outside agent on an expired listing? 
It happened to Danielle last .. ek, and she told the 
other agent that l~s expired. Subsequen1tly, she 
lost any commiasio~' (As did the company!) 
Danielle Tarcot. Well, 1 tho~ht it .. a the honest 
thlng to do. , '-
Young. 1 don't think you should tell thé other agent. 
1 wa8 involved in a lot of s&les.lik~·that_ 1 wouldn't 
say tha t the listing RS expired, and 1 would go to the 
house, 80 that the other agent didn't get a chance to 
taIt to the vendor. 
Joan Reid; WeIl, 1 never wpuld do that! 1 can remem'ber 

. ,once phoning St. John's (a rival company) about a listing 
and tlley told. me that it .. s expired. 1 was impressed by 
ho. honest ot them it wa __ 
I2Yn&- WeIl, 1 would never say that 1 t was explred, and 
il in ~nt .aked me on the phone If & lIsting .. _. 
exclusl va, 1 always s&id i t waa.' " 
Tarcot. No, you can't say that! 'But 1 loat my oommia,1Io11t 
and 1 thought 1 .. 8 beihg honest •. Maybe 1 should lum at 
re. trl~kB __ • ' 
l2Yng. no wbat you want to do. but thi. is how 1 s •• 
~We're,trying to &ct like businessmen, the Ide. 18 
to _ke a sale. 
J!!M. Okay. it tbat's the policy. If you feel that .. 
C?&n pt awa~\ with it, that'& al1 rlght wlth _. 
Jaok r;:.er.\ 1 think thi. ls a sIlly conversation. The 
qu.st on 1 •• ) do'you want ta .. te & co~s.ion or don't 
YOU? l , • 

Yog_ WeIl. 1 want to exonerate DanIelle _ There are 
wo approache.. .ft' J'ou are ... ry hone.t and tell the 
truth, then that ia goodJilt JOu -.nt' ~o tr;r and _ke 
th. oo~&.lon~~hen that i. aIl rlcht. too. , 

, 

<, In thla particular in.~ce, ,the busine.& point of Yiew 
~ , 

\ 

" 
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p~dominated, with the two dissenters re-de~ining their position 

and t?tionalizing i t in terms of fhe ~r's authori tyl 

·Okay, if that'a the poliey". The manager's ~lnal comment, at 

firet sight illogical, in tact auceeeded in accommodatlng both 

sides. This klnd of f18xiole accommqdation i8 necesaary in an 
organization which cannot control the behaviour of its members by 

decree, because it do.s not direetly control the rewards which 

the members receive fro~ their work. 114 

Conclusion 

His role as middleman in houaing salee, and the commis~n 
1;' 

basis by which he is paid, mean that the real eetate agent ia in 

an entrepreneurial career whieh requires much personal e~fort 

and initiative. Suce.seful agents inveat much of thia e~fort in 

the mobillzation and accumulation of long-~e and less visible 
, . 

refburces, particularl~ good relations with clients and col-
I . 

, . leagues which eonstitute their-reputations. High success opens 

new career opportunities at the top for ma)e agents, while low 

sales puah.s people out. Those who achieve intermediate , 
1 

success~ and the hig~ly succesaful with barriera to mobility,<' 

establish long-term careers in residential selling. 

The working selves' and col1éctive perspectives of real 

estate agents are formed in and in turn influence their re1atlon

ahips with three seta of significant other~1 buyera and •• 11ere 

of hc;>uslta', other agents, and the anagera o~ their eompany. 

This network o~ -relationship. is analysed in the next feur 

• chapters~ .-

li4~h. internal organiSAtion ot the re.identia1 sale. 
, depart_nt ,.111 be ana1~.d in Chaptera, 9 and 10. ,," 

" 

, -

1 

i 
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, Chapter 7 

... ' 
AGENTS AND THEIR CLIENTS. 

DYNAMIOS OF SHORT- AND LONG-TERM RECIPROOITY. 

As has been shown, agents provide services for both 

vendors and purchasers, and depend upon building up a bank 0' 
"' 

relationships with' these clients for potential repeat business. 

Three kinds of relationships develop in these endeavours which 

shall be describe~ here as ideal-types, 8hd explained in terms of , 
, . 

these work tasks and career contingencies. The three types are.' 

short-term agent-vendor, short-term agent-potential purchaser, 

and long-term agent-client relationships. 

Although the agent depends upon both buyer and seller 

for his incorne, distinct differences emarge in his relations 
1- , 

with eacha 

(1) h~ performs different services for each, and comes 

into closer contact with the potential purchaser than with the 

vendorJ 
t, 

(2) the vendor generally signa a 'contract giving the _ 

agent the exclusive right to sell his house within a set period, 

while the purchaser signs no contract and is not legally bound , 

to the agent in an)' way J and 

. (l) there are more decieions to be negotiated bet •• n 

agent and- 'vendor than between ~nt and purc~eer. 
v 

\ 

Pkradoxically, although the vendor paye him hie commiêelo~ 
, , 

the agent: develope clôaer personal tie. wlth hie pot.ntial . , 
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purchaser. Laeking eontractual control over the latter, his 

only means of retaining his custom i, through satisfactory 

service. And because he sees much more of him while drivlng 

him around town and ehowing him different houses, the relation

ship between agent and potential purehaser becomes more than 

simply an economie transaction. Agents otten bec.ome friends 

with their potential purchasers. They, have less contact with 

their vendors, and when they do see them, there le often sorne 

conflictive element to the enoounter. Agent-vendor relationships 

are marked by important periodic decislons which 'can give rise 

tp disagTeements over the li~tingl , signlng the listing c~ract, 

determining its price and terms, showings, priee revisions, 
, 

renewals of the eontraet, rejeetion or a~ceptance of offers, and, 

the terms of counter-offers. J 

These diffèrenees between agent-vendor and agent

purchaser relationsh~ps are exaggerated in a buyer's market, 

and it should be borne in mind that the analysis in this 

ehapter is based upon such a market. Purehasers in a buyer's 
. 

market are in a strong bargaining position, not only with 

vendors, but also with real estate agents. Sine. there i, a 

Bcarei ty of serious bayers," the agent is more aependent upon ('~ 

any one of them th~ he would he in a ~eller'. market. Similarly, 
o 

because thera'is an èxcess ot listings, he ls les8 dependent 

upon any one vendor. In a seller's market, the vendor would 

receive better service from his ~nt both because he ia more 

valuable to hi., &pd because the agent has more tl .. to devote 

D ' 
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~ to his tew listings. These market ditferences are a confounding 

J 

-
factor, but would not seem to change the aSlential difterence. 

" , 

in the two relationsh~p8. Even in a seller's market, the agent 

spends more, time wi th his pUFchasers,. he has a measure of 

control over his vendors in the listi~ contract, and there are 
, (, 

more areas for'disagreement between °agen~ and vehdor than 

batween agent and purchaser. 

That the vendor of one sale can become the purchaser ot 

the next BoftenB the distinction between agent-vendor and agent-

purchaser, because the same client can be both a t difterent 
- -- -- -- --

times. The person who buys a house ,through an agent often 

sells through the same agent at a later time. The latter 
;;. , 

" 
.,... 

depends upon building up a bank ot long-term relationships with 

clients who come back to him for later business, and who refer 
" 

other people to him. This attords a problem ta the agent, 

because he has no nliable source ot control over hia clients. 

He must compensate by building up expectati~ns ot good service 

~ and obligations in the client to conti~ue dealing with him. 

The clientes feeling ot ob~lgation Is ~~ways weak, so the agent 

needs to create thi. teêling in a large number of them in order 

to build up his business and establish his reputation. 
; 

Agent and Vendora A Relationship ot Periodic Disagreement 
, 

A listing is an agreement bat.en a vendol" and an ~~ntllS 

11SLegally, the contract i. -bat.en the vendor and the 
broker. ~h18 lB important whera a' vendor beco .. ~ di.pleas.d with 
the service of the agenta he can .st to rha" a ne. agent 
assigned to the listing.J The broker lometimes ,rea.signl Il.t1ng. 

'through hi. own initiative whera he t.els the ~nt i. dotnc • 
)oor job. ' ' 

" 

. . 
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in which the former pays a c~mmiss~on in return for a service, 
~ 0 finding a buyer fot his house. ,This includes showing his house. ' 

• 
" . ~ to potenti.l purcha8ers,~advertising it bya sign and~n 

< \ 

newspapers, and informing other age~ts about it. Agents expect 
, ' 

1 

vendors to co-operate by tiàying their houses and arranging 

showings, brokers' .~spection~, and open,houses. a6d by 

agre,eing to put up ~For Sale and §ill.' signs.116 

The agent's Yeellng of obligation is illustrated in the 

follo~ing discussion apout advertising during a sales meeting. 

Jim Io • Our topic for today is advertising. How 
many cl ê1lts do you think we" re getting through 
advertising? The company spends a lot of money every 
ye'ar on it, and there's a fe"eling we're not getting. 
the calls we did. 

~ Geoff Fos~r. l've found that l've only got two o~ls 
~.- ~om ordinary ads., bùt l picked up five calls f~om 

~pot ads. ' 
-joan Reid. l'm getting no calls 1ate~y. l used to have 
. to take the phone off the hook. 
~. But we must remember that it has been a 

. , tridftion to have that àdvertising and our vendors 
expect it. We have ~o make them,satisfied that they're 

.-;~ . 1feing serviced,. 
, . ' 

,,. 

. ~ 

F~ the company and its ~gebts, advertising is'a means of 
• fi). "' ~ • 

acq~irlng clients, most of whom do not ~uy the house that they 

, O,ri&fnally calI 'about. In favourable market conditions', this 
, , 

~ethod i~ quite successful, but in a buyer's market it le note 

The 'co~7 'muet e~nti~ue, to allvertiee, however, because vendors 

expect i. It ié'a visible indica~ion t~at they are being , 
,t:,. . > \, 

• 1 
serviCéQ properly. 

" 
.p , 

• ' !16Some ';endors 'do not· w.tah i t to be publio lalowledge 
th~t their'houee ia for sale, and refuse to ha~i • sign. The se 
~contid.ntial listings" are iore dltiicult to sel1,. the vendor~ 
ie willlng to re~uce'hla c~an~,s of a quiot aale tor th. aake. 
ot aecrecy. "' " ,. 

.J • 
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Vertdors" obligations are r~vealed by the "problem vendor" 

who does not "co ... operat~ ab~ut BhOwingS,~Ses, and signs. 

Signe are important because they are on~8 ~~. main" '," 

sou~ ~ acquiring clients. Il? The following discussion shows 
1 

how ~ skilléd agent can play upon a vertdor's obl~ations to have 

a Sold sign erected. 

Young. l want to mention the importance 
Peter Kovacs had an experience the other 
owner took down the sign a~ter two days. 
you handied that one, Peter. 

of' Sold signs. 
day "Wfii re the 
Tell us· how 

Peter Kovacs. Well~ l me~tioned to the~that l had 
worked hard to satisfy both parties, and that it was-a 
bit of a feather in my hat with the oompany to have the 
sign up there, and l'd really appreciate it il they 
would leave it up longer. We joked about it for.a .nile, 
and then whèn l was leaviig l saida "WeIl, thanks'very 
much for allowing me to leave the sign up!" \ 

'. " , 
Under!ying the reciprocity of ,erviee for commission and 

its mutual obligations are differing ~imB of vendor and agent~ 

The former wishes to get as high a prjce and as good terme as 

possiblè for his house, while the latter"hopes for a quiok sale , 

and hi's commission/ This' difference gives rise to muoh 

disagree~nt betwsen the two. 
el ' 

'. 
InitialtY, there is competition among agents fo~ 

aoqui~ing a listing and for getting the vendo~ to sign an 

Exçlusive o~ ,MLS oontraet~ Until he has signed a cqntract, 
<-

bargaining power favo~s th. vendor. Oft~n, an agent Is foroed 

... 

. ' 

117The listing a~nt·s name ia placed upon Por Sale and 
~ eigne in Montrealp and potential buyers usually phone up the , 
agent when they are,intere8t~d in a hO\ls •• ~ In other oitie., whe~ 
the agent's name".doea not appear on signa,' ~héy -:v be lel8 '. 
iaportant. Peter Green, Highgate R.altlell-t~p agent and an ' 
innovatio~l lea4er,ln the reaidential 8al •• de~rt .. nt, told me 
that he i'n'tiroduced the ide., in' Montreal ot hav1lig;-the listing 

.. !J.gent" s name on the' .,lgn.. _. ~'. . ", _:' . -~ 1 • 

1 

. " , u ,- '. ~ " 
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to aeeept a listing at a priee whieh he believes to be t~o high 

~ther than lose ly to a eompetitor. He usual1y agrees to-take 

t' ) 

, 
sueh "over-prieed" listings, beeause 1t gives him advertising and 

his name on a signe The agent hopes to persuade the vendor to ,,-
lower his priee. later, as the following comment illuitratesi 

Danielle ~arcot, He (the vendor) bought it for $25,900. 
he wanted $33,600 but l got him down to $31,000.. 'It will 
probably go for about $26,000, but l thought we might as 
weIl get ,the listing. l'Il have to squeeze him down~ 
gradually. 

Some of the more ,su~ees8ful safismen refuse ~istings 
... .1 

where the priee iS
I 
very hi~h"J and tjle ~ndor refUs~ to give it 

for the priee he" s~ests. ~titlon abeut priee then 

produees an early disruption.of the~gent-vendor relationship. 

The pr\cess is descri~.d ~!l Case 7a. _ 
rf ,-. ' 

Case ca. Agent-vendor Contliet over priee. Joan Reid, onaot 

Highgate's top agents, has sueeeeded in getting a vendor to 
o 

agnee to give her his listing, but they have'not agreed over 

the as1ting priee. Whi1e ahe ie away for the week-epd, the : 

vendor phonas, the office, and another agent, Peter Green" 
, . . , . 

" goes to estimate the value of the house. The sales manager, 
. 

Jim Young, brings the case up at a meeting, where it is 

discuseed and conc~uded as tollowsl 

'. '~. WeIl, Joan, what do you thirtk? The man,phoned 
tnli-week-end, and Peter Green went to have a look at 
the house. ~e guy deaided that he wanted to put the 
p~ice up to $43~590. But he,'says 'he~'11 give a 
~O,ooo mortgage· at 5 par cent wi~h'that. ' 

,-Reid. My God! $4:3.5001' l wa8 hoping _,'d get it tor, ' 
aboui $35,000, a1though' l 'WB8 wl111_ ta aa,cept $)1,000. 
o:t ·cour.,e, the' 5 'per oent~mortgage 18 an attraction. 
Young. Why dontt you go ~d phone'hlm and see It wa ean t 

go" and have a look at it~ . You ,lmow, Joan. l thin,lc he t •. 
put .hie -soul' into i t, but l mGw 'that you 'lalôw wha-t houa .. 
are worth in that area better' than Ill;lybody e1se. ' 

.. 
G 

, ~ 
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Reid goes out, phones the vendor. and returnsl 

Reid. WeIl, do you know what he aays. Jim? He saye he 
;ante $43~500 eash or higher tha~ that with a mortgage. 
Young. He must be erazy. He'll never get that for it. 
Geo e L dstone. No, if Joan says it's worth $)4,000, 

t looks as though it's,not really for sale. We don't. 
want to be wasting our time.~ith listings like that. 
Reid. l'Il Just tell him polltely that we're not 
intereeted in the listing at that priee'. 

Beeause there is no elear market priee for a house, a vendor may 

sell for the prioe whieh the agent refuses. 

/ 
Peter Gréen gives 

an exai!tple 1 

Peter Green. l remembe~ once l had a house oh Reddale 
Street. The man Wanted to list 1~ fo~ $75,000. l told 
him that that was a ridieulous priee. He gave the ' 
llsting to someone else, and the~ sold it for near the 
aSking, priee. There were B lot of red faeesllover that 
one. 

Once, the eontract ,has been eigned and " the aSking priee 

agreed upon, the v~ndor has eommitted himself. The agent 
il 

exerts a lD8asure of control 6ver him for the period ot the" 
~ \ 

contract, beeause he is not rree, to give the listing to 

another agent.ll~ 
u • 

Periodic negotiations, often ~eading to , 
r , 

dlsagreements, cohtinue to arise as tne 'agent tries to 

persuade his vendor to 1ower'his asklng priee, to accept 

offers, to make "rea8onable" counter-ofters, ând t9 renew'the 

118Thfs control le the maIn reBson t-hat ~al tors wfnt con-, 
tràat listings in the tiret place. The vendor can complain to ~ " 
the company and ha,ve a new agen~ aS8!gned to handle the 
listing, 'or the company might a~e to cancel 'the listIng. But 
'th! .. talcea tilDe and ia \Ulpleaaafl1;' for DlOat. vendon. They, ,1 

,cannat simply tum to an~ther agent in the way that a potent~al 
purchaser 'Can. , ' 

'. 

. ~ 

., , 
, . 

1 

" 

.' 

\) 

-1 

. 
Q 

i ' 
" - ~ 

. ' " , . . ' 
, e 

\ ,. Ii ,.,. 'l'" 
t ~. ,~ " ' 

. " _ ...... ~ ' .. ~ .... 



'", / .. 
~-

. " 

• 
'" 1 

1 
0 , 

1 

.175 

listing when the contract exp~res.119 
, 

Disagreement can also occur over how weIl a listing Is 

being servioed. Whe~ ~n agent prod~es rew prospective 

buyers, 'and fails to maintain contact, the vendor feels he is 

not being treated properly. 

Vendor G. The house has been on sale for two and a half 
~ars, but the market is slow. l don't know that they're 
doing their ~~et me clients. Thera has been an 
ave~ge of ohe show.i~ a month for the past two years.· l 
wouldn't recommend him (the listing agent) to- anybody ~e. 

- ~ 

In a buyer's market, there is much turnover of listing agents 

when contracts expire, and sometlmea durillg the period 'of t·he 

contract when the vendor beCOmBS dissatisfied with his agent's 

service and complains to the sales mànager.-

Many agent-ven~or relationships~ of course, are amicable. 

As long aa the vendor believes that his agent is working hard 

on his listing, and the age~t that the·vendor appreciates'his 
~ 

efforts, friendly rela~ions can be maintained. 

Vendor B~ We now have our list~ng with this fellow Whit~ 
and l must say he's really wondertul, you ~culdntt tirld a 
nicer ~hap. He seems to De prepared' to work an~ime, .in & 

the evenings Gr on the week-ends, he really attende to 
his knitting. He'a a fine rellow. But ot cour •• we're 
dealing in a ba~ market right now,;and lt ta ditticult 

, . 

to aell. v / ' • , 

Bob Coles (Agent) e ft· a jU~t lite peOPl~ in aIl 8~rt8 .,ot . '" 
thlngse You :get on better .i th 80_ than othera., Like 'n'~ .. 

that Mr. Koonas. He'. a g~ocl vendor. but it ~oGk lqt·. ,,"i 
ot'work to set. him to ,sign. ~e was tavo~bly 1.,re ... 4 

,by al1 the agenta who .. nt. to aee hia hOU'. th. oth.r aa~ 
"o}~·,\He· a'« prettr '(oe. chap. . '" , 

Il . , , . - " , . 

119Xiâln, note that~ I~ •• ,d •• crlbi~ an Ideal-typiéal ' 
relation.hlpe, ' Agent. and vendor. do not alwa78 di~~ o~r 
prie. -.nd. revlsione. . In aOM oa ... , an agent will .ven .uggtt8t . 

. a ~i,h.r·pric. wh~ h. thinkl the vénd9r i~ •• kins ~oo li~t~e. 
He maya1.0 be reluetant about 10Werlrig the a.ting.prie., if he, , 
bet~e~8 ~ha~ he ha. a SQod ohanoe af tln~1ne a bu,er hl ••• 1f_ ' 

. The .hich •• kinc. prioe Ü1lpe~ the lntere.t of enpetitor.. " ~ 
.. 1 

t - , 
4> " -\. '~l -. l, " ~ 

" 1 , 
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But even when they like and ~spect each other, personal 

oontact bat_en vendor and ag.nt is }IIini .... l. ,Th.y .... t moet ~ 
otten when the agent shows the house to a potential purchaserf20 

~howing8 themselves oan oause triction when one party is late 

for or fails to keep an appointment. 

such instance. 

Joan $eid describes one 

Joan Reid. l had a problem with my listing on Woodland. 
Therets a prob~em with the 'key.> Apparently the woman Is 
working. l' had made a:r:tangements to bringl a gentleman 
there ,between 2.)0 and )100. Hets a busy man and when 
no one ahowed up by )105 we lett. l phonëd the woman 
later, ahe aaid she showed up at 3.05, having 1ett work 
especially ta meet us, and she W8S very put~out. 

When an agent arranges an appointment for a colleague ta show 

his listing to a client, the oonflict can involve the two 

agents as weIl. John Mason expla~ns the problem trom the 
, 

point of view of the se1ling agents 

John Mason. l had a client that i was ~howing houses .to, 
and l phone4 an agent it an6ther company and asked him 
to _ke an arrangement tOI se. one of' hie houses. He set 
it up for 4,OQ, but atter l had shown my client some 
other hOuses we suddenly rea1ized that we weré too late 
to s •• that houae. l didntt know the telephone number 
of the hous" ao l phoned the agency. Thé ent~wasn't 
thera. 80 l asked a secretary if shé woùld ancer~he. 
apP9intment. She asked ,me what time it wa for, l said 
4.00 and she saldr "But it's 4.)0 now!" explained' ~ 
that we coulc..n,~t make it. A tew minutes ter the ' 
telephone rang" \ and this wàs the other n;t.) Boy, was 
he ,f'urioue! He told· me l had no right to .g"t,1 him to 
make an appointment and then for me to miss A.t. '1 
~xplained to him that we couldn't help it~ tiut ~e,said 

, that 1 had had" to make it, no matter what. He wa8 80 
unrèasonab1e,'l .cQ,ldn't~ta1k to him. Eventua1ly l had 
to, put the phone dOwn. l guess l juat wontt be ' . 
ar~ing.anything with th~t agent again. 

'While he'shows a houa~, theoagent prefera to have the .' 
vendor out of the' way '0 hr. potent1al 'purchÀaer can t •• l free 

, .. , t 

" , 
, 'c t\ ' 

120Many ,ho.inge are conducte4 bJloth~r ~nt8, and ~h. 
listing agent may r,ot be pre.ent .. ,.,.en tHen. '. .,' 

'/ ,- '/ ' 
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" to ctitici~ and express his opinio~ candidly. The'vendor, on 

the other hand,- may suspect that ~he agent lB tailing to 

177 

) emphasize the many attractions o~ his_ house. The to,îlowing 
'11( 

comments illustrate the t~o points of view. 

Vendor E~ l dort't think the agents do a very good job 
in showing people around the house. l'm home but théy 
want me to keep quiet and stay away when they,are 
showing someone around the house. But tha agents dontt 
know enough about 'the house to deecribe it properly to 
people. 

In general, then, there le little Personal cont~ct 

betwéen agent and vendor. When contact does occur, It Is 

usually to make an important declsion and there max. be a 

conflictual element to the encounter. EVen when the contact ,is 

amica~le, there ls litt!e opportunity for the relationship to 

develop i~~o a wider frlendship. In th!s, It' dtfters 
~ " noticeably trom the more personal' ties that emerge in ag~ntB' ,. 

" 
relationshtpsvwith t~ir potentlal,purchasera. 

v • 

Personal Relations Between Agents and 'Potential Purohas8rs 
(./ ' , , 

Ostensibly, the purch_eer reo.ives a frae,service, 

although, aB we have seen, the aient's commission enters 
,; 

, . 
implicltly into the priee and.bargain~ng between ven~or and 

" , 
~ . 

purchaser. Th. relationahip typloally begins b7, the patential 

" p1H"ch'a,ser phonlng the agent about one, ,ot hie ltstingé, -*M' p,; "'" ' 

1> • purohaser ha~ing, se en' a' sien or an advertis~_nt for th.- hous •• 
~ (1 , \ 

, t 

The ..-nt ~hO.8 his listins. an4_th,~ otfer. to show other hau ••• 
" 

1 • ;' 

that !Üght 'int.reat the purcbaeer. If -the latte~ aCQepts, th. 
, ~ , 

, " 
two _,. S~~4 IaUch tl_ topther 'i'napecting Yarlous ho..... When" 

. , . 
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'they find one that the potential purohaser Likes, his or her 

6 

• spouse will usually be consulted, ~nd perhaps their children or 

other relatives. 12l 

There is little ~ension·between ageht and potential 

purchaseF at this stag~. There ara no major deoisions to be 

~de, no contract to be signed, and nothing analogous to an 
, 

irtitial listing priee. The agent has a greater incentive to 

give good service to his potential purchaser, immediately 

because he has ~o formaI control over him and ultimately bBcause 

the pur~ha~~r has to, make the decision ta buy. Purcha~ers lare 

free to look at houses with many different agents. Ideally, the 
, , .' 

agent wants a.purchaser who is loyal to him, but he has no means 

of enr •• rcing this loyal ty. He does not really expect it in 
Ç> 

" " practice, and disloya1ty ig not a source of ~vert confllct ln 

the relationship.122 
. /' 

" Sinçe they spend more ,time wi th them, age,s get to know 

their p'urch~sérs and,thelr families bette~ t~an they dQ their 
, ' 

.vendors. In the process of showing houses, they otten eat lunch 

or have a drink together, and Ùsometimee the two families meet 
~ , 

o 

800ia11y. Th~ friendly flavour and its dlfferance trom the 

agent-vendor relatlo~ship~' i8 capt~red,in the following 

comme nit Il 1 12) 
\ 

121Typlcally, ',the agént shows houses to the woman, and '~, 
.hen she finds a house which int.res~s her, "he oal1s her husb~pd 
to come and .see i t. - '. 

- • ~., r if • # 1 ..,0 

. , 122The ~nt cannot atf~~ to expre., diaeatisfaction 

• 
when ~he potential purchas.r looks at hou ... wlth other, Aient., 

" . aa it woU~d _an the risk ot '10.1~ pi,_ a1tog.ther. ' • 
~------. -. . " " 

, ' " ' 1 12'I~ the le co_nt" th. aienttjl V •• '1:he ,terIJ -citent.-, l, < ] 
, to retei' , tO,.'IPot~ntlal puroha"rs,. ,Thle u ... i t •• lt ~J..ot. th~:. -j 

," , ' '. olo .. r Hla ~ion.hlp~ .inoe, 18&&117 St il ,th~, "'~OH ~:'r, tli8 
:': ',', ,>~'J,~]: 

','" ." :' , ".,1 .,t '0 ," •• ,,<J~,; .. ,.. .... ~ " \," 1, r..l ,l( ... 1, ~ \\"' •• i , ...... ".'~r~~.,,"'f~ :f. 
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Fred Towns,end. You get to the stage where you start to 
know some Qf the people quite weIl, where you get quite 

"personal. Sometimes you gat invi tad out socially. That 
happens quite a lot. For example, last New ïaar's ave, 
and a lot of other times. l haven 't really run into any 
bad client~. l guess l've been lucky. Some agents get 
people who are not serious about buying~ 1 haven't.had 
that yet. ' 

American-born Several clients that l 
a ave come very goo r en ~ l teel that 1 am , 

genuinely helping them. A lot of cl1ents really need you 
to hold thalr hands aIl the time. Particularly newcomers 
to the city. We found ~hen we came here that Canadians 
are a little bit more reserved, and so it takes you 
longer batO" you fael at nome in a ,riew place. 50 we do 
quite a lot of entertaining of newco~~s. When 1 setl a 
ho~se to soptebody in a neighbourhood,. t ring up some of 
the other people there that 1 know and let them know. 

Pauline Winter. Most of the relationship~ l ha~e'are, 
good. The only thing you have ta be caretul abd~t is no~ 

, to get too frlendly, or you'll find that ypu lo.e th.m. 
You can get, kind of attached to' clients and they to y~u" 
and you can s~nd too long going out wi th them. That 
happened to me thi~ summer, l've sp~nt too long going 
out with the same clients. Three months is too long. 
l'Y'e been going out wi th them all summer. lt· s the same 
routine .very day, you get so that both sides start to 
take it for granted. l really wanted to find a house for 
these people, l even put off my summer holidays. But now 
l'm starting to get a bit bQred with it, it·s, been going 
on tor too long. You deyelop quit. a personal friendship 
wit~ yoUr clients, but it's ditferent with the vendors. 
You don' t see tnem nearly a8 much. W' • re suppoaed to, 1 

call them once a wee~, but we don't alWays sucèeed. . . , 

Vendor C. The relationship between the agent a~d ego is 
much cloaer when one is buying a home that when one 1. 
selling a h~met ,simply because ot th~ phyaic~l refation
ehip. When buylng one drives around with the agent, goee 
about 'the ho ys. wlth hlm. One ha8 • chAnëe to ask him 
questions and to Joke around with him. The vendor on 
the other hand ha, to éorner the ,agent if he wante to 
talk ta hlm. 'J~he client le trta~.d to anecdotes and 
stori,s whil';~he vendor has to chase atter the agent 
to ask the mo~ rudi_ntary question. 

~ 1. ~ • 

The wid~ trlendahip obligations can intl~née agent-
. ./ 

. purchaser t}:"&llsactlons. l'or the ageat, th!. !e u8ually' ') . 
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advantageous, because it ~es the client lo~ makes him fe.l 
, 

.obligated ta buy through the agent, and becomes the ba~is of a: 

long term agent-client relationship. As Pred Townsend put itl 

"When you get on personal terme yo~ can really sell." He 

contrasted the procesè of a friendshtp developing out of agent-
• 

purcha,ser relations wi th the problems involved when an agent 

deals with someone who ie already a friend. l asked him 

whether it would be difficu~t to deal with people when you got 

ta know them weIl personallyl 

Townsend. Not if it starts with business and then grows 
Into frIendship. That" s ditferent t,qan if i t star:ts out, 
as a friendship. The other way around like that you 
might run into problems with divulglng flnandes and 

i . f -th ngs. ','" . . 
, 

The way in .which1 the potential purchaser'"s feeling of oblig~tiol'l: 

1 can pay off for the agent Is clearly illustrated in the following 

oasel 
~ 

Case 7b. Potential'Purchaser's Obligations. ,This case is 
al ~ 

discussed in a sales meeting. The sales manager, Jlm Young, . , ' 

praises the' agènt", .. :Danielle Tarcot, for the 'wày in which' she 

has'made her client feel obllgated to her. 

ii. Young. Well, Danielle had another sale on which sh. 
la a tremendou8 job.' . 

., 

~ielle'Tarcot •. On that on., l went away for a .. et-end 1 

an . my client 8a" another' houae that Ihe llke:Œi:th anoth .. 
agent ~d,made an 6ffer on it. She phoned me on Sunday 
and ap logized. 1 told her that 1 had one rè houae 
that 's 8 m1g~t'lik. to see anyh~w, ~d she agreed to go 
out w1 h 118. We looked at, that house and' then l 'taok": 
her »ack to Bright Avenu.~ It,..... beautitlll that ciay, 
the sun shl.ning o.n the house, and th.ra .. re no school 
chi1dren"around. She decided to mate an otter and 1 
managed to, _ke the sale.' _ 0'. 

:Jo~' ,.It just 1Ihows .. hat can happen when yeu _te. goal 
.fI; oe ,~ ,;Jour c11.n~, . The,. ~g1n ~o t.e1 ob11gatec1 \ to " , 
y~u," 'fj11e WOMn te1t tbat .,he Ihp\lld ... one,lIO" ho. 

, Wl:~1:\ Qan1,Ue .".n tho~h .he had' _de an otfer, on - '. 1 '~.'. 
an.ther~ hou... '.-

1 l' 

" t 
" J _' \ • 
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On the other hand, as illustrated. in Pauline Winter's 

comment, friendship obligations can oècasiona1!y Interfere with 
o 

an agen~:s work when he spends tao 'much time with his new-friend~ 

Sorne, suoh as Nanoy King, de,velop proteotive or aven paternallstio 
,) 

Il 

attitudes toward their olients, particular1y toward nàive client&, 

Jim Youn~. And now 1et's get to the Nancy,story. The 
bne on l Cairo. How pid that· go, Nanoy? How Many , 
houses did you show them? l think Nanoy must have shawn 
themall the houses in the books. ' 
Nancy King. l had to ho1d their hand~all' the time.. POt' 
examp1e, on the morning of the sale they had an architect. 
ooming to cheok' the house. l had another.appointment at 
that time but l deQided to oanoel it. l'~ glad l did, 
beoause-if l hadn't~ they might have thought about it and 
changed their minds. ·You rea11y have ta be w1 th them at 
the right time. 

In this oase, King .felt that she was protecting her olients trom . 
their own oautious approach, at the same time she was, of course" 

furtherin~ her own interesta by comp1eting the sale. 

Relations with potential pur~hase~~~ not àlways 
, .' 

entirèly harmonious. The, agent_resents Qhowing people around 

who aré "just lookers" or who discredLt them in front of their 
- 1 ,.; 

, ' v 
vandors. George Lidstone illustra tes this in the following 

anecdotes 1 

" 

, '\'\ . ' r 1 

GeOTs;e Lidston.... '1'11 tell you about three ladlefl, Marie 
LaoroIx coula confirm this, who l took out-seeing houses 
for a coupl. of years. They would see a house with'my 
n,amè 'on the, algn and phone me t~ see i t 'on SUI'lday 
atternoon. W.lli l would take them, but alter'a whil. tU 

l got fed up 1fi th i t. They wo-q14, tat. a long ·ti. ' 
getting Into the car, they we~ old ladies, and th.y 
.ould ~ake practlcaaly the whole atternoon. Atter that . 
they' went out wlth Joan Reid, and then *rie. Altogeth.r 
they must have spent aeven or elght yeara ,oing for rre. , 
ride_ on Sunday arternoon~l Portuna't.1J J'ou don·t pt 

. - ' 

. . 
too 1IIUl~ ot, tho... l once! took out another woman'. Mr~. 
Trlcket lns h.~ na. l ~h~k.·· l had to plct -h.r up ~7· 

. , 
, o~r >1n ,outreliOnt. l ~ho"d ter a, ho.ua. ln Hai1p.t.~4t am 
th~n t'ook h:r to _!le _ • d.uple~ ln Ion~al, West. ~e ,MW ; 

\ the hou.e. n4 caM out an4 • ood on 'the .ra.n4a. 'rh.,re' 
werè a, :lot t people, about, and ,he .. id, in a loue! v010e,- _ . u1 

, \.' '1 'l,' '-,~- \"\ 
'"1:' r ,;;' ._~-- 1· \ \ 

I~.. ".,'h 
'~"\' -;-- } '\ \' \," 1'1 '1 

• ~ l '. \' 
l' ' , , ' \ •• .'" \ ' • 

~ \. ~ _ -- \ ~ ~\ _ • \ ',,, \ ~ ~ Il 1.- \ • ~ ~ 1 • l , D 'L 
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" "1 don' t like the house, r don' t like the street, and r ' 
J;" don't like the people!" l saldr "Come on, r'm taking 

fYOU home 1" That' s "hen r should have told her to take " 
'a taxi r gueea. 

, <; 
On the other'side, the potential purchaser resents ft if the 

agent does npt choose suitable houses, and ia not well-informed 

about the ones he doee choose. Teresa Verge once made this 

mistakel 

Teresa Verge. 1 did a silly thing, y~u know. 1 tried' 
to show a man a number of houses r didn't know anything 
about. They weren't very good ones so now l'm'afraid 
r'm going to 10se hirn. 1 phoned hirn and said l have 
sorne better ones to show him, but he said'he had to make 
up his m~nd whether he wanted to rent or b,uy. . 

Disagreernent similar to that between àgent arid vendor 

occurs when the client is making an offer or deciding whether 

or not to accept a ~ounter-offer. The agent tries t~ persuade-

him 'to offer as high as possible. He may even refuse to present 
> , 

a very low offer. This can occasional1y'backfire on hiMI . ' 
, . 

Sim Young. l'd like to mention one more si~uation. One 
of us recen~ly refused to take a~ ofrer on a houae 
because he had a previous offer that was higher but was 
turne d, down. 'So the client went to another agent who 
made the offer and sold the 'hous,. The first agent came 
pack to us, but we figured he deserved to 108e the sale. 
The leS'Bon is to never, never, never refu,se an offer. 

When an ag~nt tinds a house whlch he real1y bel1.eves ,his client 

should l1lte, b,ut does not, he feels resentful. 

Fred Tewnsend. ,1 kep~ telling him that 8' Ballevie. was. 
better than Trent, it's one of th~ few modern hou.es 
that l "&lly like. 'TheY're the 'a&me priee. l told my 
client there waa no time for her to ~ke up ~er mind. 
and l thought thia waa ~ally & nice'houae. But ahe 
turne~ her nosé up at it. i wou1dn t t tell her that l 
thQught the hOUle ... & (re&lly good buy unIe.1 l, was 
tell1ng the. truth, but ot cour •• ahe had no' way ot 
lmowing t~t. She thought. l t "8 j~.t the sa.: old ~ . 

'1 laI.. ta1jk. '" ... 
, 1 

", 

0' l ' • 
AI more unu~ual \ ~Ou~! of dieagre ... nt 

1 l' ' 1 ... l '\ 1\ 

1. il.re & purcha,~ 

il \ ' \ ~ '1 !; 
• \ :' l, • ,\: 

Il, ; .\11 . / l'" 
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tries to involve the agent in an unlawful deal or one which 

would have him break the rules of the Montreal Real Estate Board. t, 

The client mây try, for example, to persuade the agent to take a 

cut in his'commission sa the vendor will accept a 19wer price. 124 
e " 

Joan Reid explains how the rules of the ~oard are a protection 
<r' 

in sucq clrcumstancesi 

Joan Reid. It'a not a law, but it's"a tixed rule (the 
minimum commission rate) that we have to abide bYe l'm 
glad they have it, because sometimes there's only your , 
commissiOn ditference between the vendor and the 
nurchaser, and they try to make a deal with you to sell 
for a lower commission. l always tell them thera is a 
fixed rule preven~ing this. l've never sold below the 
set commission. 

A purchaser occasionally tries to implic~te the agent in deals 

where he attempts to disguise his rea1 buying price to keep his 

tax rate low. Jim Young gives an examplel . 
Jim Young. l had a calI from'another agency. They had a 
clIent who wanted to,d,al under the ~able. That sort'of 
thing is against our principles. This guy wanted to p~ 

o $48,000 but show only $30,000 on the books. These are 
real dynamite you know. We Bay to our clients. "Put it 
in black and white and register ït as a $1. 00 deal. "125 

Instances' of serious' disagreements wh,ich terminate, 

. relationships batween agents and potential purchaser~ are 

: ~ 

------.11"'1~n4~s.-u-c"""h ;. prooedure _y also be tnltiated by the vendor, 
or the vendor and purohaser .. y çollude ta put pres8ure on the 
age~t. These examples are interesting counte~as~8 of a popular 
stereotype ot th~ raal e8ta~e operator as the 'lnstlgator of 8uch 
Illegal or unsorupulous de&~s. 

, , 

125This means 'tl)at the 'city tu ....... or cannot use the, 
sale priee as a basis fèr .etting tha ~va~uatlon for ~ , 

i urposes. The purchaser ln thi. cal.·Wànt~d tu.regilter an , 
. ncorreot low priee whlch'mlght then be takan a. the basis,tor . ~ 
the assasement.. ' ' . \ 

1 . 

, 

\ . 
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excepti~na1, friend1y r~lations being more common. When their , 
efforts culminate in the purchaser buying a bouse W"iCR he 
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likes for a priee he can afford, a firm basis is laid for a long

term re1ationship. Such long-~erm relationships with theit 

clients are of major importance for real estate age~t~. 

( 
ent-Client Relationshi SI A Problem Of Control 

r any one sale, agent-vendor and ageht-purchaser rela-
, 4 

tions are sepa~te, short-term affairs. But the purchase,r of , , 

today is the 've~dor of tomorrow, and the vendor of today' ~s ~ 
interested in buying another hous~ in the area. This repetition ' 

make~ long-term, rèla~iOnships possible. An ag~nt Àeeds to build~ 
• Q 1 

up a bank of such repeatable relations, as he'gets much of his 
, ' 

business from referrals and from ~ormer client~~ing to 

pim for new business. Ideally, he~ould like to establish a , 

professional-client relationship similar,to, that of 1awyers, 
v 

l' 

family doctors, and dentist~ where the family l'oulq recognize, \-" 
. , 

him as ",our real estate àgent" jlist as "they refero to_, "ou~ It~r", 
" .. 

"our dentist," and "our doctor." In practice, thfs is' seld~m' 
, . J ) 

,,-.~ realized. , 
The problems for tne 'real e~tâte 'agent are that lils- ,,-

, , 
'/ ~ 

services are needed only epis.odlcally and he 1ac~s a re11ablè 'w, "". 
• (' c.... ." • , " ' 

source of control to ensure his c~ient's loya1ty. This be~o ... 

o~to1ia when ri C~~~h poa1tlan·'wlth th~ ÏIIO~/"lStib:U8h.~ J- . ~.. . ,1' 
profession •• Doctora, rO~,exaMple, have been able~td _stab1ieh 

, t. 

greatèr conïtr~l over their, cliè_~t. for' a'nu'lber ~f xj~so~aI126 . 
l , ~'- t l 'J' . . ' '. l '. ' 

----12r:161'"a§;ZO-e-'· S'llot PriedscSn',. "Cl~.·n.{ cqntr~\ ~ Me,dical ~ ., 'F' • 

Praetice," &li, ,65, 1~~9-60, ,p~. )7':1- - '.82. _It ' - . . 1 r 

, >t, Il 
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they provide a more crucial service, the client ie lees capable 

of judging his doctor's performanceJ cliente often fee~ in sorne 

awe of their higher-status doctor, but not of their equal or. 

lower-status agent. 12? doctors ha~e managed to establish a legal 

monopoly for their services, real estate.agents have nota doctors 

restrict entry into their occupation, agents do not, and there 

are therefore fewer alternative doctors-to choose from than 

there are agents. there are insitutional restraints upon 

Boliciting others' clients among doctors, but not among raal 

estate agents -- not only. are other agents easily available, 

but they actively attempt to win the client from their colleague. , 

In terme of control, then, tbere ls an imbalance of 

power-dependency in the agent-client relationship ln favour of 

the client. 128 The client simply wants the agent's help in 

buylng and selling a house, while the àgent depends upon his \ 

clients for his Livelihood. Long-term agent-client relationships, 

in the sense 'of peri~dlcally re'activate4 do, however, develop. 

Th~ agent's.problem ls to itie his client to him in some way 

while lacking a reliable means of control. The agent aime to 

create favourable expectations Obligations in his clients so 

12701 the )20 'oocupations nctuded in the 1961 Blisherr;· 
socio-economic index for Canada,. hyeicians and surg.o~a ranked 
tourth on the scale (index sco~ t 15.,51), and real estate 
aaleamen and agenta ranked 9)rd {index 'score of 48.74).. Most ot 
those who ran~ed above real estate agenta are the Ddddle cla8. 
people who are DlOst likely to own th.eil' twn houae. Tlie Bliahen 
scale correlatea -919 with the Pineo~~~~er prestige 8cR~.' 
indlcating that these relative rankihgs reflect publio attitudae 
toward the two occupations_ Se. Bernard-R. Bliahen, "A Soe10-
Economie Index tor Occupatlona in Canada," Ca3jdi !D R,vie! of 
Sociolo d h 0 0' • 4, 1967, pp. ,41 - 3. 

" 
12SSe! R chard M. Bar.on, ·Power-depend,enc. Relations," ., 

ASR. 27, 1962, pp. '1 - 41. 
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.., . e 'th~t they fee1 bound to rafer other people to him, and to come 

back to him themse1ves for their future real estate transaotions. 

The agent tries to maintain an imba1ance of obligations in the 

re1ationship in whioh the client is continual1y;" in his debt • ... .. 
This is a particu1ar.type ot relationship that we can calI, 

"imbalanced reciprocity."129 Unlike a long-term relationship, 

such as friendship, where each Bide ta equally de pendant ypon'~ 

maintaining the connection, in the agent-~lient relationship ~ 
\' 

the agent,dependa more upon the relationship being maintained. ) 
.' 

To accomplish this, he tries to obligate his client to him by 

providing good service that goes beyond what the client "cou1d 

reasonably e~ct." 
~ 

To a certain extent, the development of obligations on 
• 

behalf of the client is built into the commission ey,tem itself. 
\ 

Al though .the, agent spends more time and deve lops a c10ser 
f " 

relationship with the prospective purchaser, it is the vendor 

who actually pays_his commission. The purehaser reeeives what, 

superficially at 1east, appears as a rree service. He reallze. 
~ ) . 

that the agent is rewarded for his effort" but May teel a sense 

of obligation to give his house as a liating,to the ~nt when 
d 

he later d.cides ~ seli himselt, when ha will have to pa)' the 

commission. Most long-term agent~client relatio~a bagin with 

i29Thls distinguishes the relationahlp tro. the .ore 
common "balanced reciprocity· whioh has been extenalyely 
analyzed by anthropologist8. S.a Marshall D. Sahlln.. ·On the 
SociologY'of Primitive Exchange," ln The R.le~ or lOI_l, tor 
Social Antbrop010~~, ed. by Michael Banton. 1 nogra~Ni. _ 
York a praeger, t 5). ' . . , 

\ , 
, . ' 
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the client as purchaser. Four of the thirteen vendors we 

interviewed gave the!r listing to the agent through "hom they 

had bought. The following excerpts from their interviews give 

their reasonsl 

First Excerpt 

Interviewer. How did 'you go about selling your last 
house? 
Vendor H. First we tried to sell on our own, because the 
commissIon takas a large chunk of your money. But l 
didn't like showing the house to aIl the people. So l 
got éick o~~e thing and phoned the agent t~at sold ua 
the houae. 
Interviewer. Why her? 
Vendor H. She was the only agent that we knew. She's an 
agent that you can trus~. 

Vendor H. also bought her current house and listed it through the 

same agent. 

Second Excerpt 

, \ 

Interviewer. 
.Ith? 

How did you decide who to li st your house 

Vendor D. We have it listed with someon. l know at 
Crownhead Realties. 
Interviewer. When you bought this house, ho" did you go 
about It? -
Vendor D. WeIl, we looked in the paper, and looked at 
the sIgna. We got this one through an ad. We phoned up 
the agent at Crownhead, the same one that has the listing 
now. 

These cases also show that the client's sense of obligation is 
c 

usually relatively weat. Clients can eas1ly be lured away by 

competitors, as in the fo11owing ~nstarlce. 

Third Excerpt 

intervi.~r. How dld you choose your ~nt? 
enaor d. l na lookine for some apart t. the an 

who showed me some asked me if 1 da plann sel1 my 
house and told me he kne" ot'. good ... nt. te. d&ye 
later Joe Featheratons phon.a. up and •• tsd _' 1 wàn'ted 
to .e11 the hou •• , and 1· agre.d. The hou .. hal en on 
the ma~ket tor t>ur montha. The laIt time .. 801d hou .. 
i t wal on th. _rket no da,.8. 

, " 
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Interviewer. Why didn't you contact the agent who sold 
your last house? 
Vendor C. If Mr. Featherstone had not phoned up, l 
probably would have phoned the other agent. l· think it 
is my passive nature that made me accept Mr. Featherston~ 
otfer. ~ 

Sometimes a vendor will offer the listing to an agent 

with whom he saw houses ,S a purchaser but through whom he did 
,.. 

n21 actually bUy, because he was tavourably impressed by the 

agent' s efforts. 
1 

Georfe Lidstone. The listing l got last night was from 
a cl ent that l had once taken out who eventually bought 
a house directly trom the seller. He told me that his 
wife talked it over, and decided that l had worked hard 
with them before, and could have the listing. They are 
also looking for another house to buy. l should be 
getting more calle like that, if l were l would be 
making lIore money. 

These examples show how th~ relationship is more impor

tant to the agent than the client. Because the client's feeling 
1 

of,obligation is weak, the agent needs to ~uild up many such 

contacts to increase his paYOff. 130 The contacts are also a 

source of referrals~ and of the &gentes general reputation. 

The most s,uocese:tul agents get most of th.ir business through 

referrals and new business :tram old clients. Highgate's three 

top agents aIl stressed thisi 

Peter G~en. Most o~ my listings and olients come 
through earsay, through recommandations trom people 
l'ye dealt with batore. private contacts are the _in 

l)OWe can illustrate thia hypothetically. Aeeume that 
there ie •• ) ohance that a purohaaer who hae received good 
servic. and t.el. a weak o~igatlon.to th. agent wl11 giv. hie 
listing to him. If th. agent hae .stab1iah.4 20 such contacts. 
h. will recei~ 6 listings in thl. way. If he,has e.tabll.hed 
100 auah contaote, he w11l reo.ive. )0 listing •• , 

" 

" 
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thing. You have to bul1d up, and keep in contact with 
people-. 

, . 
Marie Lacroix. 1 get lots of referrals from'people whom 
l've sold houses to bafore. 1 saldom go out and look 
for them (listings'and clients). lt's mainly people 
who have bought trom me before. This Mrs. Lanvin ~~ho 
has just called me, l sold her a house in '62 when 1 
was just starting. . 

Joan Reid. l've worked in this area for a number bf 
years and it seems that not too many agents know about 
i t. Most of thes. people l 've sold houses to in ,the 
past, and they must have been satisfied because they 
called me up wheri they wanted to se11 again. And of 
course people that l',ve he1ped in the past refe~ other 
people tô me. r 

The way in which an agent can build up,contacts to 

'. 

establish a good reputation and thereby increase his business, 

ls 11lustrated in the following examp1es. The firet ie 

described by)a vendor, and the second byan agent. 

Examples 7a and 7b. Good Reputat10n 
~ a . , 

Za. Vendor K. Mrs. Brown sold us thia ho~se, and our 
other one on Crawford Street. We bought this houae 
twelve years ago on her advice. l'm a great admirer of 
her~, live no doubt that she will sell this house. Every 
year she comes out as one of the top agents of the city. 
l Ive recommended her to many people. ... 

tb. Nancy King. l'n have to tell you how l got that 
Istlng. The Mn called me and aaid that he heard l W8.& 

the fastest agent in town, but he wouldn't tell me how 
he got my name. He's a f'unny guy. 1- can't underlltand" 
why he wouldn"t tell me. Mrs Jones trom Crownhead wea 
after it as weIl. l don't know what happened to her, 
and l didn't bother to ask "him. \ ~ 

> 

Conversely, an &gent can hurt his chances by failing to &stabllsh 

a favourab1e impression in th. short-run or reputatio~ in the 

long-rune Exampl.& 70, relat.d by a vendor, and 7d, b~ an agent, 

illustrate- thia. 

. , 

1 
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Examples 7e and 7d. Unfavourable Reputation 

7e Vendor C. Every time l saw this woman (the agent who 
had sold her the house which she now had for sale with 
anot'her agent) in the supermarket or a store ahè wouldn ft 
ask me how l was enjoying my house or whether l was 
still pleased with it, she'si~ly asked ma it l was ~ 
ready to sell it. She was probably quite peeved that l 
had not gone to her to sell the houseS (Said with 
obvious ~atisfaction). 

?d. George Lidstone; l had a serious client for Gagnon's 
house, but he eventually bought from anDther agent, after 
someone told him that l always favoured the vendbr. 

Clients come back to their old agents who have,given good 

service in the general expeetation of receiving it again in the 

future. For the top a~ents, good service is not a passive , 
'l> 

matter. They actively and consciously attempt to place their 

clients under obligation. They do-this by providing extra 

services "beyond the calI of dut y," and through free adviee, 
h 

gifts,131 a~d compliments. The agent invests time and effort 

to provide services and extras for hie clients in order to 

build up feelings of obligation toward him, in the hope ot more 

~eads, listings, and sales in the long-run. Jim Young explained 
1 • 

the strategy and gave many examples during a J!l8etingl 

Jim YOHnge You'll find that the best clients are sources 
of reterrals to other clients and vendors. The beat 
agents, the ones who make the biggest auccess in this 
busineslI, are th~8e who sive their clients such a good , 
sêrviee, that the client co~s back to them when they are 
selling their house, and who reter their triende to the 
agent. Werjlave .ome agents hel:'e who pt a great deal 
ot busine.s t~rough reterrals. Marie i. not here,ao l 
can 'lUle her' aa an exaçl.. She pt. a great de .. 1 ot 
bùain ••• ·. through ret'~8, and th la ahows that ahe 
give. her clients a 80~d .ervice. So .. ot the agents 
are not ge_tting any ret,.rrala, .&pd thi. Inclloat.. t~. ' :. 
opposite, t~t they are not giving a &004 .,"1Ge." 80 .. · 

, . 
131Aiâin, contra8t thll'wlth th. dooto~-ollent relat~oft

ahip, whent tribute 18 otten ottend ~n the opposlte 41:&"'80'1011, 
t.ro~ the client to the pNot! tloner. , " 

r C ,,_ I)~.l' 
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agents eventfail to show up for the signing of de.ds • 
This is ridïculous. l can remember Dr. Jackson. He said 
to me atter he had signed the deed for a houa. that l 
had sold ~h him that l hadn't said a word, \1uat Bat ther& 
l told him that l Just wanted t> be <there iri\' case anything 
didn't go smoothly, and the fact that l hadn't said any
thing me~t that things had gone smoothly. l sent the 
buyer s9me tlowers after they moved in. It's the little 
things that count, they never forget you. 

1 

The key thing ié that extra little service beyond the 
calI of duty. For example, your finding a tenant tor 
that buyer of yours, Mrs. Crawford. 1 think that Peter 
Green has a very niee habit. He takes the choice roses 
out/ of his garden and sends them to the buyer • .' At 
Christmas, of course, you send a card,to your buyera. 
1t's those small things that they remember. Alwaya be 
pOlite, and never get angry with a client. Look, l'Il 
gi ve you an example ,of wha t 1 mean. 

(One tlme l had a client who 1 Bpent days and days showing 
houses to. Eventually, 1 heard ot a house that 1 thought 

• he would like, but it na another agency's Exclusive .! 

listing, a new one so they wouldn't give me a split. 
So 1 explained to my client and told hlm to phone up 
the other agent and ask to see the house. He did and 
he bought the house. l didn't make a cent on it. 
1nstead ot getting angry and giving him hell, l phoned 
him up -and congratulated him on tinding such a nice houae 
and wished him happiness in ~t. Well, when he came to 
s~ll his house a tew years later, he phoned me up, not 
the .gent who sold him the other house. Lately, one of 
our agents phoned up a client and gave him hell when 
he bought trom somebody else. That sort of thing only 
creates bad feeling. " 

it's ~he8e little things that count. ~ don't know how 
many times '1 took a -new O1mer out to dinner betore 
they'd had a chance to fet organized. Our aim should 
be to malte our clients nto litelong cliente. Anoth.r 
thing that l u.ed to do was to keep a ~co~ ot aIl the 
people to whom l'd 801d a houae. 1 had a card tor 
everyone to whom l'd 801d. If you see the namW ot on. 
ot the people to whom you've sold in th. paper tor a 
promot!o~, •• nd hi. a per.onal not.. Another thlng 

_ that·. Important 1. re •• 'berlng na.... So. people 
a~ not too good at that, but you can Improve with 
pract~ce. A lot o~ ~opl. t •• l really good wh.n JOu 
re_liber th.ir naM8" .speciall,. people wl'th -transe 
naae.. 1 had a vendo~ one ti_. hie na ••• 1Ir. cIa 
~C_lla. When l _rit to ••• hi. tiret. l wrot. hl • 
name on the palll ot .y band. l kept -l'Ingo. -Y... 1Ir. 
da Jliguella," "No. 1Ir. da l6..ue11&.," l oou14 ••• hi • 
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eyes light up as l said it. '1 was.with one of our agents 
the other day who said to one ot his vendors, "Gee, 
you've got an exotic namaS" He didn't look very happy. 
Finally, let me mention rental clients, they should get 
the, same se rvice, many of them tUrh out to be buye re, 
ei ther today or sorne time in the future. 

For "pr~rentEl clients", agents otter more elaborate 

eervice~ in an attempt to place them under ~bligation • 

. Preferential clients include those who deal in very expensive 

houses, and speculators and 0t.her investors who buy and sell 

'Many houses. l )2 Vendors of very expensive houses where the 

commission is high. are hand1ed more caretu11y both by the 

company and by i te agents. Whereas as many as 12 or 15 agents " 

May troop through an average house that has just been li~ted 

during a caravan, the owner of a very expensive listing is 

presented with on1y ) or 4 top agents, usua11yaccompanied by a 

manager. Speculators are very desirkble clients because t~y 

buy houses and sell them aga!~uickly, allowing the agent to' 
"-

make two commissions. 1)) Investoré are desirab1e clients because 

they May buy ) or 4 houses within a short periode Peter Green 
o 

s01d 24 such houses to one client. In ord~r to keep the 

investor obligated, the agent takes on certain extra services. 

1)2Glaser and Strauss propose $S a general formaI ,-
proposition that "profe~sional services are distributed according 
to the social value of olienta." In raal estate transactions at 
le.st, thi~ "social value" i. restrlctad to potential economie 
value for the agent.. See Barney Gla •• r and Anaelm Strauss. 
The Discovea ot Grounded Theorx (çhicago 1 Aldine, 1967). 

l))Becauae' of the poor market, thera __ li ttle 
speculative buylng during the perlod ot my res.aroh. Speculatora 
are .ometi._ helped by agents t'lllng the. about barpin ~eal •• 

(j 
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The most important is rent1ng and managing the olient's houses. 

Generally, agents are reluotant to do this beoause it gives a 

low rate of return for the work involved. But for an investor, 
• Q 

~ 
.they are more willing beoause they expeot to make further 

purohases on his behalf. This strategy i8 outlined in the . .. 
following disoussion between Young and Teresa Verge. Verge 

has, just sold a houae to an investor, ie in the proeeseof findng 

a tenant for it, and is trying to ~ide whether or not to 

manage his property and what ra~'of oommission to ~harge. 

) Terésa Verge. He "wa6t~ me to manage the property. 
Should l ask for 6 per cent in ad~ition to the rental 
commission? l have 80ma clients ooming in a few 
minutes who are interested in renting. 
Jim Young. l used to look after a lot of houses for 
clients without oharging them unless l had to put in a 
lot of time. If you have to do that explain to him 
that your time is your money, and you have to oharge 
him. l used to do it so that l would keep the olient, 
espeoially a man like that. 
Verge. That's what l W8S thinking of. 

1 

Agents also have obligations. When he asks the agent 

to provide some minor serv~ce, or refers 80mebody to him~ the 
\. .,.t' 0 • 

client expects that he or.theope~son referred will be treated 
f 

weIl, even if the ag,nt inours oosts with little ohanoe of 

profit. The following examples illustrate this, the tirst is '1 desoribed durlng ~/sâles 1Il8'eting by the HighP.:t • agent involved, 

1 the s. cond by. the son ot an outside agent. 
o 

.- . 

Example. 7. and zt. Agent.' Qbllgati~n. 

7e. Joan ae1d. 1 have a proble. right now with .0" 
people ln an apartant in Port Saunders. They phoned .. , 
and wan-t.4 _ to aubl.t the apart_nt tor' th •• an4 .. 11 
th. ir turni ture. It'. a "al headach •• 

o • Are the,. potential bJlyer.? 
!,io .......... ~lftIi&o, they're not now, but tt'. a pertlona1 ·thlng 

. l t •• l 1 haYe to do. 8o.thinc. 4' 

'. 
" ,." 

'" 

1 
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~f. Son of Outslde Agent. Mom is now on holiday. She 
as gone out to BritIsh Columbia where a friend ot hers 

haa gotten married. Dad na going to go too, thay wera 
aIl set to leave at 11.00 one night. and got a oall at 
10100. It was some man who had Just co-me into town, was 
referred by another of Dad's clients and was all ready 
to go looking at houses. So Dad called off his trip. 
Interviewer. Do you thlnk that's becauae, partly at 
least, he faIt an obligation to his other client, the 
one that reterred this man to him? ~ '-' 
Son. ~h yes, def'lnite1y. When he finished with that 
clIent he was going to Vancouver, but the same sort of 
thing happened again. Then 1 t happened a third time, 
And by that time it was too late for him to go.13ij 

The agent must tulfill his obligations. Not tQ do so would 

disadvantage himself with his client and destroy the latter's 

obligation to him. By accepting the ref.rral and providing 

good service he can continue the imbalance in his ~vour. 

Conclusion 

Their work and its requirements for career success give 

rise to three kinds of relationships between agents and their 
" 

clients. Agents and buyers epend much time together in non-

contractual relatlonships, and often develop friendly teelings 

toward each other. The buyer, who ostensibly receives a tree 
"" 

servioe. coma's to feel obligated and is litely to give turther 

business to the agent ).ater. Agent-vendor relations, by 

contra.t, are more businesslike 1 a contract is 8igned, there la 

leBe social contact, and disagreemente are common aB contract 

terme are periodically renegotiat.dA 
o 

To be a succes8, ,the agent needa to build up a bank ot 

long-tera reatlons wlth clients. He lB helped to 80. e:xtent 

"1 JO ; 1,$18 le probab1y a some.hat ex~re .. exa18pIe. Th. 
". agent Involved worked'" tor a _.11 oo-.pany. In .",ch a c •• e at 

Highgate, the client would have been retem4 ':to ~ l'tIli.blt 
coll.~ •• 

. ' 
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by buyers' obligations in the short-rune -But, on the whole, he 

ls the more dependent party. Given thls imbalanced reelprocity, 

he must actl,vely create obligations in hie clients by extra 

services and glfte. In hie maneeuverings, the ,agent competee 

freely with Many ether agents from'his own and outside companies. 

We turn now tô conaider this other aspect of nia occupation • 

. -"' ......... 
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C~apter 8 

, 
STRUCTURAL AMBIVALENCE IN RELATIONS AMONG AGENTS 

Their work forces real estate agen~s to compet' with
b 

each other for scarce sales and>llstlngs. On a daily basis, 

this competition combines with the need for mutual co-operation 

in negotiating sales to produce highly ambivalent rel~tions 

among ~gent8. In the long-run, differential sales,success 

gives rise to marked income dirferences.which are in turn the 

basis of sharp prestige distinctions within the occupational 

group. ~elations among agents. the~ ~re charact~~G byl 

(1) structural ambivalence-, and 

(2) a clearly defined prestige hierarchy. 

l will use the term "structural ambivalence" to convey 

the strong bullt-in pressures for both competition and co

operation on a daily basis with the sama colleagues. ro suceead, 

agents must compete for bcarce listings, clients, information, 

and sa1ea. At the same time, they must co-operate ta negotiate 
(J 

sales. ~xchange leada. and s,rvice clients while on·holi~ay. 

Many aspects of agents' behaviour wi th each other can be 

explained in terma of this structural ambivalence. a.crecy and 
< 

mutual suspicion. friend1y relations ln 4&11y contacts, imperaonal 
.. 

c forma o~expre8eing hoetllity, co-operation on a sltuatlonal 

rather than a peraonal basla, and an avoi4ance ot aoclal contact 

out.ide the work al tua tion.' 

The •• r-oh~r.aoter-i.tio te.turBe ot the relation.hlp. a~ not 
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c~nfined to agents who work for a single company, but.cut across 

company 1ines. Agents find themselves competing and co-operating 
r 

with col1eagues from other companies. 1J5 These cross-cutting 

ties weaken an agentts attachment to and dependence upon the 

firm for which he works, and encourage a high rate of inter-

/ company mobili ty. , 
i' 

The Income-Prestige Hierarchy 
(::\ 

The commissidp system rewards àgents direct1y fôr 
a 

negotiating sales. The more houses he 1ists and sel1s, and the 

more expensive the houses, the more Monay he makes. Incorne 

1evels direct1y ref1ect differences in abi1ity. Within a single 

department, such as the Head Office residential sales department , . 
of Highgate Rea1ties, incorne ranges tr~m approximately $5,000 .~ 

to over $25,000 in any year. 1J6 

Incorne differences among real ~~tate salesmen are high1y 

visible. Top agents are given better of~ioes and other company 
J 

privileges,lj7 they maintain higher <living standards and go on 

more expensive holdays than the others, and they are continua1ly 

being praised by colleagues, managers, and competitora for thair 

selling prowess. At Highgate Realtie~, aIl new sales and 

1istingà are recorded in the Notes~For sa le amen w~ic~ are 

u 1J5'or thi. reaeon, agent-agent relationllhip. are . 
discussed here rather than in the tollowing chaptera whic~dea1o 
with the internaI organilation ot the re.id~tial sale •. depart-
ment at Highgata Realtiea. ~ 

IJ6Thia figure varieà con81derably trom year to year ail 
, market conditions ch_nge, and ail star agents" joln and le.v. :the 

company. 
'. 

lJ7These will b6 dlscus .. d ~n the next chapter. 

(J 
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distributed to aIl agents, a running record of~eaoh agent's 
1 ~ , -) 

performance for the month is kept on a blaokboard in publiè , 

view, a to~ selling agent and a top listing agent ate chosen 
1 • 

every-month,lJ8 and the relative performanoes of the o~mpany's 
agent~ •. are compared at the end of each fisoal year. The 

managers use this publici ty as an incenti ve for the sucoessful . 

agents ta maintain their performance and tor the 1ess successtu1 
,-

to aim higher. The ~ollowing excerpts fram sales meetings 

illust~te this. The "'"tirst is a discussion of performances for 
"'1-(. 

1 
one month, the seconG for a years 

... 
Exoe~t 1. Mofithly Performance 
Jim ê)ung (Sales Manager). Now we come ta th~ stars of 
last month. The top sa1esman, was Lan. who ___ had three 

__ sales, which was pretty good for such a bad -month". "The 
top is was Peter Green and the runners-up were Dan 
Nester and J! Townsend. Three people had noneat aIl. 
It' s the name of the game you know. l saw Fred' S\.' , 
picture in the pa er tor a Montreal 1 Estate Board '.:-;) 
oontest. That's retty ~ood. ike to seal more of 
our 1agents \n the ein (a etar agent trom 
another company) is. in there all the time. 

, Excerpt 2. Annua1 Performance . 
',Young. Now let 'JI look at the year's record. (He pute 

the ten top agents up on "'the board in order of rank,- and 
cO_llts on each). : 0 
1. 1 Peter Green--an excellent year throughout. 
2. Joan Reid--only about $~,OOO in the difference ~ 

.; (in income from Green) due to Joan's strong finish. 
). Marie Lacroix--ane isn't here, it was the best year 

of her oareer. ' In her tiret year here Marie made 
$10,900, iri her seoond $14.900, and" this )'far . 
$20,000. 

4. Dan Nester--i t was the bes-e' 18er l can remember Dan 
having. 

5. John Neal (he mates no comment about this agent who 
" 1's also a company dire ctor) • 

f 

1)8Thelr only extra reward 'during .o.t 'of MY research was 
public praiae by the 8ale. manager and other agente durlng a • 
sales meeting. Por some monthe the)' .. re given a dinner for two" 
by the "company., b~t th!s pra9tice wa8 diaoontinued when urut 
conditions worsanad • 

• 
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6. Nancy Green--last ~ar we couldn't figure out what 
quota 10 assign to Nancy, but we set i t at $8,000 
and sh~ beat it by $5,000. Nancy'got to work, 
joined lots of organizations • • • 

7. Fred Townsend--very good for his f~rst complete 
year in this 9usiness, he a1so beat his quotJ by 
a couple of thousand dollars. ,> 

8. George Lidstone--very close to Fred, George can tell 
you what happens when you take a one month ho]day, 
i~ takes another two,mon~hs to come back. 

9. Rosemary Crawford--aft~ a month with Blueshields 
(an outside co~ny).,..we gave hera quota of $5,000 

-.. and she beat i t __ by $3,000 , 
10. Len Brooks--Len Was away for six weeks so l guess 

that made a difference of $3,000 for him. 
We11, l could g~on down the liste We've made up new 
quotas for next y+ar based on past pertormances. It's 
interesting to note that the people who are producing 
don't complain. non't go in a corner if you have a 
complaint but come and see me. We aIl need to ask 
ourselveB how we can improve ourseives in the standings. 

Information about relative performance is also readily 

ayailable across companies. The real estate board publishes 

statistics about the top MLS BaIeBmen, and agents trom ditferent 

companies a8~ess their respective colle~gues. The follpwing 
--' . . 

discussion involving ref.rance to an outside agent, Betty Stein. 

is typica1a 
p, 

f ) 

~ere8a 'Verge. Bill Jenkins left Highgate when he got 
th!s otter of a mariagey's job. l won~ar,how much 

" managers get? _ 
Len~Brooka. About $18,000 b.sic, plus usua1ly 2 par 
cen t_ on sale 8. :-
Ge orge Lidstone. jI8 could li va on Be tty Ste in 'a sale 8 
aione t ; , . ~ -'., • 
~. SM Qnly do •• so wall because she gets there 
trrit. If'sh. ~8~·t th_re 8omebody e1s8 would make it. 
Droouo. l don't ~o.w, ahe1l1ght'talk a tew people into 

i SOM Ing. .' , Q 

L1d.t~ne. Sh. ,ets :all the referra1s. ~ gets .. 11 the 
, Je.l. clients. They all p8.88 i t around abo\Jt a certain 

&gf»nt. It u •• d to _be Jean Silveran, then i t wall Joan 
Re1d, no. it's Betty Stein. They ta1t about it at the 
8)'1l&gOgue • 

Q.. 
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The relative succ"ass level of two agents affects thair 
1 

dealings with eaoh other. The top agents are in a powerful 

posi tion because they have more, listings and clients, and 
• 

beeause they.aré more skilled in salIs negot1ations. Àn agent 

from an outside company explained this succi~ctly. 

Outside Agent. Everi agent knows every other agent's 
posItIon and it;really makes a dif'f'erence whe~ they're 
dealing with each othe~. Say a new agent has a \lsting, 
and one of the more sucoesstul agents gets an of ter. 
Then the new agent will do whatever the other agent 
suggests. He wants ~o get into his good graoes • . 

Where.. two agents are oo-operatlng to complete a Bale, t'he more 

sueeesstul one usually conducts the negotiations. Peter ~reen 

desoribes an instance. 
" Peter Green. l had a case a little whi1e ago. An agent 

from Charmands (outside Company) had a client for one of 
my listings. He wasn't too BUr. about how to hfndie his 
olient, so he asked me to go with him. l d1d, and l 
managed to put th~ough the sale. 

There ia some exchange of advioe t'or defe~noe between 
. " 

atronger and weaker agents as the following discussion illustlBtan , 

Jim Yo~ 1Sa1es Manager~. How about that listing of 
7oUrs,~1? Have you t ought about putting it on 
M.L.S.? . 
Bill Wells (Weater t'ent>. w. ~~ considering it, ~ 
but you aidn't thln lt would to'-~h good, eh Pete? 
teter Gpen (stroDier Ag!~).;tlfo:t. l didn't say that. 
t woul Gcreaae he com •• llln -Chargea, but it nght 

sell better. . 
Well.. Okay, if' you think so, it'l1 go on M.L.S. 

~ 

This kind of eX9hange is simllar to Blau~. findings l'or a Pederal 
, <l 

Bntorcement ~nC7,139 but ia not oomaon. The aucce •• tul raal 

8state agent receives mqch reward tor hi. better pertoraance 

.ithout 'having to rely upon the dlte~nc. ot l ••• "euco ••• tul , 

" 139Pi-tel' •• Blau, flle' ~N9a of PmauoDOI (Chlcaco_I 
Dniverait10f Ohioago Pre.e, v~ • 
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~ col~eagues. High-status agents prefer to deal with other top 

agents who have more listings and information to offer, leaving 

their lower-status colleagues to co~operate among thems_lves. 

f, 

\ 
\ 

• 

Competi tion, S~crecY, and Suspicion j 
The concept of "structur.al ambivalence" is more complex 

/ 

and less obvious than "pr68tige hierarchy," but ia fundamental 
(1 f~ 

to understanding relationships among'( real estate agents. The ra 

are unavoidable elements of competition and conflict, and &BO 

of co-operation that make the relationship betwee~ a~y two 

agents typically ambivalent. This structural ambivalence 

produces a psychological ambivalevce in their attitudes to 

each other and t6 their inter-relationships4 l shall first 

outline the forms of competition, and show how secrecy and 

suspicion are responses to them, uand then discuss o~-operation, 

ambivalence, and collectiv~ adjùstments to this ambivalence. 

Age~ts compete mainly for scarce listings and clients, 
~ 

and in negotiating sales. This competition inevitably gives rise 

to resentment and periodic confliot. The fol1owing examples 

illustrate the three main forms of competition. 

Exàmple 8a. Compet! tion Over a Listing. Fred TOJmsend has 

picked up an Open listing trom an expired MLS of another 

company'. Peter Gree~ saya that it -bad been his Open listing 
, 

before the other oompany got i t, and that i t ahoule! still be 

his. The proble. la rale.cl in the tollowing di8cussion, which 

a180 d.lIOnatrat~ __ de.pllrt.~t·s lack ot tonal proceduree 

J'gr dealing wlth au ah reourrtnt probl~ .. , a te.ture that will 

be explox-ed ln Cha,ter 9. ,ç. 

. 
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Pred Townsend. T~is one on Round Road' is an old listing 
l have revI ved. 
Peter Green. Let me tell you about i t. It· s an o~d open 
lIstIng of mine which has since been Qn MLS with another 
company and l believe that Mrs. Reid claimed it at one 
point (she shrugs and saya nothing). A& l t8ld Fred, it'. 
still my listing until he gets a contract. 14 
George Lidstone. No, l don't think so, Pete. " It doesn't 
belong to the original listing agent when another company 
has had an MLS on it. 
Green. Oh, yes it does, it's-9till on our books. 
Nancy King. tet's ask Ji~ Jim's the boss. 
Townsend. As far as l'm ooncerned, if one agent juet 
lets the listing go, and another agent revives it, he 
deserves to have i t. 
Green. He only deserves to have it it he gets it on an 
exclusive basis. 
Jim Yo~ (Sales Manager). It seems to ma that if one 
agent ~ngs It to our attention, he deserves the credit, 
but wa have to get it straight. 
Joan Reid. 1 think we should have a policy that it's that 
agent's r&sponsibility to bring it to the attention of the 
original lister. , 
Young. WeIl, is that oka~ as a rule? 
Townsend. Not in this case, because l didn't even know 
it was an ald open listing ot Peter's. l got' the lead 
trom an expired MLS. 
Green. WeIl, if you'd kept up-to-date with our records 
here you would have known we had it on ,file. 
King. We had a case lite this about ,18 monthe ago and 
Don (general sales manager) arrived at a decision then. 
IQyng. l'lI see what was decided then. and .. 'lI abide 
~at. We have a lot of agents here, 80 it's inevit
able th~ somebody's going to step on eomebody alae's" 
toes occasionally. 

\ 

Example 8b. Competition Over a Potential purghae.r. 
( 

In this 

case one agent bring. a potential purchaaer to aee a houae 

listed by a colleague. The liating agent already mo.. t~ • 

client (potential purchaeer), and ahe trie. to win ~er trom 

the selling agent. The caa. 1. de.cribed by the .elling agent 

involvec1i George Lic1.tone l' 
, . 

i401ocording to unw.rltten compânt pollcy, agente are 
fra. to oompet. with _.oh other,to try .~d convert ~pen 
liating8'into contract listings • 

. . 
. ", .. ~" ,(" "'. ,'" , ,~ 
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Lidstone. One time, when Joan Reid w&s'working for 
another company, l had a client to take to one ot her 
listings. The house was vacant so she met us at the 
door with the key. What should she do when she met my 
client but throw her arms around her and give her a 
big kiss. She had known her bafora. Anyhow she threw 
her arms ara und her, and saida "Oh,. l thought you 
would have wanted to buya house through mel" Then 
she ta ok her by the arm and started to show her the 
house. 1 said, "Wai t a minute, this is my,. client! ", 
and l started to show her around. The poor woman was 
really upset. She went around the house but l'm sure 
she didn't sée a thing. In the end she went and boûght 
from somebody else, and we both lost out. l to'ld ~'the 
agents that Joan had given her the kiss ot deathl 

This case is-unusuaî in that the client .as implicate~ in the 

1 conflict, something agents usually try ta avoid because it can, 

as in this case, kill the deal. 

Example 8c. Competition Over Offers. Competition can lead 

to much bad feeling when two agents present otfers on the 

same house, partlcularly if the firet otfer is refused. Thi~ 

example is desbribed by the successfu! selling agent involveda . " 

Frank Martin. 1 had a fqnny oase over the week-end. 
There was thie house belonging to Mr. Breen, that was 
his name. Mrs. Crawford and l both got an offer at 
the same time, but hers came in tirst. lt was for 
$)O,QOO all cash. Mine was for $)0,000, but only 
$10,000 in cash. 1 _ent to see Mr. Breen with MY 
offer. We talked for about two hours. Finally, he , 
8aid that he alréady had an ofrer of $)0,000 aIl cash. 
1 didn't.know at the time _hose otter it was. He told 
me that the otter was going to expire in two hours, and 
that if 1 could get the ssme of ter, he'd àocept mine. 
1 ~on't know why, but l asked hlm to ~ke a oounter
otfer of $)0,000 cash. l took it back to MY client, 
and he accepte. it. So 1 s014 the house. Mra. 
Crawford was pretty upset, there wa8 a big-flght atter. 
l don't know why the vendor decided to .. 11 through ... 

. Pe~haps sb. rubbed hi. the .. ong ., or .o_t~lng. 

There are a1so àecondary lource. tor cont11ct amene ~nt •• 
, ~ 

~Y pertain té the oontrol and di ... m1na-tion ot infont.tion. A 

common practlce. la to~ an ..-nt .1th a ne. li.tins to t..p lt 
• l '. VI, ' 

\00 f J 

.ecret untl1 he has shown 1 t to hl_ own pot."tial p~ha"," .' 
1 ~.. ~ ","'\~ " •• ,~,,''','~'' 

"..," ',~~ .Jr~ ... ~J 
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firet. Only later ~oes'he record these secret or. "pocket" / 

listings in the Notes to Salesmen or mention thèm during a salee 

meeting. This practioe is ofticially trowned upon by the 

company because it lessens the chances for a quick sale by one 

of its agents, but is implicitly aoceptable among the agents as 

long as it happens only occasionally. The tollowing excerpts 

trom sales meetings show the attitudes toward these pocket 

listings. The sales manager, ~im Young, represents the company's 

position. 

Excerpt J. 
Young. Mrs. Payne (a Highgate agent at a branch office) 
eo1d a house on Westemer. l don't believe there was a 
listing registerad. 
Peter Green. No, there was no listing regist.red. 
~. We'll have to'look into that. When you g.t a 
new-listing the detaila ehould be dic~ated'at once • . 
Excerpt 4. 
Rosemary Crawrord. l have rive new listings. l had an 
ofrer on thla tirst one two .. eka.ago, but the eounter
otfer was unacceptable • 
.IgJmg. Let me get thia etraight. You had an o~t.r tW9 
WiiKi ago, and you are juat putting it on the ma~ket now! 
~Ohn Neal. Very good, Jim. Ï0rt (taoetiously)" Well, that's a lot ot nie. treah 
new. istings l ' 

Hoarding inf'ormlltion 1:f.kes other torma &'â weIl. Th.re 

la a mster f'ile in the oompany's main ottice with part1culara " 

on a separate oard for eaoh liating. The .ater oarda are 
eupposed to be kept in the file, but otten an ~nt will ha .. a 

t" 

olient intereated in a house, only to tind that th. oard ie 

misBing' becau •• anoth.r agent,. who alao ha. an ~te.reat.d client, 

la hoarding tt. Simi1arly, the 'OO.,an7 t •• pa a )[87 or two on 
• 

flle for the vacant houa.. 1 t ha. 11st.d. An apn~ 1. ....,0 .. 4 

;' 

.J.' •• 

:. ~ ;:,' 

tQ ·u .. the ket to allo. th. ho a •• and ~.n re't.-n lt 1_41 ... ~17. : _',' ",,;_-:):~ 
• iIl '1 -,}4 

but, 1f h. !là. a •• rl~~ o'ltn't, ~ ., ·t~ __ ,· "to ... ~ .. ~,-'".' '~' 
1, ' '1,', " '. ' . , , ''-' .'." ,:::"":~: - il' :' ...:;: v -'.' .: • • 

.. 
• _ , ~ J 

~ ," . ,:iQ~,.!.t.~.~ .~. '~-.'"r,", 
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4It so that other agents cannot show the house. It is very 

difficult to detect who hoards missing cards and keys, ~nd it is 

always possible that it has been genuinely mislaid. The 

offended agent can only report the problem to the manager, who 

then makes a gene~l moral appeal for the return of the missing 

item. Again, the resulting tension ~y be relieved by joking. 
• 6 

The following discussion illustrates the proble~1 

YOH. WeIl, the missing card department. the card for' 
62~oxanne was missing last week, and Mr. Lidstone was w 

desperately looking for i t. These cards .!!!!:!.!1 be kept in ,1 
the tile. If you want ta rafer to th.m, rafer ta, .them 
there. If you have tp take one oJ.1t, leave your nàme so \~ 
somebody can ·getTE' it he wants l't. You mow, we had one 
agent who used to work for ua, when he leftl

, we found tan 
cards in the drawar of his desk! He was too lazy to .keep 
his own books up-to-date. , 
George Lidstone. It's no 600d on your desk, Mrs. Crawt~ 
l hope youtre listening. (Jokingly). 
Rosemary Crawford. It was not me! 
Fred Townsend. (Also jokingly). Oh, 1'8, she's the 
type l, 

The most aggressive form of hoarding is 8imply to retuse, 
'1 

ta divulge certain crucial information. Typically, it involves 

a listing agent either refusing ta arrange an appointment for 

another agent to show a house, or refusing to l~t the other 

agent know the telephone number sa that he can ar~ a ahowing 
--

himself. The following instance involve. a listing agent from 

an outside company. 

~. Prank has an otfer on a hou ... , a goc:fd otter, but' 
~ther agent tram another company 8&18 ahe doean't 
mow wh,ra the vendor ie. ShI just aayal "He's 
eo .. where in Yanoower." '. 0 

Pr!.nk!Irtin. Sbe mo .. where he ie but ahe won't tell 
... Sb, a ready call.4 hl. and he Muid that he doem't, ' 
-.nt to _te a deal by tel.phone. 1 &sked her to Sl.... . 
_ ~1. DWlber but eh. wouldn' t. 

Wh.n 'one agent "tu ••• to~\ co-operat., th. other ..:~ 
, -

rJtallate. -In tl}e toUowlng ... , the 0.1:814 .... nt rei~l'~to _ " .' , . , *' : r'· > 

/ 

" , 
" "'" ~ t • ..J - .~~ 

1 ~ ~:" ~1. 

.
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e what is considered the Most "untair" form of competition, trying 

to talk a party out of a sale negotiated by another agent. 

Green. One thing about that deal was thatO Mrs. Tangent 
triad to kill it. She tried ta talk the purchaser out 
of it. She phoned me up and wanted the key to loqk at 
the house, but l refused it. l could do that beoause it 
was my exclusive listing not an MLS. l told her a deal 
was oooking. 
Jim Young. Yes, you've got to be careful about that. If 
you have a sale brewing, and 'Betty Stein (outside agent) 
phones up wanting to know who you're selling it to, don't 
let her know. because she might"kill the sale. 

Competition and the secrecy it engenders give rise to 
\, 1/ 

o 

muoh mutual suspicion among raal estate agents. Whenever a tellow 

• 

'--

agent fails to oo-operate in some way, they suspect that he ie 

trying ta further his own interests at their expense. 141 The 

following inoident illustrates the proc~ss. 

Example 8d. Suspioion. Rosemary Crawford has a client that 

she wants ta show into a partioular houee listed through MIS 

with an agent in another oompany, but she ia having trouble 

arranging a ahowing., The incident· begins wlth her trying to 
make the app~int~nt by tel~Phone. When ahe has difticulty, 

l ' 
1 

ahe turne ta discuss it wit~ two other agents who happen ta be 

present. 

Ros.marl Crawtord !on the tel.phone). l must get an 
appoIntment • • • a the hous. tor aale "or ian 't i t? 
• • • You can't have ~other appointment at the .ame 
time to.day, that'a wbat you 8a1d bet01'e ., •• Th1. 
houae 1. an ILS and 1 want to s •• it. (Aaid. to Prad 
Townsend) thla sound. very\tlshy to me. 
7!0!Dsend. Very tls!\y indeed. Where li 1 t? 

141famat.u Shibutani argue ••• a ganerai prtno1pl. that 
huan belnga inv.nt explanatlons whenever th.y are taced .,,1 th a 
cap in their reoeptlon of information about 10" e .. nt that ia 
important to the... ~!proIl .. 4 N.a (Indlanapo118. Bobba- . 
Merri 11 , 1968).' \" . .. . " 

., , 
" . 

" ' 
.t, ~ ~~. t.. 1 f 0(' " c >1"" "l 1. ~ 

~_._':L. / ___ ~:~', : __ ' \i:: \", '.. ,.f~:I."-A-.",,1h,,,},"'1 J~~i)..: ~4·':~I~i "~~4;f\;{:" ,~ 

", 

, 
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Crawford. The True Trust Company. (Aside to Bill Wells) 
They don't let me intb the houset 
Wells. Who's the listing agent? 
Crawtord. Mr. Peters. 
Wells. He must have an ofrer on i t. 
Crawtord. (Aside ta me) Don't g~-into this business! 

Suspicion Is common because ~ny such instances occur 

where the agent cannot be sure whether the other agent ia 
" 

dealing fairly wi th him or not, and thera !I!. many known cases 

of sharp d~aling to give credulity to his suspicion. Most 

agents protess to be honest and fair themselves, but are not 

so sure about many of their colleaguesl "l've attempted to 

co-operate as much as'possible, but of course this is a cut

throat business." T~e tollowi~ statemàntis perqaps more 

extreme than MoSt. 

Janet Tate. 1 wouldn't encroach upon anybody else my8el~ 
but thatts an exception. 1 had a door shut in my tace 
the other day by an agent who .as talking to Jim Young. 
He thought l'd overhear. 1 think that's childish. Soma 
agents are so ~ethical it·s just not tunny. Even here 
you have to ke_p quiet about things. I uaually 
wouldn't mind âaying l have an otter but l've learned 
not to say that around, here. Some agents real1y try 
to block things -- they're bad agents because they try 
to act for themselves, not tor their vendors. If an 
outaide agent presenta an otte'r, they try and persuade 
the vendor that it's a bad offer, bec~u.e they'might 
have someth!ng cooktng themaelves. 

The impression given so far is ot highly competitive, 

often openly conflictual, relationships among agents with much 

secrecy,and mutual suspicion. But there ia another, equally 

important, ~ide té th.lr relationshipa. Indeed, so.. of the 

exa.ples ot .econdary oontltct aIready pre •• nted haveari,en 
~ l ' 

trom abort~'Y8 attempts ,At co-operation. Betote.,.· can proparly 

, ~ 

".!:,;~~'~:-!':,.-';, -:.;~,;, .,~'-:{~:,_:}i:i.:\:,:~::~:~;· 
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o 

understand the individual and collective adju8tmants to 

competition among agents, we must realize that thls competition 

ooours among an occupational group wQo also dépend upon much 

mutual co-operation. 

Co-operation and Ambivalence 
, 

,'Co-operation le most important when listing agent and 

selling agent work toge~her to p~sent offers and counter

offers. This form of co~operation has already been disoussed 

(see page 78). l will simply give two more examples here, one 

involving two Highgate agents, and ~he other onè Hlghgate and 

one outside-agent. 
:\l, 

Example 8e. Sale Involvlng rwo HIghgate Agents. In this 
! 

example the listing agent and selling agent alternatively 

bring pressure to bear on the vendor. The example also shows 

succeseful ~elling teChnique, the agent's function as faoe

saver, and management's approval of co-operation between lts 

agente. 

Jim Young. How about 7.52 Grantell, Peter Green and 
Geoff Poeter worked as a taam on that one?' 
Poster. l iet Pete do Most of the talking inaide the 
house and than l did moat ôf it outaide. The vendor 
absolutely refused but Pete Said to giva us a calI 
later, and he did and aooepted • .,the otter. 
lQyng. lt waa good team-work. ltts a good idea to 
iIWiYa keep the door open like ~hat. YOU'ye got ta 
giva the vendor a oh~. to get it ott his chest and 
aave his taoe. 

Example 8f. Sale .nvolvlng· an Oyt!ide Ag.nt. In this caee the 

listing age~t fram Highgate is out ~t. town when th. outaide 

agent receives hie otter. The lat\er O~., to .... Jilll Young 
. ~ 

t" • 

who act. for the listing ~nt, the1~di.cu •• th_Ir strat.ll G 

;$1 
together, and then go to work on th. 'v.n4or. Young d •• crl~~ 

, " 

{, ' 

o 
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what happenedl 
-

iiung. We sold 275 Maple Crescent for $74,000. lt was 
sted at $125,000. Bob 'Bowman .as the agent who got 

the offer. He cameinto MY office and we talked about it. 
l informed the vendor, but we didn't make a oounte~
offer right away. ~hen l let Bob talk to the vendor. 
lt was really funny -- about,~very third sentenoe he 
used to sayl "l, as an exP~rienced salesman, after

u 

twenty-three years in thls business, would recommend 
••• " WeIl, l guess the technique must have worked. This 
case shows the importance of waiting before maklng a 
counter-offer. ,You need to find out trom each party 

" tirst what they'd be willing to settle for, rather than 
kill the de al with a oounter-offer. 

Agents often co-operate to match up clients and listings 

before the negotiation process begins., Usually the selling agent 

ha~}a client looking for a particular type of house, and he 

aske hi~ colleagues if they have a listing that might be suitabl& .... 
John Mason gives an examplel 

/ 

Mason. This morning l was talking to th~s cll.nt, who 
wanted a house that didn't coat too much. He had 

, $5,000 for a down-payment and wanted it arranged so 
that he'd have to be paying about $165 a month. l 
happened to mention this to Teresa Verge, and ahe aaid 
she had a house for $20,QOO on whieh the owner w&s 
willing to carry the mortgage at 8 par oent. So l 
phoned back my client and told him about it. He 
seemed interested and we Ive made an appoJ.ntment to show 
i t to him. -". . 

" 
This co-operation .as directly reciproçal. Information and 

advice are more often gi~en with a generaliled expectation 0; 
a return at some unapeclfied later time. An agent in a alump 

particularly appreciate. this kind of support'. 
, a 

~tte Ttrd,tt. l 80ld 5134 Longdale for.$)O,o~O. "1 
~ a 10 0 advlce trom .. rie about hoy to de.l with an 
outeide agent. And '1 got the laa4 Iro. Tere_. I.e 
te.ling kibd ot discouraged after the ~iret d •• l,tell 
throqh, and Teresa was kind enough to' sugat.~ th1. 
other, liati)'lg. " . 

Agen~s alao co-operat. to .ervice ,llents and l~s~lnge' 

. e 

" 
" , 1 
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for each othèr. 

1 
If a potential vendor or purchaser calls and 

o 

wants immediate service ·from an agent who ia busy, a colleague 

210 

will be asked to take ~he listing or show the house. For a 

listing, the two will usually agree to share it petween them, ~ 

and split the commission in the case of a sale. This kind of 

co-operation arises when an agent goes on his ho1idays. It 
t. 

r' is very important to him that he not lose contact wlth hls 

~ vendors completoly. There 18 no company pollcy coverlng this 

situatlon,142 agents arrange reciprocal deals with each other. 

Usually, the one who Is" leavlng agrees to share the commiss).on 

'.\ 
~ 
1 

" 

) 
should a sale take place while he Is away. Sometimes a similar 

deal will be worked out for a potential purchaser, but this is 

le8s common b~cause the purcha~er ls not contractually committed 

to the agent. 14) 

Another form of co-operation, often involving agents 

who work for different branches or ditterent cômpanies~ is the 

exchange of leada between two agents who work ditterent areas. 

Typical~y, tte f~rst ag~nt has a client ta whom he has shown 

houses in hi a,rea, but the client wants to see houses in 

another area. The agent will then phone his colleague in the 
" 

new area, and auggest that-"he contact the client. Depending 

upon their agreement, the '-J'iret' agent usually pts a a_Il ehara 
, , 

ot the commission should a sale occur. Th.~xchange ot leade i. 

14?The tact ot company rule. goyeming agente ie disoueeed 
in Chapter 9. ~ l} • 

~4)Th •• eoond, non-hol14a,ing,agent'wouI4 hope to ,1ck 
up the potentlal. purcba.er &n)'how, and would the1:'etore bit .., 
reluctant to ag~e to apli t the co.m.s.ion w1 th hi. oolleagu.e .. 

, ' 

~ <>. r 

, \\ _ ,:.. ... 1~ f _ 
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often on a reciprocal basis with a particular colleague in the 

other area. Pauline 'Winter eXp'lains 1 

Pauline Winter. l had an En~ish client a ~ittle while 
ago. l showed him aIl around Westmount, NDG, Montreal 
West.· Then he wanted to look in the Town" of Mount R~l, 
so l turned him over to an agent thera. l don't sh'olt 
houses the're, '1 dorft feel that l know i t weIl enough. In 
a case like that, you work something out wi th the other V' 

agent. l give 10 per cent to Jane Philbrook ln the Tawn 
if l sell to a client she turns over to me, and l get it 
if she sells to one of my clients, She's an old friend 
of mine. Out on the Lakeshore, l passed over a cli.nt 
to Ron Jackman a little while ago. l'only got 10 per 
cent, but l should have got more, because l had put in 
so much work with the client. It's up to the agents ta 
work these things out. ~ 

, J 
Agents in different companies also excha~ge :tBlit 

listings", where one agent gives ân outside colleague "mission 

to show ~is Exclusive listing. Splits usually arise from the 

instigation of the outside agent with an interested client. 

Once a split has been granted, aIl the agent~ in the receiving 

company can-arrange showing~-of the house. Highgate Reaities 

has a policy, which ia not strictly adhèred to, of refusing to 

give a split for at least ten days after obtaining a new 

Exclusive. The agent who broyght in a split used to receive 

10 per cent commission if the houee was sold by-another Highgate 

age~t. This oommission arrangement has recently béen abolished, 

" because management telt that too many agente wera spending t'ima . . 
phoning up their friends inœher cOMpaniea tor splita. 

" 
Co-operation of a alightly dirre~nt tor. oeeure where 

agents trom two comganies shara a listing batween them. Th ••• 

"joint or'Q.o-liatlngs a~ usually arr,anged at the instigation ot 

a veMor who wants ~two compani.. to •• rviee his li.ting. 'rhe7 

can be 'ither Qo-Bxcluaive or co-MLI. The listing ooad •• i,Oft 

• 
1..' '. ~ .: - . ." ,'.! 
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may be shared between the two listing agents and companies 

regardless of who makes the sale, or- the listing may be on a 

"winner.take-all" basis. In the latter, if one of the listing 

_companies makes the sale, the other company and listing agent 

receive nothlngJ while if a third company makes the sale, the 
\ 

-~,~isting commision is split between the 

t'i There are, then, many forms of 

first t~w ~- :,,~~ - \1 
-, ~I 

cO-,ope on, as '---;'11 as 

many forms of competition •. To 8uceeed, an agent-must particlpate 

in both. Sinee competition and co-operation are both unpre-

___ dictable, this ambivalence is partic~larly diffic~lt. No agent 

can tell in-advance when he will have to compete or co-operate 

~with a colleague. The man who worked with him to bring off a 

big sale yesterday may steal his el'ient or beat him wi th an offer 

tomorrow. Co-operative efforts themselves are fragile, and ,oan 

easiIy break down in~o res6ntment or conflict when one colleague 

suspects that the other is{~ot doing his share, or is double

crossing him in some way. The following ex.mpes illustrate thisi 

Example ag. PalIure to Present an Offer SuccessfullY. In this 
\', ~ 

case, the listl~ agmt did not oo-operate to put pressure on . 

his vendor,to accept the seIIing~ag.nt's good 9fter. The 

latter express8. her resentment. 

Pauline Wlnter~ l'm involved in a deal now. It's 
! p~ovlng very harde My olient made a gQ9d of ter, but 

the other agent, he's trom another company, he dldn't 
ha~ ertough influence on ~he vendor. When l preeented 
the otfer, he didntt say a word, h. we1&l4n't aven 8&,
that thls was a good of ter. Just a word trom hi. an4 l 
think it would'have been aooepted. H. 18 a.hopet. •• 
agent, he ehoulc1n-t be allowed ln the busin..... A good 
~nt would have been abl. to put the 4e.1 throUCh. 

'---" 
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Example Sh. Resent_nt about a Lo" Offer. The listing agent' 

here expresses dissatistaction at the low of ter o~tained by 
• • j- ~ 

the selling agent. T~e se11ing agent in turn rasants that his 

achievement is not appreciatted. Tht~ case involves an 

eXperienced listing agent and a new selling agent. The tormer . 

quickly brings{. the incipient confliot under control. The sales 
" , manager joins the conversation mid-way through. 

John Mason. Get on the telephone to Florida, Joan, l've 
got an olfer. l'm afraid it's a bit lower than we }lad 
hoped. ' 
Joan Reid. Oh. no, we can't take one that's lower. How 
much? 
Mason. $67,000, that's not bad on a $79,000 house in ~his 
market. 
Reid. We1l, l can phone him, but l know he'll bè angry. 
~Youpg. (Approaches and spaaks.) How did it go, 
JohJî? 
Mason. Wel1, l got an of ter that was a bit low, but 
Joan says she won' t phone him. ~ 
~eAd. (Angered) l didn't'say l wouldn't phone hi m, but 

said it'a- a very low offer. (Ca1ms down.) But l 
think you did your best, John. 

Example Bi. Conflict Between Co-Listers, 1. A co-listing can 

be a source of strong competition, particularly if it is on a 

winner-take-all basis, when it looks as though one of the 

agents ia about to reoeive a good otter and close a sale. In 

this example, ona of the op-listers, Peter Green, refuses to 

give the key to the other co-ltster when he has an of ter. She ç 

retaliates by trying to taik his purohaser out of buying. Jim 

Young suspects that she must have an intereeted client of her 

own. The .tory is told by Grien and re:rIeets his bia •• 

"Green. They were' asking -'25,000,' it waà an 8atate. l'd 
had an offer ot $85,000 a. 1IOnth ago whieh. the ooiopany 
turned down. In thi. caae 1 wrGte a letter to the 
compan)', giTi.rli the reasona tor buying. You mow, Mr8. 

, 
~, !: 

. DUstin (the co-118te~) behav.ed aboa1nably. Sb •• att4 for 
the ke)' to the house. I.woUldn't give it te her, but ahe 
.. nt to 1Q' c.olient &n)'how and told hi. that he ..... gtttlr;c l ,_ ~ 
• bJ,d deal. ~. , . ~ , 
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Yfiung • perhaps she had a potential buyer her,self, bu~ 
t at was really most unethioal. 

Example 8j. Conflict Between Co-Listers, II. In this case, 
~ '" . 

. one of the co-listers tries to get· the vendor to renew the 

co-listing when it has expired, but th& other co-lister 
" 

persuades him to list it ex~lusively with her. It is described ~ 

by George Lidstone, the agent who loses out in the transaction. 
/ 

Lidstone. Here's a house that used to be my co-listing 
wlth Mrs. Stone, l wanted to rehew it when the contract 
ran out. l talked to the owrier and he saidjthat h~ 
wanted to try and sell it on his own. But Mrs. Stone 
pulled a fast one, because the next thing l knew it was 
her Bxclusive. 

Thi$ structurally based competition and oo-operation 

among agents, plus their inabili~ :0 predi~t when or with whom 

they will have to compete or co-operate, gives rise to a 
. ' 

parallel psychological ambivalence. George Homans has proposed " 

that " ••• the more frequently persons interact with one another, 
. 

the stronger their sentiments of friend8hip tor one another are 

apt to berl44 but he implicitly assumes co-operative interaation& 

Alternatively, conflictual Interaatipn bet.een two persons would 

be expected to produce dialike for one another. But wbat ot a 

si tuation, auah as that aJlong real 8state agents, where there 

ie traquent interaction, strongly negative and strongly positive? 

Mutua1 suspicion and hoatility tro. oompetition and contlict, 

and mutual enjoyment and respect trom co-opel'l1tion are produce.A1. .. ~ . 
Theae amblguous .en\imants aré .~":s.ed at the cogniti .... 1 ..... 1 

b~contradictory and ambi~l.nt attitude •• The followlng oo ... nt. 

characterise competition and oonf11ot • 

_ ... (' 

, , , 
J:' .;1,.. '. 
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"We're a11 loners in thls business. We have to be in 
competition with eaeh other a11 the time." 

"Basieal1y, this is a cut-throat business." 

"You have to keep tighting a1l the time, therels 
a1ways something to keep your blood pressure up." 

"A1l t s fair in love and war and 'real estate." 

Statements about co-operation are generally more retieent. 
o 

"Therets a' lot of oo-operation among the agents. l 
~ find Most of them prett)" good to get alo~ wi th. " 

"General1y, l'd say the co-operation is good. You 
have to maintain good re1ationships." 

"We have a really.good team-work hera." 
. ' 

When questioned explicitly about their relations with other 

agents, most expressed their ambivalence. 

"Thera is a good co-operation, this is not the cut
throat business it'used to be." 

"l'~ attempted to eo-operate as much as possible, but o}l 
-, course this is a eut-throat business." / 

"Ittsfdog eat doge But when we're finished tighting, 
we 'ra friends." 

"Considering the agents are in competition with each 
other, the co-operation ia excellent." 

This structural and psycho1ogica1 ambiva1enoe places a definite' 

st~in upon individua1.~nta and upon their 4&i1y interaction. 

Individual and colleotive defences have deve10ped against thi. 

oompetition and ambivalence and the strain it produces. 

Pafenses Awa!nst Oo!R!tition and Aabi~~.noe 
!he problem oan be re-formulatad tro. the point ot vie. 

ot raa1 estate agent a as • group. In order to auce.acl, i ta 
membera must ooapete with e.ch ~ther. This .coapetl tion 1. ~:an 

.<1 

q,ul te fierce. w1 th periodic open con1'11ct ancl IIUOh :tt.alitant 

II' 

" >,' 

>' 

~ -' " i ' 
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and hostility. At the sama time. the succesa of the membera and 
. 

of ,the group collectively depand upon much co-operation. The 

problem is this 1 how to ensure that competition and con.fllct, " 

which are Inevitable, do not destroy co-operation, which ls 

essential. 
\ 

,f} 

As we. conceive it here, seven individual and collective 

techniques, or "derense mechanisms,~ have emerged as responses 

to this problem. These are 1 formal restraints, normative 

restrai~ts, incipient cliques, situational co-operation, lack 

of informaI social contact, impression management, and 

managerial mediation. l will discuss each briefly. 

1. FormaI Restraints Upon Competition. FormaI restrânts 

are rules which are effectively enforeed. The listing agreement 

. itselt is the most important formal limitation with respect to 

,. vendors. The listing broker has th~ exclusive right ta service 

the listing, and it is an ottenee punlshable by the Montreal Real 

Estate Board for outside agents to solicit for the listing during 

the contract periode ,Within Hlghgate Realt~es Company, the 
, 

agent who brings in the listing, or to whom It is aaalgned by 

the company, is S018ly responaible for servicing·the.vendo~ 
'. , 

and Is entitled to the listing commission if the house sells. 

Competi tion .for vendors, then, la ~strlct.d to tàe period 

betore a listing contract 18 81gned, and to the tlme for 

rene ... l ot the contract. 

Open l18tings repre .. nt an Inter.41ary oategory becaua. ' 

no oontraot 1 •• !gne4, , and cOmpanJ pollo)' .overn~n& "th •• 1.' 

variable and unoertaln. 'l'he 11st1nc agent tr1e. to co .... rt tu . '{ 
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Open listing into a Contract listing. in the meantime he receives 

10 per cent of the commission if the house ia 801d by another 
\ 

Hlghgate agent. But any other agent can try and oonvert the 

Open listinglnto an Exclusive or MIS. If he succeeds, the 

first agent receives 10 per cent in the case of a sale and the 
, 

second 15 per cent. But for an Open .listing obtained by phoning 

the owner of -an expired 'MLS of another company, Highgate 

recently adopted a new policy whereby the listing agent would 

receive no commission unless he personally inspected the 'property 
, 

and cheoked ~he listing particulars. The indefinlte status of 

oompetition for Open listings 1- 111ustrated in the toilowlng 

discussion during a sales meetings . 
~ 

Rose~ry Crawford. l want to mention somethlng. l had 
a ol\&nt a little whi1e ago interested in an Open 
listing of Len'~, l'~ sure l could have converted the 
listing-4nto an !xc1usive, but l didn't 1ike to because 
of Len. Then the next thing l lmew, i t ftS a True Trust 
listing! "\ " 
Dan Nestar. We have a p011cy cov.ring that. If th. 
second agent co~verts it into a oontract listing, then 
he get8~ 1.5 per cent and the tiret agent 10 par cent 
of the listins commission. 
Jill- Yog. 1 think the best thing te.? do wou1d be tor 
the .econd agent to ta1k it over with the tiret agent. 
Ira. Crawford, you oould have gone to Lin and told him 
that you thought yo~ could convert it into an Exclusive, 
and }An wou1d probabiylPe oniy tao glad. grawf9rd. l dldn t t want. ~o lntertere with t.nts chance., 
ut wa8 aorry to ae. the ~rue Trust get It. Did you 

try for lt, Lan? , _J 

L!n Brooks, Ye8, 1 phoned her up .very .. ek. , 

Unti1 the pae~ two ye.re ... Jilghgate Real ti.s had a , 
paraile1 polioy whlch reatrict4d co~tltion tor Potent1al 

pvohaeeN, é __ lle4 the "reglatratlon .ye"'.... An ... ni who •• 

Ihowing hou.I to • purohaaer would ",l •• r ,hie na. 1ft • ~ot, 
,,' ~ ".: ~ . 

. and nO I other H1chp.te .. ent oou14 tab oùt tbat ollen".'" .' 
. - . 

Iptem wu a'bollah.~ shOrtl,. betON 1 .:..be~,·" rt .. aro1t,on tilt 
, ~ ", , ~" ;, 

',' ," . ;,-~" ,,:' " :-.' "., .. ',: .,.;:" .: >'( ~,;,<:~(;~~~. /,~·~i;i : ., '." . 
"" ',' ," .... ~' __ " ~,'~, ".- f'1""1:-;'t ;'!f <_'" r.o(,l ·~.l'.~~'$~i" foH • j,w ~. '~\ " '1 ; "'~' ~~ ~-:-'r ~"t ... \{ '&11'''} t~"! \ ...... ,.~~"-!nJ.f 1:~~~O'J"~~ 
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grounds that dissatistied purcha.ers were being lost to other 

companies. Unlike the listing system, the registration system 

w&s not protected by a wider system which prevented competition 

trom other brok.rs. 14S A tormal restriction on competition for 

purchasers that stIll applies is that the agent who first shows 

a house has the-right to the selling commission even if the 

~"client submi ta his otter through another agent. This rule does 

receive wider support, the Board maintains it with respect to .. 
age~ts trom dttferent companies. Recently 1he Boa~ has consideree! , ~ . 
changing its policy, and Highgate agents are upset because it 

would mean increaeed co~petition and confli6t. The issue arose 

during a meetings 

Jim Young. What do you think we should do if _ we are 
ahow!ng the husband around and we come to a house which 
he says his wife las already seen wi th another agent? 
Dan Nester. Tell him that he should see .i t wi th the 
other agent. ~ 
Teresa Verge. Rightl 
,ob Colea. There 's a rumour that the Board may- charlge 
ta pollcy to recogniEe the agent who makee the otfer 

rather than the person who shows it tiret. 
Joan Reid. Oh, no! l think that would be awful, it 
.oula Just lead to 80 much fighting. It would be an 
awful 8i tuation. 
(Murmure of agreement) • 
Rtoff Poster. pim, you need to -contact Jim Johnson, 
e' s our repre8enta~ive, a director' on the Board. Get 

him to present our.' company' 8 poliey on this thfng. 
Young. Yes, 1'11 do that today. 

If the Board does,change it. pollcy, t~. rules regulating the 

liating contract wlll remain as the only formal restriction upon 

competition amohg ~ntB. 

~ 1~3T6. registration 818tem and -it. unintended con.e. 
quences will be di.cU.Nd turther in the next chapter. ' 

, 

'- , '~ , 

'À,'- _', If 
,- ,.', ;""'/ ~ ~~. 'f: ...... ';~ .,1; 
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2. Normative Controls Upon Comp!tition. wayof 

1imiting the disruptive effeot of competition i~, aradoxica11y, 

to define it'positively as a "good thing". eam that 

they must expect others to compete with t~em, that is ie how the 

system works Most effioiently, and that theymould ot iet fair 

competition become a basis for personal animosities. On the 

other hand, informaI norme develop concerning what cpnstitutes 

"uniair" competition. Agents agree that it is wrong to withho1d 

" most kinds of information, suoh as, vendors t telephone numbers, when" 

they have been requested ~ others, that agentsd10uld not 

blatahtly attempt to ste al other agents' potential listings and 

clients through suoh means as eavesdropping on tel.phone 
, 

conversations, that one agent'should not criticiz. another in 

the presence of a olient, that an agent should not try t~·,., 
another agent's buyer ,or vendor out of a deal, that every age~t} 
should work to get a fair share of listings, not simply try to 

. 
sell others' listings,J and that agents should generally be honest 

in their de.linga with each other. 

Although these norme are professed by Most, ther.e are 

limitations upon their ettectiven.ss in practicea- 80me do not 

accept their legitimacy, holding that aIl torma ot legal compe~ 

tition are tair, th.~ are diacrepanoi •• between ~bat an agent 

~rofe88e8 an~ what h. actuàlly do ••• llO~t t~.gn •• iona are 

ditticult te d.tact, and there are no readil;y entora.able sanc

tions to de.1 with ottend.ra agreed upo~ by aIl. ~ hear4 of 

on17 two oaae.'where ... nt. had 0011.ot1 .. 1;y aueo •• ded ln 

eanotioning ont ot, th.lr ~.l~o... ln "M tint, a' ftWlber, of 'il'.'':- ... 
~ 1# > _ ~ , 'k •• .. '. 

ft' '~':( 



~ resented an agent who had recently transterred trom another 

company and was not bringing in her share ot listings. They 

complained to management, and became re luctant to co-operate 
l 

wi th th~ otfending agent. She eventually resigned",' and spoke 

bitterly against the company and its agents to oJtsiders. In , , 
" the other oase, a man who had a habit of stealing other agents' 

clients and listings lost a ohance tor a big sale because they 

agreed to withhold information about a ~i8ting from himt and 

the house was 80ld to somebody e18e. 
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Such collective reprisals, and indeed oollective 

co-operation ot any kind, are rare among real estate agents. The 

main control upon untair pra~tices i8 the tsar of reciprocal 

rather than collective counter-action. The potential ottender 

never knows when he may need the oo-operation or'his intended 
. 
victim in sorne other tran8action. As one agent put it. 

Lan Brooks. or course, 80me types who have been screwed 
by another agent hold grudges. It depends upon person
ality. Ir someone considers he's been dipped ot $1,000, 
then there' 8 bound to be con:f'llct. But ot course you 
have to maintain good rtlationships. A gul" might be 
busy, andJa88 you on a client tor 10 par cent of the 
sale. 

Another nona, one ganerally agreed upon by aIl, 18 that 
~ 

agent a have °a right to ke.p oertain Information, partloularly 

about clients, to the.selv.s. It ie wrong ~b:PrJ ln certÀln 
, . 

are.s. In the tollowina converaatio~, the &g*nt cheoka her.aIt 
-, 

when sha find8 8he 18 •• king too auch. ;1 
.. • , 1..J 

pan ne.ter. '" l 've ha4 two cli.nte who haft 111\48 " ... ~~l.e . i'~\' 2 
OU.ra ïi_ly. " 1 \',", 

Jfan27 :1Q.nct Whlch ,.Ollen-t., (PaUM and, 00- ~.po~.) l'.)' ;', 
.oft7, -:aii ts not tair. ~\. _ ,:,' " ',:' ;' , 

, ,q " • , ': 

The ript to .. oreoJ" about oUeata 1. aD Itrolll ., .. .,.~t. ' ' .,' ::.;;. 
_' , >. • .:' , '; ", ":: ... .".:':;~,:; •• :,' 'r' 
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, e usually a n."comer, will Bometimes be mildly sanctioned for 

"telling too much, " or agents mlg,t ,teel.uncomfortabie and ,joke 

about receiving information "hen it could work ta the .... d1sadvan

tage ot the donor. The follo"ing examples illu&trate th1s norml 

1 J 
~ "'. 1 ,.. 

" 1 , . 

! 
1 , 

1 

Example. Bk and 81. SeCreCY Norm. In the first instance, a 

new agent starts to talk openly about a good client and is 
A 

cautioned by a more 8xperlenced colleague. In the second, 

George Lidstone surprises the people at a sales meeting by 

mentioning a new listing for which he has a potential buyer. 

8k, John Mason. l think l have a good chance to sell 
to that Dr. Walters. hets really anxious to buy. 
Joan Reid. Be careful, John, you don't want to tell us 
aIl your secrets! 

81. George' Lidstone. l've got'a beautiful new duplex 
lIsting at 113 - 115 Buffett Road for $62,000. It's 
the nic.st duplex l've a.en ainee l came into the 
business. l have a potential buyer,'so don't rush at it. 
Jim YQ~. WeIl, that's brave of you ta bring it to our 
attent on! 
Lid§tone. As l said, don 4 t rush at it! 

By;efining cert,in forme of secrecy as acceptable, the group 
.... 

reduces the strai,.ll for its memhers who are forced by competition 
" 

to keep certain inrormation priva te. 

J. Incipient Cligues. One way in which Many agents deal 
" i 

with ambiguity is ta try ari~ separate the elemetta of co-opera1Son 

. 'and competitioh b;y torming cliques or partnerahips ~t two to lOur 
agents who co-operate w1th a.ch oth.r over sale., split li.ti~8. 

and the .xch~e 'ot information, while they oontinue to co~t. 

John If.al ,ives hia ll1Pre •• i-on of thi •• 

, 
,K , 
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. Bett7 Stein. l get along very wel~ with Bill Kent. 

In Most cases, clique formation remaina ineipient. Stable, 

long-term cliques do not form because the need for co-operation 

and competiti?n Is too unpr~dictable. A member of an incipient 

olique May find himselt having to co-operate with a non-mamber to 
\ , 

complete a deal, or oompeting w~th,a tellaw mem~ to pick up a 

listing or bring an otter on a house. As an agent who worked in 

another area~explaineda 

;' 

Outsidè'Agent. l can see all the little cliques 
around the Lakeshore, and they'ra always changing. 
You can bet that each change ia preceded by a tight 
among'members of the clique. 

The olosest approximation to a stable cli'que at Highgate waa two 

~. ~agents who often held co-listings together, and who had worked 

out an arrangement_with a builder. One ot them desoribed this 

set':'upa 

DO~ Jenkins. Bob Cales and myself used ta share 
th~e lIstIngs with the builders. If he 80ld it 
l would get the listing oommission and if l 801d 
it he would. But that's not a uaual arra~ment. 
We used to shara them'when l was with a ditterent 
oompany and we decided to continue it. 

This agreement became of li ttle importanoe as new building 
: 

declined in the area. When Jenkins .as tatar tired by the 

company, Coles re.ined. 
-

Unpredictability prevents clique formatlon trom becoming 

a sucees,.tul solution to the proble. of alllbivalenee. The 1D08t 
.... - - . 

that ia .aohieved 18 a preterred trading partn.rahlp be" .. en a 

, ~oupl. of .... nt. wi thin a eOapaDJ or bet ... n two coapanl... A 

member ot one .uah J partnerahip 4 •• crtbel 1't .e tol101f8' 
" ... 

" , 
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Frank Martin. Ideal a lot with Betty Simmons at the' 
True Trust. She's a really good agent. If l need any
thing l'Il calI her, and it she needs anything she'll : 
oall me. l would say that l have a real team wor~ with 
her. After the last sale we completed, l said thât l 
couldn't have done it without her, and she said that 
she couldn't have done it without me. But of course l 
deal with many agents. l sold one of Mrs. Donne's 
listings last week, and she has an offer on one of mine 
now. 

4. Situational Co-operation. A~though they would otten 
, " 

Y\ prefer -~ agents learn that they cannot arra~e to co-operate 

with others on the basis of personal charaoteristice. Personal 

r&sèntments cannot be expressed Yn seleotive co-operation and 
1 

';' 1 

competition. The best example o~ this is the lack of discrimin-
., 

ation by sexe Sorne, of the older male agents at Highgate Realties; 

resent the influx of women into the occupation. Thi~ is a common 

topic of conversation when men are together. One of them 

explained his'position as followsl 

Male Ment. Some of the older men don't like having 
aIl thes8 _omen agents. Of- course, they know how to 
appeal to the women and are qui te luceessful. l don' t 
know about all these women working. It kind ot both.ra 
me because of the kids. The thing,that both.rs me is 
that for every woman that gets a j'ob the ra , a some man 
who $oesn't have a job. '-; 

Thes~ men can di~eriminate by asking other men to handle their 
• 

listings when they go on holiday, but the)' cannot arr.knge to 

oo-operate in sales and the exehange ot intor.tion onl)' wi ~h 
, 

men. They are forced to keep. their reaent_nt to the.elve. so 

t~a~ it will ~ot endanger their co-operation with te .. l. agenta. 

Si tuational co-operation !DIana that agenta pnèrall,. 

co-operate _lth a.ch other whanever lt wou14 be to th.Ir ,_.1 
, ~"! 

'-, .. 
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feeling that might emerge whén they later find themselves 

oompeting with the same agents. Table 8a. presents unobstrusive 

evidence for this argument that co-operation occur~ on a 

situational basis. The table enumerates aIl items of co-operation 

'recorded in the Notes for Salesmen for the fifteen agents who were 

at Highgate throughout a year. Most of these items (over 70 per 

cent) are shared listings, either7~lits or co-listings, with 

agents in outside companies. The others are items of co-

operation within Highgate. mainly shared listings and handling 

other agents' listings while they were on holday. 
-The first column,records co-operation by number of items, 

and the second column by numbe:r of agen'ts. Len Brooks, for 

example, was involved in 16 co-operative transactions with 16 

different agents. Peter Green in 28 transactions with 22 
~ 

diffèrent agents. As is clear from the table, thera is little 
<;: 

evidence for co-operation with particular others. The total_~ 

number of transactions, 156, involved 137 difterent pairs of 

agents, indicating that co-operation is on a situational ~8is. 

s. Avoldance of Social Contact's. Thera ia vel'-y ii ttle 
~ 

soclal contact among real estate agents outsl~e theirwork. c ____ 4l 

A few, auch as Doug Jenkins'" and Bob Co1es, are friends' whose 

familles meet so01al1y, but th~~a~ .xcepti~n8. Partly, th1s 
" . 

"1 • 
lack ot aoc1ability ia due to the nature ot the wort and-its 

demanda upon the agents' ti~. A8 ~k Martin pu~ it. "We 
> 

don' t have the time tor much 80clal lite. So .. ti.... ther. are 
i 0 

~. /1> 

daye in which l ~ld ua. torty·elght_hqura." ,~.proble. ot 
. "' 

arranging hie 80clal 11''- 1. dittlc~l ~ for an agent beoau.. ot hD 1 •• ..:. 

o • . , 

lrregular,an4 unpredl~tab1a ho~. the probl •• 1. co~un4.4 
<, , ;.;~ , • ~ , 1 

. " 'l'" 
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Table 8a. 

Situationa1 Co-operation as Indicated 
By Shared Listings 

Highgate Agent Invo1ved 

~ 

Len" Brooks 

Marie Lacroix 

Bob Co1es 

Teresa Verge 

Rosemary Crawford 

Peter Green 

Frank Martin\1 

George Lidstone 

Dan Nester 

Jack Fraser 

Johp Nea1 

Joan Reid 

Danielle Tarcot 

Pred Townsend 

Pauline Winte~ 

, . 

Total 

.\ 
,'-

Co-operation 
(~o. of Items) 

>~ 

16 

11 

10 

9 

28 

8 

9 

11 

5 

10 

14 

8 

9 

156 

.c"!!!"f. '.~~~~ \.~ t. ~:.; ....... -;. ~.':I'.' ,,~r'~t . .,,~ .',><~., .. ~ v/~.4 ,', ,,' 

225 
" ' 

Co-operation 
(No. of Agents) 

16 

10 

\ 

8 

22 

7 

, 8 

9 

5 

8 

1) 

6 

4 

9 

1)7 

-

• f 
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• . wJ\are two agents are involvad. 

~ 

• 
-~ /~- .... : 

But the. main barri~rs to sociability are competition, 

mutual susp}cion, and the ambivalence of work relati~nships. 

\ Agents do have a soc~,al life" often involving some of thelr 

# 

• 

v ~-. . 
cllents, but seldom fellow agents. Casual social contacts are 

"', ~ ~ 

generally avoided because they invOlve the~r~sk of losini a 
\ 

client or a listing to' a collaague 1 

Jack fraser. This is a funny business -- people are 
not reallY,social. ,The thing Is that you'have to'watch 
what you'~ saying. - One word can lose a sale. You 
might let it be known that you're expecting an offer on 
a certain listing, and the other guy might have an otfer 
as weIl, so:.he 'Il go to his client and get him ta hupry 
up or maybe.raise the offer. You milht lose a sale by 
that. You sure as hell don't tell your friend When 
you're golng to get an offer. 

Len Brooks. Now and again when the day nas been rough 
~ couple of us might go down for a beer and $ome lunch, 
but,that's not a general principle. It W8stes tl~, and 
often one agari~ tends tO,pick at anotherts brains. You 
may say somethlng 'about sorne client, and find that hels 
on the other &gent's books the next day. The least you 
say about business to your confreras, the better. Most 
good agents don't hobnob with others. But a guy can't 
be too aloof. Everybody says hullo, how are you, 
goodbye, but those that get reaIIy frlendly and hobnob ~', 
in the coffee-shop are usually left out of good salee. ~ 

Deeper personal attlchments could Iead to increased ditriculti8s 
-

and "ba~ feeling where frienda round themeelvea competing with 
t D 

e.ch ter. " . 
,6. Impression 'Management. Real estate saleanan, a8 we 

have seen, are experts at creating and malntainlftg iapres.lo~8 

that dirrer trom how they real1y te.1 a~out a particul&r hou .. 
, ->" -

or client. Thi. expert!, ••• ppli •••• weIl to relatio~.hips .. 
o ~, v.~~ 

among agè~t.. Incldel\te ot oo~tllct can, be leolawd and contalned " ~ 
D .... , i1 ,: ... ~ 

'1.,1., 

by eacn-tgent subHfl.ntly playing the ga_ of trt.n41y ~la'tlOl1a, :,~1 
.,.......... .,. 0 .: I-

f' 
.,: ,,,, ,., 

\. 
\ ..., 

« 

" 
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betw.en them. It is striking how otten two agents who have 

quarreled one day will be seen in t~iend1y light conversation 
"'\' . 

the next. The explanation for this is that, on the third day, 

227 

the two may'find themselves needing to co-operate to complete a 

sale. l do not mean to imp1y that agents are simp1y hypocrite'. 

The re-instigatIon of friend1iness fo110wing conflict is a 

mutual adaptation to structural ambivalence which has positive 

benefite for both parties and for the occupational group. 
~ 

Long-term dislikes and conf1icts do, of course, occurJ but no 

agent can afford to become invo1ved in too many such re1ationsHp& 

Impression management takes another form that we can ca11 

"ro1e censure", a technique of critieizing a colleague.or making 

a complaint w~i1e avoiding the disrupti.n of a 'direct personal 

attack. The agent or manager speaks in a genera1 way about a 

situation, and uses expressions such as "an agent~ or "some agenta" 

when he is real1y thinking of a specifie incident and a specifie 

agent. It ia as though the role were to blame and not the person 

playing it. In this way conflict is depersona1ized and emotions 
c 

are kept under control. The· to110wing examples illustrate thia, 

defanae 1 

Exampla 8m. RoI. Censure l. In this first examp1e, the agent 
" 

who makes a complaint about a n •• 'listing not ye~ being on file 

doea not name th~ listing agent, al though h. obviously knows who 
• 

it l •• ·· The listing agent defenda hlm.elf, and then the general 

sales ID8.JUlg8r, bon Lane, co_nt. in a purely gan.ral way. 
. ' 

~0it Jenkin.. 1 had • olient intereated in that new 
liilng on· a&rlyl •• -, 1 Ibok.4 tO~~h. listing Dard on 

Saturda" but it .... én·t on tile. 
Lan Bnota. But l'a,Jh1ri 1 -gave the .neil to the 
.ecretâry ~n,Wa4ne.a.y. ; 

. .' 

o 
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Don Lane. It's very important that these cardsobe k~p~ .. 
on file. The listing agent should look afte~~it and be 

, re sponsi ble. 

Example Sn. Role Censure II. In this case, the t~rst agent 

phrases his complaint in general terms, the second agent 

apologizes for his over-sight, and then the fira"t age'nt denies 

that he was referring to h~m apecifically. In this way, the 

offended party ia placated without either side being 

antagonized. 

Fred Townsend. It'~ no good receiving a phone-calI and 
then havlng to go to the file to -find out about a 
property, and sometimes ~ou canlt even find anything in 
the file. - ....... 
Bob Cales. Oh, weIl there was a mix-up about that 
property. 1 had the sign up barore l filled out the 
listing forro because 1 saw a chance to get the listing 

1 in a hurry. But l shouldn't have done that. 
Townsend. WeIl, 1 wasn't referring ~to that sp8citioally, 
but Just generally it's hard to talk about a property 
when you don't know anything about it. 

This technique of depersonalizing con~ict by role censure rather 

than personal censure w&s common at Highgate Healties. The~sale8 
" 

manager, Jim Young, used i t regularly. 1 _s present 'when an 
. 

agent explaill;,ed to him that she w&s showing a client her own 

listing rather than a'better one belonging ta a colleague. 

Young made no comment at the time, ~ut wrote a no~. ot the 

inoident, and spoke at th.~next ... tlng about ho. an ~nt 

should always ~how his client the beat listing regardles$ of 

.ho the listing agent 18. -, 

7. Manac!rlal "dlation. Withln the c0..,aDT, conflicts 

can be oontalned ane! olten reaol.".ed through the .diation of the l 

saI.. .....re. Ii the 1" the part,. who t •• le otlencle4 cOIIP1alne 
, ~ 

to the ..,..pl' hl.~lt. or· ..... ~r 1nWfw:a ~JI ~~ •. 

- , ' - .......... 

< ~ '" 
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two &gents having an argument. Managere try to intervene as 

quickly a,s possible to bring the conflict under control. The 

protagoniste usually accept tne managera' decieion, although the . . 
loeing party may continue to fee1 reaentful and. in extreme cues, 

May rasign tram the campany.l46 The posslbi1ity of ~nagerial 

madiation ls one, aspect which differentiates agent-agent 

relat~onships withln a c~mpany trom those between companies. 
r " 

Through the se. seven techniques, rea~ estate agents manage 

in Most c~ses to prevent the competition, periodic conflict, and . , , 

mutual suspicion that charaaterize their relation8hips with e.ch 
",' 

i 
other trom seriously disrupting the co-operation required for 

their success. This model of agent-agent relations applies 

across campanie 8 , and betore-proceeding to the internal 

organization of Highgate Rlalties, we nead to oonsider the 

implications of the hlgh degrae of interaction between agents 

from ditferent companies for agent-oompany relationship8. 

ier '18 

The advantages of co-operation 1e.d to lIlUch interao,~lon 

with agents of,othe~ real estate c~mpanie.. Inde.d, in Man7' 

ca •• s, an agent will co-operate wi th out.id. agent. ~re tl\ân', 
1 

hi. col1eague. in his own company. This limita attach .. nt ~o 
, 

and identification with the oo.pany for whioh an a,ent worka. 
<>. '. , j 

It a1so _kes a lIOV', trOm one oollpllfty to another rel&tlvel~ 

.aey, beoau.e he already mo.. ..t of th. ~.nt. and broJtera 

trom worklng with the. beto~. 

" , . , l ";...t ':;' 

, . Co.,anl.. att • .,t ~o 1nlt11l 

" 
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loyal~y through moral persuasion and through .anlpulatlon of 

, & commission rates, but have only limited suce •• s. Th. ra !El eo .. 
'. differences which make for aomewhat more co-operation a.ong 

agents within a company, and somewhat more competition among 
~ 

agents in different cDmpanies, but these are of .econdary 

importance. 

Of 24 agents who worked at Highgate Realtiea during the 

period ot ~ reeearch, 15 had previously worked tor other 

cOMpaniee, and 10 of theee for two or more othera. Most ot them 

said that they liked working tor Highgatea it had good re~ords 

and secretarial service, they liked the sales manager, Jim Young, 

and they could take advantage of the company's good reputation 

to acquire leads and to impress clients. On the other band, 

they wou1d not ~ind very much if ~hey had to leave for soma 

reason and BlOve to another company. The tOllowing comment is 

repr8aentatlve. 

Pauline Winter. l like it all right here, but l've 
worked for three ditterent companie.. They exrct you 
~to fultill your quota here. If l don't'fulful mine, 
and they ask -me to maye, l wontt mind very much. No, 
l dontt mind if l have to mave, although 1 like it hele. 
~!g~~:~lt7pre~ty good t~am, thera aren't too Many 

Social ties across oompanies weaken cohesion, group-

) 147fn practlce, agenta are unable ta predict whether 
they wlll atay or moye. Two people that I.lnt.rvi ... d _re
enthueiastic about the advantqes of working for: Higbgate, but 
latar lett when they became Involved in di.putee that wel't l'lot 
•• ttled to th.Ir aatisfa~tlon. Confllct whlch can 1.&4 to 
inter-company mobl11ty 18 dl.oua •• d in th. next chapter. 

" ' 

J ', 
, 
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~ , feeling, and loyalty within a company.l48 To further his dwn 

self-interest, an agent often co-operates with an outsider 

• 

in a sale rather than a fellow company agent. The company 
" suffers in such a case, because it receiv~oonly one share of the 

commission, either the listing or se1ling share, rather than both 
, 

shares. Some agents pay 11,p service to the idea of loyal ty to 

the company, particu~arly in the preeence of manager~. The 
c,;. 1 

following discussion Is about whether or not the Highgate agents 

should miss sorne outaide brok.ra' inspections in order'to see 

more of their own new listings. 
{ 

Lan Brooks. l don't see how we can see all these houses 
in one day. Inc1uding the 5 we have on for this 
atternoon, and outside brokers' in~pections, there are 
17 for today. 
Jim xo~. No, Len, that's funny arithmetic, there are 
onlya out 10. (Brooks was in fact correct.) 
Teresa Verge. We don't need to see the outside broker's 
as much. 
Fred Townsend. Of course we do! 
Rosemasr Crawtord. It d08sn ,"t make any dilterence, the 
commise on is the sama. 
Verge. Well, loyalty. 

In the above discussion, the statemantby Rosemary Crawford is 
>!~ 

more typical of the agents' attitudes. When no _nagera are 

present, the~ are more open, a8 in the followlng commentsl 

14SUbëroi argues that one ot the tunctlons ot kula 
exchange in Mllaneala la to 8stabliah paacetul political tiea 
allOng the islands in th. ltula ring. In preparation tor kula 
expeditions, individual Trobriand.rs paS8 through a series ot 
oereaonial rites ot a highly Indivldualiatio nature to 
teaporarl1y weaken th.ir ti. to their own .ooiet,. The, are 
then ready tor the cl~8e relation.hip with~.ir tula ~r8 in 
the ,other ieland. I~ tbat oa.e, 8oUdarlt7 t)~ the 'h'obl'land 
.ociet, 18 only periodlcally and. teaporar111 __ Bned. AlIOng 
real estate compani.a, cro •• -cuttlnc 'tl •• are oontinuou., and 
tb., per.anentl, .-.ken 801idar1t7 .ithin a oo.p&ftJ. , .... s. 
Ubel'Oi, Di Po~10' ,jg~e lÇ\1la"',81M (Jlancheaterl tJrd.~r.lt7 
o~ ,anohe. er ••• - • ',. , 

~L,,,.:.!,:', " . ' 
)~ y ••• '.'" .~",,-.t..!', (~~.' •. ( ,', 
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George Lidstone. 1 gu_as a sa1esman thinks tirst of 
hlmselt, and aeèond ot the company. 

2)2 

Jack Fraser, Yes,· unless, of course, you're talking to • 
MOrgan. (l' company executive.) 

Managers often'appeal to their agents to co-operate with 

each other more, but they realize they are usually going to do 

what gives them most incorne. They have attempted to reconcile 

individual and'company interests 'by manipu1ating the commission 

Bchedule, but with 1ittle or no succesa. Unt1l recently, 

Highgate tried to motivate their agents to .ell company rather 

than outside listings by rewarding .them ",i th 40 par cent ot the 
Q ~ 

commission for the former but on1y 25 par cent for th~ ,latte~. 

But, because they want~d to retain 45 par cent for thé ,company 

where two of i ts agents were involved, and 25 par cent Iwhera one 
" 

was invo1ved, they had to reduce the listing agent's shara where 

his listing was sold by another Highgate agent. !l'he erre.ct of 

this was that the Jsting agent wou1d receive more(oommission by . " 
co-operating on a sale with an outside agent (25 par cent), than 

with another·Highgate agent (15 per cent): -
.: 

Many Highgate agenta .. ra dissatiaried with this 

arrangement.' l,t placed the. in an awkward 'posi tion. Wh! le 

their rellow Highgate agents and the company'. managera insisted 

that they should give preterenoe to other agents in 'the company 

in .howing their listlrig8 and preaenting ottera. they could 

make'.ore money by working with outside .ell1ng agent •• 

Reidr'.xprea.ed the prob1 •• ae tollonl 
.-

Joan 

. Bnd..' ~.re are so_ thlD&' I 4isqree w1 th h.". OM 
·in •• 1. the lietins· oo_ •• ion. If an apn1 hae & . 
houee li.te" and &no1her .,.nt -in 'th. 0""" .. W. 
he o~~ "";1.... 15 ptt .nt of' the o,oM1 .. 1~ .• ' . , 
-.tupl4 t , beoaua. lf tU'l·' ... n' tro.éaQ OJJ.1~.IA1.: •• ..,.av ~ .. ", ... 
lt he "t~ 2.s.p,'r "rl:t- '!he",'.,.~. ~'W .. " .. ,110 ..... 
tG be "pt .cP1Ip1.wlr~.Xoldl~ ~qJ"~.~' 

~. . :,; ,];:i'»: ,;;i:,{:'~;': ,J~(~~:~);'~;:h~:' ~\~;,i ~ l'~' -: ,~, ~ • :,~,i, \ .~~' ::-
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But this i8 often broken when an agent heata of an 
outside agent who has a'chance to sell the house. In 
that case he gets 25 par cent. 

Larsely because ot pressure trom Reid, Peter Green, and 

aome other agent,s, the commission schedule was later changed so 

that the listing agent would receive 25 per cent no, matter who 

the selling agent was. Sales Manager Young explains the rationaB 

for the changea 

Jim Yo~. l'd like to express \some thoUghts on the 
slgnlf\ëânce ot the change. The trouble with the old 
system waa that it favoured outside agents against our 
agents on MLS listings. l even heard of a case where 
some/man here had told a trust company that he prefers 
it when one ot their agents sells one ot his MIS's 
because he gets a greater share of the commission. This 
is the main reason for the change. We're trying to 
stimulate more competition among the agents of this 
company. 

Young referred only ta MLS listings. but the lame situation also 

applied to Exclusives. The obverse side ot the change is that 

the selling salesman's share is now reduced trom 40 par cent to 

JO per cent. This lowers the incentive tp sell company listings 

since the sel1ing agent receives' only 51;tper cent more -commission . ,/: \ \, ,"", 
il ~ . 

-. for this rather than 15 ~er cent as before. Another etfect if 
the change is tha t i t works ta' the- overal1 advantage of the 

better listing agents and to the de,triment ot those better at 
,f 

se1ling. So. agents diel1ke the change tor this reason. l'rea 
TOWJlsend explains 1 

. 
fTO!n:;n«e Thi. ie goina to make thinga more. dlttIcul~ 
tor cau .. 1 tind it more dittioult to get l1atlnce 
than to _ka 8&1.8. l' 11 now have to .pend IIOre tl_ 
tryi~ to ,et listings than l u •• d tOI . _ 

Thi_ eXperiano. wlth . ..ru.pulating th. oo_ •• ion .oh.,~ul. " 
." 

aho •• ho. cl11'ticult the eoapan, tinde lt. ",0 toster oo:.,.optfttlqn, . " , . 
, ~ > v 
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among its own agents and competition against outsiders. But 

there !Et sorne difterences in the two kinds ot agent-agent 
~ !._~ 

relationships. Agents see other members of the œme company more 

otten around the office and at sales meetings, incipient 
" 0 

conflicts between them are more controllable through the 

mediation"of managers, and communication can more easily be in 

person rather than by-telephone. Many of them do come to feel a 

weak sense of team-work as a group in competition with outside 
. 

companies. Other things being equal, they generally preter tci 

deal with fellow company agents. The listing agent may push 

a fellow's offer harder than one from another company, or wam 
-

his own agent that an otter is torthcoming trom another company 

so he should try to better it. 1 was drivinc with twa Highgate 

agents past a house listed by another company when the following 

conversation developedl 

_ Yvette Tardiff. That's Joyce Miner's listing. She's 
got lt on at $59,000, which is a little high. 
'Geor~e ~dstone. WeIl, it it was our listing, we could 
probâbly sell It tor around $50,000. But Joyce Miner is 
a very good ~nt, sh- would be very co-operative, but 
1 don't think she would press an otte~ trom on. of our 
agents. v 

R.s.archer. You .. an that because sh. i8 a 800d agent, 
ihe wIll g.t more money for her v.ndor? 
Lidstone. No, not n.c .... rily. jU8t it an out.ide 
ag.ntts client buys it. lt it is h.r_~~ client. or 
one of the other ~nt·s trom h.r oo~y. it .1ght 
go tor .'0.000. The .amè would tLpply t'lt i t _re our 
listing, .. would push one ot our own otter.& harder. 
Reeroher. Why la that? 
~~;;;o;w .... f~l. Money tans. ' , 

, R!!!A[9her. Oh. ~ou .. an tut ahe w()uld pt a biger 
ooiiI •• lon? 
W4'R!~ If sh. .014 lt to her own client, .~ weuld. 
B!~~er. But n.w about another client troa anoth.r 

& ' n fier oompany? . " 
. t e. We11, 1 dontt mow hd. their &78te. "rt. 
e .. o '1. but 70U Will t1D4 ~ha't an ... ~t w1~ p •• " -
o~t.r harder lf It .00._ thro. anOther -..n~. 'th • 
..... c~çanl· e, 

\ 
.' 
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Wh~ra the agent co-operatlng i8 the ~ell.ing agent, he may 
r 

prater. to sell the listing of another agent in hia'company, 
~ ~J 1) 

partioularly: it -he gets a hi'gher commission. This i8 shown in 

another conversation about a houae liated by an outside agent. 

In this case, the liating 1. about ta éxpire and Lidstone le 

hoping tQ piok it up. 

George Lidstone. This ia Mrs. Brown'. listing. It's 
about to expIre and l hope ta plot i t up. 
Lan Brooks. In that oase l won' t show i t for a week or 
SOl. 
Reaearcher. Does it make that much difterance to you, 

. whether It's another oompany's listing? 
Broqks. It'. a difterance of 5 par cent. 
Teresa Verge. 'It'slalso better for -your reputation 
.round the company. 49 

These instanoes of preference tor oo-operation wi th 

agents trom one' s own oompany are secondary to the _in . 
prinoiple whicq guides the agents' bahaviour. ta maximize 

one 's share of the commi~sion regardlesB ot the persan 00r 

persans with whom one is co-operating or competing. 
l' • 

Conclusion 

Difterential sucoess produces'a clear prestige hierar~hy 

among raal estate agents, l'hile competition for listings and 
\ 

olients gives rise to periodio oont1ict, much s.crecy, and 
" 

mutual auspicion in th.ir 4&i1y operation.. ~ut agent. a180 

6.ed ~to oo-operat. "i th one another to coçlete sa18e: to 
1 

acquire IntorJat1on,. and to en.ure that their listing. are 
, . 

• 8"1eld whln 'the,. are on hol~~ay. Thi. 8tructural allblnlenoe (ct: 1 
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leads to parallel ambivalent feelingè and attitudes among agents 

which results in a kind of oecupational non-community.1SO ~ 
, 

Ambivalence causes diffioulties in daily interaotion which are 

. dealt with in a numoer of ways~ collectively through formal and 

normative restraints upon competition, and indlvidually through 

si tuational co-operation, avoidance of social eontact,s outside 

the wo~ mllleu, and impression management. 

Agent-agent relationships eut Beross eompan~SJ this 

tends to weaken solidarity within a company and to oause 

problems for managers in co-ordinating the activities of their 

age~ts. This weake~~ngi~f the ,agent·s ti: to his oompany trom 

external foroes is part of the background·of agent-oompany 

relations, and of the organization of activitles within the 

residential sales department of Highgate Realties. 

150This term was s~ested to me by Frofessor Donald 
Von Eahen. 
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Chapter 9 

AGENT AND COMPANY, 
, 

A REVERSE RMPLO YMENT RELATIONSHIP 

1 The real _atate ~nt has been analyzed as a middleman 

~n housingr 8ale's, and as an entrepreneur in hi. career. But he 

is alao a member, if a loosely bound ... ber, ot an organisation, 

the real e.tate company. Within the .ooio-eoonomic system ot 

re.idential real eatate, the company ia a unit which provide. 

services for agenta. 1Sl This 18 a reveraal of the IlOH cOJlJllOn 

emplo~nt ~lation8hip. Rather than pay wage. or salariea in 

, return for aerYiee. (wort) trom ,it. employees, the raal t.tate 

co~ provide •• ervice. in Hturn for a ahare ot the age~ta' 

oolllllissionlh 

Thia rever.' 'mplo~nt relation.hip between co~y 

and agent, 1'oWlded upon a .ervicea-tor-oo.m.lsion reolprocity,' 

i. an iaportaht cleterainant 01' organi •• tlonal behaviour .i thln 
, " 

the reaidential sale. depart .. nt.ot Hi,hgate aea1tie.. In thi. 

ohapter, the agent-ooapany relatlonahip 1. analysed in detail, 

~d the anage1'8" relatlve lact ot toral control eXplalned in 

a 13ifht. .nd, oo"ld ha... been pre .. nted .1 th an au.l,.ll 
ot the 00.,an7 and the agent'. posltion ln It tlret. 1 ha~ 
cho .. n not to in order to .tres. th. -7 in whloh the .. nt
ooapanJ' relation.hlp la ooD41tlonecl br the, w14er .pte. and. 
the, part p1aJed b,. •• oh within It. 

. , 
; , '. ~ 

w ~ f <. 'Ir :. -. ~', ' ....... 

~ ~ 'r:. ,f ~~Jr ~ l~">","1.'" ,'f i'· ' .. " 

l, ~'.)" ~_. J~~. \~ ~ 1 ~~ ',~ ~ ~ \.~'~~'t,~7~~:,:. ,,~~~;::~\;t~~1::~ ~,. "7~ 1 

," • _ .. , " , ~.. ,.. ""l,., !,~l .'. C ... ' __ " t.. -"h.Vl.'. fJ1i.t!. V}, .'\"' "' .... ~, !' ... ~ !.r.*U~_':'';: __ 0:',,,l)~ • . ~ _ ~ .. ~.~ ~\)f!''!fH1-... ~,:: " .. '. 

. ' 
i;J 

" , , 



.. 

, ., 
'Î' , , 

e, 

• 

terms ot this relation8hip.1S2 

The Services-tor-Commission Reclprocity 

The employment relationship betweèn owner and e~oye. 

ill otten taken for g~te~ in organization~l ana1yai~.lSJ But 

.the relationship between a raal estate agent and hl". company 
, ~ ~ 

oalls attention to it.e1t tor·tworeasons. 

(1) the agent Is paid a oommission rather than a sa1ary 

or wage, and 
/ 

(2) the re1ationahip 18 obviously central to the 

organization. 

We have already dealt with the agent as an entrepreneur, 
, 

and with the way his auccess'depends upon his building up long-

term relationah1ps with clients. This role in the w1der 

system, whera the agent's work ia unpredictable and takes him 

away trom the oftice, limits company control. NevertheleslI, 

the agent is not a "pure" entrepreneu.r, 'because he depends u.pon 

his cOlllpany tor important serviees and, sinee the paseing ot the 

Real Bstate Brokerage Aot, tor his legal right to se1l real 

estate. 

Agents are acre lite entrepreneurs ·than orgaiÎisation _n 

ln th.ir worting habite and strategi •• tor .ueo.... !he work is 

unpre41ctable, non-_repetitiv.~ and taeta do not require _tual ~ 
,.. - 4. 10 

'152% hâve ~OuDd two .ource. partloularl) help~u1 in 
tol"ll\1lating ,'thie ancl the tollo.ina chap'terl Ropr Irohn, 
"Oontllot and Punot1on. So. Basl. I ••• _ in Bureauc:ratlc 
fheo~. Ill, 22, 191.1, pp. 115- - 132 • and navid 81lftnan, 
De ftMtog " Qmn1Mtlw (Lcmdona He In • .ann , 19?O~ • 

" '.' . 

l~. !rohn, ·Cont~iot.an4 Punotlon". 
d 
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interdependance among work~rs. The commission system serve. all 

parties and\i, a convenient way of' dividing income in thi. 
v 

si tuation. The company provide. a base ot operations and other 

services in return for a share (approximately 50 par cent) ot "" . 
the agents' commissions. In practice, vendors pay their 

oommissions to the company's ma~r~ who distribute agants' 

shares. 1 ahall rater to thla as the services-tor-commission 

system, or simply the commission syatem, to diatingui.h it trom 

the wages-to~-work employment relationship wh.re oompanie. pay 

for workers' services. 

Although the company aets the commission sohedul. 

sp8cifying shares tor itself, for the liating agent, and for 

the selling agent, it must pay agents a large ~hare (50 to 5S 

per cant) or el ther lose them to competi tors or have thell set up 

rival brokerage firms. For the company, 'Ole system has two 
i' 

advantagesi 1 t minimizes i ts costs when hiring new agenta, and 

it motivates agents to work harde The ~nta, particularly 

the more .aucQ.satul one., like working on a commission baai. 

becauae i t --.ns unlilÙ. ted inoome opportunl ty, and much :t'reedon 

and independenc. in their wo~k. 

The commission aystem mate. for a dif'terent kind ot ~ 

eD1ployer~empl~yee- relationahip than do •• a wages or .alary 

s;St ••• l -54 In the latter, there i."'a direct confrontation ot 

1541 Ihould mat. it cl.ar'at the outset that 140 not 
.an to içly tha t the organisa ti9nal pa tt_me anal,.e4t ln th ••• 
chaptera can only be tound wh.ra a co..t •• ion .,.te. pre~e. 
!he keJ Yariable i. ~galning power. the~co-.i8.1on 8,.te. l, 
the- :.ION wh10h 1 t taUe in thl, ..... 1 .01114 h,.,otheei.. tha't 
eç1o,.e. in stro.., H.r~ po.1 tloll8 (for .xallple. ., ... 1t 
.1:aN, .-r .thle •• , out. 1na .oholar.) &1.,.,"4u". ,_ 
probl... of, oontrdl for ~_ftt and. & ne.ct tOI' n.Z1bl11 t, 
_loh wou14 '" ~c1 b)' ... et 0.1 tonal 1'1l~.. ~,on 
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interests between the two sides. An increase in wages means a 

decrease in company incarne, at least in the short rune In a 

commission system, the agents' incorne and that'of the company 

rise and fa1l together.15~ The more money an agent makes for 

himself, the more he makes for the company. This makes the 

company directly dependent upon its agents for itB incarne, and 

puts agents in a strong bargaining position', especially the 

Most successful agents. 

Because of the income-pr~ige hierarchy which sets 

them apart, and the competition and ambiv~lence which typify th~ 

',) relationships, real es~ate agents do not bargain collectivèly 

or even set informaI productrvityZlevels. They deal with the 
, 

company through a set of discrete dyadic relationships. We 

shall now analyze thes8 in some detail • 
.. 

Terms of the Exchange 
, , . 
\ Real èstate firms employ salesmen ,in order ~o acquire 

~ncome through housing sales. This is obvious, ~ut the reasons 

for the agents agreeing to work for a ~ker and to surrender 

half his commission are less obvious. They a~ as followsl 

systems would also undoubtedly have di~ferent implications in 
organizations where salesmen-sell products manufactured by the 
organization. 

Q - l55This is ~ssuming, of course, that commission rates 
are constant. The company~is still in a powerful position in 
~at i t sets the rate~. It 'must set them high enougtf to compete 
with other oompanies and to attract competent sal.smen. Newer 
and slDIlller fins otten ofte,r higher rates to compete wi th 
larger, more eatabliahed companiea who otf~r t~er iervices ~d 
attract more clients through being better- • This power o-r 
the companles to tix rat •• do •• not alter 8" tact that, the . ' 
ineomes of agentl and companie. vary dirlc~ly with .aoh other, 
once the rat,. are •• t. 

~. 
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(1) Before a person oan work as a broker, he must have 
u • 

had at 1east two years experien~e as a real estate salesman, 
. 

according to the Real Estate~okerage Act of the Province of 

Quebec •. 

(2) Individuals usually laok sufficient oapital to set 

themselves up as independent brokers whooan compete successfully 

with established firms. 

(3) The company has an established reputation in the 

00 mmunity, and the agent can profit by identifying himself with 

this reputation. / 

(4) The company provides office space, an advertietng 

allowance, secretarial service, and real estate records for the 

new agent. it gives hi~ a base of operation. 
(, 

( 5) By working for an established firm, an individual 
~ ... 

can learn the business through contact with managers and other 

agents. , ,\ 
'" 

(6) Through'the company, he gains access to the 

listings and clients or its other agents. 

(?) A portion of his leads and listings/are provided by 

the oompany. 

(S) The company arbi trates ~n 9-1sputes batween agents. , . 
In return for these various advantages, agents pay half 

their comDdssions to a broker. Most of them express little or 

no reluotanoe abou~ this. 

Nanoy K:t'n. 1 get thls oftice, the telephone" tree 
.avertIe ng, the na. ot the company ••• l 've got no_ 
desire tc? be a broker. l'Il. 8ILttle tor MY 50 per cent. 

o 
J!:d Townlend. 1 think that's obvlouB (why he worka 
or a company). It tate 8 away the rislal. ( ? ) Anc:1 

you .et all the alde, taolllt1e., and the reputation 

.. 
r '" .. 

, i 
1 

1-- , 

t, 
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' .. 

of the oompany. It's a kind of insurance,-p$op1e 
liave no -worries about cheques from Highgate Rea1ties 
Company. They know they're not going to screw you. 

David C\1rzon. The trouble is that you don't 1earn 
anythlng on your own. It's better to be w1th a big 
company. It's worth losi~ half the commission here 
fDr the help you get and what you leam. 

Privileges gf the More Successful Agents 

242 

Given this exchange, the characteristic features of the 

relationship between'company and agent emerge. The first is 

the differences in bargaining position among agents acco~ing to 

their sales levels. The higheat-producing agents provide more 

income for the company which ia thèrefore more dependent upon 

them. In Highgate's 1969-70, fiscal year, of the rifteen agents 

who worked throughout the year, the rive MOSt productive were 

responsibl, for 49.5 per ce~t of sales. Peter Green, the top 

producer, sold more than three and one haIt times as much as 

the least productive agent. 

Sinee they produce more ~venue for the company, the 

top agents expeet and receive more in return. The most obvious, 

visible expression of an agent's relative standing in his office. 
~ 

The more Buceessful agents have offices "upstairs" on the 

ground floor, and offices whlch provlde more privacy than those 

of the less ~uccessfu1 agents do:matalrs. ~e firet ad~antage of 

belng upstairs Is 'that both the sa1.& -.nagers· offlc<e& are 

there l ,1 t is therefora easler to go to the -.nqer wl th a 

pro blem, and also easier; for th. -.nager to contact the agent 

when he recel,.s a lea4 that ne.da prompt attention. Second1y, 

" ' 
:1)' 1, ': .. 'j ~ ~~ .. 
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the agent benefita from being close to the other top agents, 

making, t1!~m available for i,nformaticm and sales co-operation. 
~ 

Thirdly, four of the tive secretaries, and mos~ of ~he depart-

mental files and records are upstairs. F1nally, the switch-boa~ 

is there maki~ upatairs agents more accessible to. the 'o~rator. 
! 

She always 'knows when they are in, and if they are busy. If a 

person calls and wants ap agent,without specifying whom, it ia 

easier to cal1 to one of the upstairs agents than to ca11 

downstairs on the intercom. 

Eight of the 20 agents had upstairs offices'during my 

research. These Inc1uded the top 5, and 6 of the top sa1esmen 
o 

/ for 1969-1970. For 1970-1971, however, the proportion had 
"-

fal1en to'~ of the top 5 and 5 of the top 8. This ls because 

time with the' company and avai1ability of space are also 

important. Agents typica1ly start in a downstairs office, and 

then move upatairs when they become very succes8~ul.' But they 

can on1y do this if a space i~ avallab1e. This was the situation 
1 

for Fred Townsend in 1970. He had risen tp become the third 

highest producer, but no space was available upstairs. The 

managers are reluctant to move somebody down, a1though Young was 
l 

consid~ring moving one"agent w90se productio~ had dropped 

conside rab1y. 

Privacy ls important because it le the on1y way to .nsure , . . 
secrecy. Much of the agent's time In""ls o~tlce la 8~nt phonlng 

clients and vendors, and he pre~.r. to keep thls communica~ion 

private~ He .ants as 1ittle distraction a8 possible, and is 

sueplcious o~ other agents' ~t.aling hie client.. Upatalre 

agents aometi_s aeet clients in th.ir ~J:'lvate ottl0 •• , bu", 
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downstairs agents always come up to meet them, and talk to them 

outside while showing houses. 

Of the six offices upstairs, four are fully enclosed 
" . 

rooms, and the remaining two are separated from th,e surrounding 

space by high partitions. . One of the enclosed offices is shared~i&: 

by Peter Green and Marie Lacroi~·, and one of the parti tio1'1.ed 

ones by Jack Fraser and Danielle Tareot. John Neal (the agent 

who ~s also a direetor), Joan Reid, and Dan Nester have private 

enclosed offices upstairs. Green,' Lacroix, and Reid have bee~ 

the eompany's best agents over the past few yearsJ Nester has 

been thera longer than any other agent and is quite sueeessful. 

George Lidstone, another long-term, fairly sueeessful agent, has 

a partitioned office to himself. 

Downstairs, by eontrast, most of the office spaees are 

small, are only partly separated by small partitions, and two 
-agents must share these small spaces. There are only two 

enclosed offieesl Fred Townsend has a small one to himself, 

while Bob Coles, another long-term agent, shares the other with 

Frank Martin who reèently moved in •. 1 eommented upon Martin's , 

move and he repliedl "Yes, live got a promotion!" 

In exceptional eircumstances, an agent oân gèt a good 

office without having to work his way up. When Joan Reid was 

entieed to leave 'another company and, join Highga'te, she was . 

given a large private office next to Jim!Young's. Danielle 

,Taroot .as otterad an upstalrs location wh.n th. company were , 

trying to hire another Prench-Oanadi~ agent • 

~he relatively privil.ged position ot th •• ~rong.r agente . ~ '- .., , -

ill a180 shown in other ways. They are' given a cana,ln de:tereno. . 
, . 

. \ 
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at sales meetings 1 .the~ have more opportuni ties to speak, 

their ideas are received with more respect, their sug~estions 

are more often acted upon, and they can add ~xtra hOUS~8 for the 

caravan when other agents cannot. Top agent., also receiv.B mos't 
/ 

of the best listi~g8 and leads distribute~fby the company. 

Young insists that he spreads these evenly among all the agents, 

anq. this may be true in terms of numbers. ' But the tep agents 

are offered most of the more expansive listings and richer 

clients, and they ,re usually given first choice about which 

leads they would like t~ follo. up. 

Case 9a, Top Agents R,eéiving First Choice of Leads. This 
,"" 

case shows the strong pos~tion of Peter Green in the distri-

bution of leads. Green enter~ sales-manager Young's office. 
, 

Young congratulates tiim on his l~.\est sale, and thdn asks for 
, 

his,opinion about his plan, to open a branch office. Green .. 
does not respond to this, but interrupts to ask Young whether 

.. 
a new procedure whrch he had suggested has been implemented 

yet. 

\ 
J " '" 

Peter Green. What has happened abou.t the expired m,s's? 
Jlm Yo~. (takes a note-book out of his drawer) Miss 
Sumner has gone through them all. They are all in here. 
Have a look at them. Some of them .ra former,listings of 
our agents, so l think they should get first crack •. 
Green. Of course. ' -
~. But l don't know aboUt this one. It used to be 
our-listing. It's the Stevens' house, listed at 
$100,000. l can·t see why __ ,lost it unless ~he &g$nt 
waen't doing his job, 80 l don't toow if l ahould give 
it to him again or note We1l, do you .-nt any ot these, 
Pete?' l could let you look at them oYer nigbt, and then 
we could let th. others have their chanc •• 
Green. l will show you. i t can be don. muoh lION 
elllclêntly. . 
~. Okay, Peter, co ... and se... (Green .le.v •• 
WItIlthe book.) , 

In case 9&. we begin to s.. how -the top agenta" 

~ J. ' .. ~ ,') ..,~ '~ .. ~~ .. 
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privileged status is'due to their strong bargaining position with 

the company. The managers must satïsfy them or risk losing them 

to a competitor. Top agents are very difficult to replace, and 

other cOmPanies are only too willing to accept them. In 

disputes and discussions between two agents, the company 

invariably favours the more successful. 

Case 9b. Manager FàvouriM Stronger Agents Agains~ Weaker. The 
, 

agents are discussing what a person should do-when he picks up 

a client for 8.!1 lIDfamiliar area during his dut Y hours. Should 

the client be given to another agent who knows. the area better? 

Teresa Verge (at the time a weak agent) ~kes a suggestion that 

would benefit the newer agents, but it ie rejected by Young 

because it would not be "fair" to the stronger agents • 

Peter Green. l think that ~ should give the client to 
you (Youhg), and that you should decide who should get 
it. ' " 
Teresa ver~e. In some cases l think we should share the 
client wIt another agent and the comndssion should he 
split. For example, a new agent could shara a client wi1h 
Joan Reid. 
Jim'young. l don't know if that would he fair to Joan. 
She does not want to spend her time working for only 
part of,the commission. -/ 

Green suggests that the clients he turned over to Yo~ for 

redistribution, realizlng that he would do weIl by this. 

Verge suggests sharing ~t1teen weak and strong agenta-, 
" thereby ensuring that ahe would get at least haIt the benetit. . ' 

Young objects that it would not be fair to the strong agent a , 
" . 

implicitll guarding hi. right to give the. thé best le.de • . 
Gene rally , the tavourlng of top agents Is acceptable to 

the othera a. we.l1, particularly' ne. agent, .~o beli_va that 

they art on their _,. to becomlng auoce8.ful. 

, " 
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Frank Martin. The ~ost expansive'listings only go to the 
two or three top agents. The company gives them to tbem. 
I agreed 

... 1 th that, 1 agrae 100 per cent. Af'ter all, 
they've been working for the company for a number of 
years. If 1 work here for ~ long time and still don't 
get any good listings, then maybe l'Il go to see 
somebodyabout it, but right now 1 agree with how-th1ngs 
work. 

Some of the agents. the Marginals who remain in a weak bargaining 

position over the years, resent their ~osition, but realize ~here 

is li ttle they ean do. 

Case 90. Weak Bargaining Position 01 Less Suceesetul Agents. 

Usually; when an agent goes on ho~ay, he asks a colleague to 

look af'ter his listings and clients with the understanding 

that the commission would be shared should a sale oeeur. But 

sometimes the agreement Is not clearly def'ined in advance. 1 
) 

was surprised to learn of a case in which a Marginal ~ad B01d 

a' house to a client of a perennial High Producer while the 

latter ns on ~oliday, but she did not expeot to reoeive 

anything. 1 askad her whether she would get part of the 

commission 1 

Pauline-Winter. Ha! Well, 1 !pould do, but Marie i8 . 
âhard one to get anything troll. 1 sent in a stataa.nt 
ta the company suggesting my colMdssion as 50 per cent. 
But l probably won't get it. 

tt'he Marginal eould not· ret,use ta eo-o-perate wi th the perennial 

High Producer even though sile mew i t wou1d be dl:tf'lcul t to 

rece!' .. e any of the commission. bec.use _ak ag~nt8 depend 

upon aoce •• ta the many listings and clients of the '8trong and 

cannot aflord ~o risk an àction whlch alght hàrm th'ir 

re,lat1onahlp~. Weak ~nt. hope for but do not espect help 

tro.'the CO~y in de.ling with their aD~ pÔ .. ~~l èoll.agu •• 

o 

t 
\, 
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The position of the Iess suceesatul agent is analogou8 to 

the induatrial employee ln one important respecta he ia easily 

, replaced. Indeed. laoking the support of a union, and lacking 

any guara~teed income, the weak agent sutters trom a Iaek of 1 
security which is more severe than for most jobs. As we have 

-------- - ) 

seeA, new agents receive a minimum of help in breaking inl the 

company ,cannat ~ftord ta give them tao Many good leads ~nd \ 

listings fpr fear of losing its top performers to rival 

companies. There ie an impllcit alliance between the company 

and its star agents at the expense'of iis newer and less 

productive ones. 
, 

From this discussion, it may appear that real estate 

companies are themselves in weak positions vis-l-vis their top 

agents. This is sa to only a lImI~. Although 

individuals c~·aehieve strong positions, raal estate agents 

çollectively are weak. The prestige hierarchy and the mutual 

suspicion and ambivalence whioh cha~eterize their relationships, 

.and their indivldualistie. entrep~n~urial ethlc. etfecti~ely 
"1 

prevent them .trom tormin,; an occupational organisation to bargain 

colle.ctively w1 th anageant. ,'" Srokere. bl' contrast, have 

eonsolldate4 their position coll.ctlvely thro~h the Montreal . 
Real Bstate Board. The Board has been raapon'lbl' for haying 

'- , 
the Real Bstate B~oke~'act pas88d .. king ~nt8 wprk ~or a 

broker for at least two Jeare, and agents have to work tOI' a 

... ber of th. Boarel to enjoy the ad:,..,ntapa of the MLS .,..th. 
In4iyldual17, large bt'ok.rage ·tine· lite ~ __ t. 

" >~ 

~ 
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and services el~her by joining'-a emall company or by etarting 

the ir own firme 
1 

Because there is much bargaining power on both aides, and 

because there' la no clear expression o~ the rights and obligations 
~ 

of each in an employment contract, relations between Highgate 

Realties~and its agents are, continually being tested and 

re-negotiated. This malees for a certain tenuousness in the 

relationship. 

The Tenuousness of Agent-Company Relationships 

The tie between agent and company is typically tenuous. 

The agent ie very ind'ependent in his "orle, and spends most of his 

time away from the of~ice with his clients. His succeSB depends 
.. 

upon his ability to list and sell houses. He needs a base of 

o operations for this, but it ie of secondary importance where 

that base ia located. Since he has Much contact with outside 

agents and brokere in hie work, the problema involved in movlng 

are minimal. 

If he moves, the, agent muat give up his listings ,to 

others in the company, and this ia the greatast cost involved. 
~ , 

J . 

But Jr he is a weale agent, he probably has fe" listings to loae J 

and it he ia a strong agent, he Is bound to receive much initial 

help-in getting re-established in his new company. When they 

JDOve. agenta contact their old vendors. and t17 tq persuade 

them ta rene. the listings "i th theJl! when they expire.. l aaked . -
-,~ 

~ie11. Taroot about it .hen sh. tlr.~ ca .. to ij1ghgate. 
r' 

.e. er. What happene4 to a11 Jour 01d liatlncs at .} 
o"~40 . ' " . 
prco~. 1 bad to 1 •• ..,. the. wlth ·th. broker, ot oour ... 

gu ••• that·. onll -fair, but l 0.4 18 li-tincal 
} , 
i 

l 
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Fred Townsend. Naybe you can contact st))ne ot your 
vendors and get some ot JOur listings back again. 
Tarcot. Yes, l'm trying that. l'm going to phone them 
aïi up, and exp1ain to them that l'm now with Highgate 
Rea1ties. 

Clients present much less ot a problem. 'rhey have signed no 

contract with the company, and it makes little dltterence to 

them whom their agent is workin~ for. 

, Thera are few seeondary sources of eoui ttment for the 

agent to the cotllpany. Highgate Real tJ.es does have a panston 

plan and an" insurance s~~eme f~r its members, but the benefits 

are comparatively slight. GeoJge Lidstone explainea it to me 

when l joined him and Bill Wells on a caravan. 

Lidstone. l was just saying ta Bill, Doug, that the 
company has a very meagre pension 8cheme. They used 
to pay $10 a month, but sinee the province has started 
paying into the schema thay only pay $40 a year. When 
l retire they'll end up paying me $10 a month. That's 
about enough to keep a person in cigarettfSJ we1l, l 
doo't smoke so 1 suppose it would pay tor my liquor for 
the mon th • It' 8 a lot dU'terent :t'rom 80me places where 
they pay up to one-halt or your salary when you retire! 
Researcher. Do any 1"8a1 estate companie. have good 
pension plans? 

t, Li4stone. No, just the big corporate companies, )':'8al 
astate aa~es~n, l guess, are too small time. 

Transactions between ag.~t and company are conduct.d,~n 
, 

a day-to-day bas1e. - Sinee there i8 nO. ganerall)' accepted set 

of cri ta ria by which the two 8idee are/ govemed, every new 

prob1e~ 1eade to a-new serie. ot negat1atians. This meahs that 
..... 

there are many o,pportunities for confl1ct tO,oceur. fUll' one of; 
; 

which mlgh:t d1Sruyt the relationshlp IlJecau •• thera le no eoolt1 . 

mechanism for controlling i t. Peter Green recocnize. thie 

problem, one which 1. C01lJlOn to dyadlc ~latlon.hipl, and 

auageata that the teal .etate board oould us.fully t~ction .8 

1 
1 

1 
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a mediator in agent-company ~isputes.156 
" Green. "'--"The nal estate board here doesn't real1y d'8al 

wlth a lot of important problems. For example, they 
need soma kind of ethlcs board ta deal with minor 
disputes between an agent and a company. Most agents, 

~ move over minor disputes. l knew.a man who left his 
agency a li ttle while ago over a dispute al;lout $7.50. ( 
rt's ridiculous when you consider that he was making 
over $15,000 a year for the company. Many of the 
agents we have here left their 01d firms over minor 
quibbles - Miss Lacroix, Miss Verge,· and Mrs. Crawford, 
for" example.. And we Ive lost a number of good men from 
here for silly little reabons. Do you know why l lert 
here when l did1 
Researcher. No, l don't. 
Green. It was over the 8witch-board. the girl there was 
much too busy and you had ta wait ages tor an outside 
line. That's ridiculou8 when you consider how important 
it is to an agent ta contact a client right away. l 
kept after the company about it and they kept saying 
they' d do something about i t, but as time w.nt by. l 
realized that they never would sa l left. If we had 
some sort of board to settle these things, the situation 
would be much better. 

Di8rupt~ons in agent-company relationships are also 
" 

common where the sales managers act as arbitrators in a dispute 

between two agents. As F. G. Bailey demonstrates,' persans in 

these "umpirè roles" are in precarious positions.157 They must 

try to satisfy both parties, but this is not alwayè possible. 

Where a atrong agent la in :onflict\:ith a W:ak one, the 

SC?lu~ion is relatively s1..inple l "~he company arbitrates in 
1 .. 

favour of the stronger ~y. I~ ihe weak agent decides to ' 
" ~'O 

( 

l56The general'proposition has been ~ormulàted.~y 
Georg Simmell ,i ,--

oThe dyad represent. both the tirst sooia1 ~Ynthesis and 
unification, and tne tirs~' separation and antithesis. 
The appearance of the third party indioates transition, 
conciliation. and abandonment of absolute contrast. 

The SociologY of Georg Slmrnl, .ed. by Kurt H. Wolfr, (Glenoo •• 
The Pree Preas. I9~4', p. 3 • . . 

lS7p.G. Bailey, Strategeme and Spol1e (oxtord. 
Blaokwell, 1969), p. 140. . 
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leav~ the, company, 1le ie easily replaceable. But whe-re two 

strong agents are involved, the situation is particularly 

difficult. Concessions can be made to th~ losing pa~y, but 
./' 

the managers must/;bEt wary of conceding too much or they will 
., 

undermine their authority with the other agents. The. . -
" 

ln the followlng cases, the first resulting ln 'concessions being 

made to the losing party, the second in one of the agent's 

leaving the company. 

.\ . 

Case 9d. Arbitration With Concessions to Strong Agent. Marie 

Lacroix has had a client,who has a1so been dealing with an 

agent from an outside company. This other agent, Miss Beech, 

tells the client about one of Joan Reid's listings, and phones 

to ask for a split. But it is a new listing, so Reid cannot 

give a split. The client says that she reàlly wants to see 

the house, but she refuses to go with Lacroix. Miss Beech 

tpen~phones back, and suggests that Reid take over he~ client 

and show the house. (Reid later told me that Beach had owad 

her a favour.) Reid talkS it over with Young, and, without 

consulting Lacroix, shows the house. The c~nt buye it, and 
. '" ) Reid claims both the listing and selling shara of the 

commission. At this point. Young commentel 

~. Now Marie la reall~ up-seti she 1aft Frank Jones 
iiiI"ties one tl_ betore over 80me auah thlng. You 
really have to hand1e these thlngs at 9nca before they 
blow up into 80mething big. . 

. 
Young and Don Lana then .. et wlth Lacroix. Sha makes a fuas 

and threatens to le.va the company_ In ord.~ to pacify ~.r 

they glv8 her $500 and at leaat one ne. listing. (Reid'. 
1 



• 

• 
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version la that t~e oompany g~ve $300, and ahe gave $300.) 

When Fred Townaend ls told the story he complains to Young 

that he dbesn't think Lacroix deserves anything. Young's 

response expresses'the difficulty of the umplre role. 
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Young. No, but you know ~hat sort of a ~empe~ she has, 
she rants and roara around the office, and before long 
the who1e place le upset. The thing was part1y my 
fault because 1 shou1d have got together wlth Joan and 
Marie before 1 told Joan to show the house. It's 
really a hard job- to k~ep everybody happy around here • 

Case 98. Arbitration With Losing Party Leaving the Company. 

- Nancy King has gone away ·for four or five days and .1eft a 

client with Geoff Foster, the client wants to see a particu1ar' 

house again, and they agree that if he buys it they will share 

'the commission. Foster shows the house, but the client 
~~ , 

decides not to buy. He asks Foster to show him hou~s in , 
r 

another area, but Foster does not know the area so he turns 
" 

'" 
him"over to Fred Townsend. Townsend succeeds in se11ing him 

a house in the new area. Poster then tells Townsend that the 

commission has to be shared wlth King. Townsend objects, 

because he has not been told before, and claims aIl the 

commission. Young then holds a meeting with Foster and 

Townsend, and they agree that Townsend should get the tull 
• 

commission. (Young elaimed later that he telt King should 

have been at the meeting as weIl, but he oould not contact . 

her.) When Nancy King hears what has happened, she maets 

Young and Don Lan. in Lan.' a ottiee, and becomas vary ups.t .... 
u 

Yoyng. Sh. a~id 1'4 knited her in the back, and ruahed 
out ot the otfice eaying that it .as aIl tinish.d. We 
deeided that it woul4 be best to let her go and put in a 
nôtice that sh ... s no longer with us. Then ahe wanted 
'to co.. back, but 1 declded that .. couldntt do that 
because our authority had to.be respected, ... dl4n't 
want it to look bad to the other ~nta. 

o Ji"" - ~ ~ ..... ~. ,'" - -

') 

~.~ ~~~ir 
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Young later told me that he pr~bably made a Mistak~ in the 

handling of tbis case 1 he should have wai ted to make a-, ' 

decision until King had returned, and he lamented that the 

whole affair had been very unrortunate. 

Both ,these cases involve conflict,bet~en agents with 
""- l' 
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the managers involvedas arbitrators. Wh en manage~nt decided 

in favour of one of the ~gents, the disfavoured agent attempted, 

sucéessfully in one case, ahd unsuccesSfully in'the other, to 
, '" use the threat of resignation to gain concessions from the 

company. The pere~~al Hig~ Producer, Marie Lacroix, succeeded, 

where the Regular, Nancy King, failed. 

" Thé'se contlrlUal negotia tions and te sts of strength, 

between agents and managers reflect the duality' of the 'agent's 
, , 

position as part~y independent entrep~neur ~and partIy dependent 

organization man. The te~ms of re'ciprocity are not clearly 

detined in a contract. Indeed, th~y cannot ~e bec~u~e they var~ 
as the success level of an agent risee or falls. Since the 

'"'-________ ~t~e~a.r~~m~s~o::~. ,~I1fc~i~p~r~o~c~i~t=Y are colttinually be Ingo 'tested; the 

relationship i vulnerable to ternporary or 

-- . 

permanent disruption. 
" This tenuousness is one of the' reasons for the high 

turnover ~te of agents in the department. Of the '20 who were 
;~ 

there when l began my research. 8 (4 Abortives, J MarginaIS, 

'and 1 Regu.lar) ,~do le~t betor~ l ..fini shed 18 monthe Iater, and " 
'l' 

10 ne" agents had been hired. There wera only" three agel\ta. 

aIl Regu~a~s, who had be~rt with the co~n~ fO~ more' t~an live 

The .etatist1cian of the Montreal BéaI Eetate Board ' years~ 
., . ' 

cortfirmld that 

~ 
the turnover rate .mong real estate salesmen la" 

, . 

" 
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e ~ high throughout Montreal. 

, M.R.E,B. Statistician. You know, there's a lot of 
turnover in raal estate salesmen. Of course,~it's 
like that in aIl salee operations. 1t's not the same 
with the brokers. You find that they're pretty static. 
It's ha rd to pin downlthe turnover rate of salesmen 
but .1 know it's high. 58 : 

Many other factors çontribute to the high turnover ratel 

the difficulty of new agents in b~aking in given the sink or 

swim approach of the company, the drive for upward mobility of 

the MoSt successful agents, and the ease of moving from one 
"-company to another. The high mobility rate in turn reinforces 

the tenuousness of the ~gent-company relat~onship and the 

relatively low degree of group cohesion in the department. ," A 
o 

striking feature of the daily activities within 'this group is 

an apparent lack 0% prganization. 
\ 

There are few f'o-rmal rules, 
~~~ 

and no effective enforcement of those formaI procedures which 

~gement~have attempted to Implemente 

Organization Without FormaI Rules 

Forlbal rtil8'S withi'n-o~anizations are not simply a 

source of effi~iency, 159 but a~ alto a means whereby control ") "" 

• \ 

,-

is exerted at a dIstance by higher ~na$ers over lower level 

emp1oyees. l ?O In Most capi talist work organizat'ions, this 
o 

constraint Q rests upon institutionalized inequality in the 

, _~ 158Hughea. wThe~Growth of An Institution", reported 
simiLar fin~ing8 f~r Chicago irt 1922. 

:, lS9See~Max Weber, The Theo~, ot' Sogial and Economie' 
0Mfanizatiohl (New York 1 'Oxtord un T,rsIty Press, 1924). and 
1 taI BtzIoni, Modern Or~anizations (Englewood Cliff.,·Hew 
Je rs!, Y a prentice~ll, 1964). - ~ 

l~Osee Alvin w. Gould~er, . Pattern. of Indu.trlal: 
", Bureaucrac:{ (Gol.neoe. Il11noi81 The Pree Pre.5, 1934J,-' 

" J 

/' 

" . 
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wages-for-work e~loyment contraet. 161 

The services-for-commissiôn reciprocity, by contrast, , 
'does not give riae to a set of formaI rules aa an Integral 
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feature of the residential 'sales department of Highgate Realties. 

Th~re are, of course, soma. generally agreed upon procedures. 

for taking listings, acçepting offers, compiling advertisements, 
, 

and exchanging inform4tion in the daiIy Notes for Salesmen. But 

these are not prescribed formallYJ they rest up6n mutuai 

agreement among DlaIUlgers and agen,s rather than --enforeement by 

managers. 

In the first p~ace, the lack of formaI rulea reflects 

the nature -of the agents' work. It is unpredictable, and 

non-coordinated, making it unauitable for formalization. Since 

the agents do not perfor.m specifie tasks for the company, there 

can be no rules governing such tasks. On the other hand, the 

agents Iack the coll:eot1ve po.er to regulate the services they 

receive by imposing formaI rules upon the company. There are, 

however, certain recurrent problems of co-ordinating agents' 

behaviour,162 but ev,n whers effective formalitation !! 

possible, it seldom ooours. IR this seotion, l shall attempt to 

, Î61~.contlict and Function.· ' " 

~62R~cUrrent ~roblema is the main orit~rion for the 
o emergence of formaI rules and for their efficiency aoeording to ',' 
Etzioni 1 • " 

Rules save effort by obviating the n •• d for deriving a 
new solution fot every proble. and,cas~J·they taoilitate 

Q standardization and equality in the treatment of Many 
oase~ These advantages are impossible if each client 

~is treated a8 a~unique cae4, .a an individual • • Op. ci t., p. $3--
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explain this lack of formaI rules in terma of the aervices-for

commission reciprocity and show that, although it has costs in 

t~rmë o{ efficiency, it also has benerits for managerial 
, , 

... '" flexibility in dealing with agents. 

\ 1 shall describe two routine examples whi~h fit Etzioni's 
, 
c~iterion of recurrent problems but for whic~ no formaI 

procedures have bee'n set. The firs~ .xample illustnfte-s- a 

recurrent problem to which no solution at aIl has been establ!Bhed, 
'1 

and the second one for which the sales manager has attempud to 

set a rule verbally but has met with on~y limited success and 

has 6eveloped no method ror dealing with offenders. 

Example 9a. Keys. Following the sa~es meeting each weet, the 

~gents go around to'inspect the new listings acquired by their 

colleagues during the previous week. They calI this occasion 

a "caravan" because it involves 4 or 5 car-loads of agents. 
< 

4In some cases the house that ia to be inspected ia vacant, and 

only the listing agent haa a key. Sometimès the listing 

agent waits at ,the house until aIl the agents have seen it. 

but more of'ten he prefers ~o spend his time ei ther wi th a 

client or trying to, acquire new clIents and listings. In 

othis case, he may simply leave, or he may turn the key over 

to someone in one ot the otHer cars. ,Eitber way, the result 

is that at least one dr two cars arrive ât the house to inspect 

it but the agents are unable tO'get in. The agents complain 

w~en this happens but no-one has ~d to thin~ of 'an 

aoceptable so'lution. ,Younc ,occaaionally auggesta that it la 

~ the listing agent's responsibil1ty;_ but d08S not insist if the 

agent objects, as the rollowing discussion 11luetratea. - , 

. . 
Ij , ''''t 

~~~A.........~~ ___ ~ . .I., ... 
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Joan\Reid <:listiM agent). There's no need for.,me, to go, 
la 1heî:-e-~I have a key hen. 
Young. Thê·~·troub1e wi th a k'y ia tha t the first person 
to go to the house takes the kay, then he waits for the 
next person. If the n~xt person doesn't come for ten 
mfi'lutes, then the first'~agent goes on, and when the 
next cà~ comes the agents can't get into the house. ~t's 
better if the listing agent staye at the house unti1 a11 
the agents have seen it. 
Reid. The trouble is how is the listing agent supposed > 

~ow that the 1ast ag~nt has arrived? 
Young. Okay, we'11 settle it later. 

~ • l 
Exâmp1e 9b. Lateness. When Young firet came into office he 

decided to insist that a1l agents attend the waekly sales 

meetings, they shou1d be on time, and no agent should 1eave 

during a meeting. In sp1té of his making numerous verbal 

appea1s, . thé agents continued to miss meetings, to u come la te, 

'and to leave during them. There was little that he could do. 

This was dramatically illustrated at one meeting. Five 

minutes after the time that it was s~pposed to start, Young 

stated that any other agents who ShOW9d up would be dedared 

la te , and he would writ'e their names on the black-board. 

During the n~xt ten minutes he wrote up three names of agents 

as they came in. Then, twenty minutes after the meeting wa~ 

supposed to have started, th~ department'~ most successfu1 
, 

sale sman , Peter Green, c~ in, ~tked up ta the black-board, 

and wrote his own name. 'lhe agents 1aughed. A few minutes 
~ 

later another succesaful agent 'arrived, b~~ Yo~ did not . 

write his na .. up. Shortly after that, ~hile rubbing 

something else off the board, he also ~ubbed otf the 1ist of , 
namas and aaid nôthing. At the next meeting I.attended, ~wo 

. 
weeka later, 6 of the 22 agents who came were more than S f 

minutes lat.. Sine. Young is a -relpect.d 1.~d.r-, we can " 
. 

·~s.ume that th~a lact o~ torma! organisation i8 due not to 

. , 
" 
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personal, but to structural features. 

The commission system dèprives the company of its major 

potential source of control o~r the agent's behaviour, his 

inoome.o Whether or '1'lot he is' late or absent from sales meetings, 

writes up his daily report sheet, or keeps his records up to 

date, may have li ttle or nothing to do w'Î th his performance in 

selling and listing houses. As long as his ~ales record ia 
'" , 

good, the company has no real cause for,complaint an~is 

reluctant to risk a confrontation over secondary matters. The' 
/ 

op~si te is aleo true 1 if an age'nt is not producing,' he will 

be threatened with dismissal and eveptually fired despite his . 

performanc~ in these daily activities. 

Formalization and Flexibility 

It must not be supposed that, because of the minor 

inefficiencies resulting from the lack of formaI rulea, the 

oyerall resul ts are detrimental to management in achieving i ta 

goals. On t~~ contrary, the advantages outweigh the disa~vantage& 
, 

Any formal set of rules implies that those governed must he 
J • 

treated "equally before the law". In this case, it would mean 

that aIl agents would have to he treated equally and fairly. 

But this is exactly what the company, as represented~by its 

managers, must avoid. It wants to he able to give preferential 

treatment to its more successful agents, and ~ndeed !Y!1 be ' 
, ~ 

able to do this in order to keép them satisfied. ~Lacking a' 
.... 

sy.stem ef formaI prodedures,~emant ia able ~o 'deal with 

issues as they arise on an individual baais. Decisions are made' 
l , 

, . 
tWrough negotiatipn batween agent and manager, and what ia 

. , 
, ) .. 

,J 

, ,(1 
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declded depends as much upon what partlcular agent Is Involved .. 
a8 upon the-nature of the issue. In any negotlation, the more 

, j 

suocessful the agent, the more likely it is that the d~clsion 

will be in hie favour. 

A number of policies illustrate how the 'flexibili ty of 

informaI procedures is advantageous to the company (owners and 

managers) and to the Most successful agents. Employment policy 

is one example. The company offers special concessions to 
\, 

, -
successful agents from other firms who show an interest ln 

" 

movlng. These include private offices oh the ground-floor, 

an initial drawing àccount while the agent is get~ing established 
v 

with his new firm, ~nd a number of good leads and listings. The 

same freedom ls enjoyed, by the comp~ny in dismissing personnel. 

When an agent,ia not producing, it la rree to fire him and.he 
Q 

has no redresse 
" 

Flexibility is seen as 'weIl i71the distribution of leads 

and listings. 0 YO,ung is free to gi ve the. best Ieads to agents 

llke Peter Green an~ Marie Lacroix. Somé of the others feel 

reaentful about the diStribution of leads, but this i8 minimized 

because no formaI rule of lead allocation is b~ing violated. 
- (, r 

There are also no ,raIes governing reoiproc81 ..agreements among 

agents, which' again works to the adva~tage o~ the stronger 

• 1 

agents. (See Case 9c., page 247) 'The Iack of' for_1 restraint~ _," . 

benefits management and the stronger agènts and acts to the 
• ' ~ 4' 

disadvantaga of the weaker agents,_ It rel}1forceS the imp:J.lci t 

alliance of the stronger against the weaker; 

The advantage. to management of deallng with each C&~. 
<> 

se~arately on a personal bas!s ra~her than baing constraiaed bl 
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a set of formal rules are greatest in negotiating disputes 

between agents. It gives them the ~reedom to resolve conflicts 

in favour of the stronger agent, or ,to compensate a strong 

agent where a case has been decided against him. 

l will describe two cases o~ conflict whlch represent a 

quasi-experimental field situation to illustrate the processes 

and proble~s involve4. AIl agent-agent conflicts are considered 

minor crises bYomanagement. they immediately drop all else they 
, .. 

are doing and try to arbitrate between the two parties to 'bring 
- " 

" abq,ut a settlement as quickly as possible before the sItuation 
o 

beeomes too disruptive. Management Is faced with the dilemma of 

trying to satlsty both disputan~s while malntaining its own 

posi~ion ot authority. The higher the suceess level o~the two 
. 

agents involved the greater the crisis, because of the danger 
, 

that at least one of them will le.ave ~thé company ft the conflict 

is not resolved to his satisfaction. The two cases which 

follow both involvè'the same Regular agent, George Lidstone, 

in eonflict with a perennial High Producer. In the tirst case, 

this is Marie Lacroix, and in the Isecond :eter Green. Both 

cases concern disputes about potential purchasers where Lldstone 

accuses the other.agent of unfairly "stealing" hie cilient. 

The independent variable ls the prese~e or absence of a 

formal rule governing the situation. The tirst case occurred 
~ . ' 

when the regis'tration' systeM f6r clients was in 'ef.f'ect, the 
, .." 

second alter the system had been abolished (see pagea 217 and 
Ir 

218). In'~h. réglstration B~t.m, each ~n, would ~gi8t.r 

his client'. name in a book whlch ft. kept In the _in office. 
',1 

", 

" . 
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and no other agent waB permitted to take that olient out and ~ry 
1 

and sell him a house. The system WBS introduced às a control 

upon oompetition among agents, but it had two unintended 

oonseq~ences whioh proved problematical for the companyc 

'. (1) where clients were dissatisfied with the agent'. 

service, they could not go out with another representative of 

the company, so they would turn to agents in other oompaniesJ and 

(2) 'when the rul& was broke~ particularly if it was 

broken by a very Buccessful agent, the company was placed in an 

embarrassing position by either having to enforce the rule and -, 

it had been aboliBhed. This happened shortly befon l 

res'earch. 
t.r 
f ~ - , 

which follows 
l, 

The first case was rê'lated to me bY,a 

reliable informant, George Lidston,. The se~ohd wes discussed 

in detail in my presenoe by Young and Don Lane, the General Sales 

~ager. 

Case 9f. Lidsitne. had had a client whom he had registered. 

But Lacroix "stole" the client from him and eventually sold 

the clIent a house. Lidstone cOmPRinad to management and 88id 

. he wantea part of the commission. Management wanted to mow 
. / . 

why Lidatone had lost the client. Lacroix elaimed that 'the 

client had dropped hi~ for~o~r'8e~ice, but Lldstone denied 
{;, ..... 

" 
.. . 

" 1) 

" 

" 
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this and argued that that w~s 'what an ~gent always aaid when 

he stole somebody else,'s client: The--managers ru1ed that -C 
Lacroix should pay Lidstone part of the com~ssion. She 

became angry and threatened ~o leave the oompany. They 

responded by giving her a number of "a$sists", i.e. good 
" 

listings and leads ta new potentia1 purohasers. Acoording to 

Lidstonel "In the long run she made eight or ten times the . 
amount she paid me." This is on1y a gues,", by him. an~ ls 

\ 

undoubted1y exaggérat~d. The co~ny did manage ta pacify 

b~th agents, but did'not manage, complete1y to satisfy either 

of them, and other *kents a1so suffered by having their share 

of'assists reduced. -

Case 9g. The events ot this oase a1l-oocurred within a wee~. 

Lidstone made an appointment wi th a client, Mr. Spencer, on 

Sunday to show him houses on Wednesday. On Monday morning" 

the olient's wife phoned the company and her oa11 was,put 

through to Peter Green. Green then made arrangements wi th 

Mrs. Spenoer and took her out to see houses that day. When 
• 

Lidstone found out about this, he got into a row with Green 

in the main offioe. The managers intervened and ta1ked with 

both agents. Green claimed that Mrs. Spencer did "not lmow 

about her hUBband's appolntment with Lidatone. The ~ers 

decided that L1datone .as tt fault' h. should have arranged 

to take Mrs. Spenoer out on Monday when he wa8 taldng to her 
? • 

husband the day' betore. The -.nagera a1ao enoourag~d Gree.n 

in his plana to ~~.·her out again to, .ee more housea • 
....... ' 

Lidstone later apoio'gized t(). Gre.n. YoUl1l teit t'hat Lidstone 
-..:. 
-;J " 

• 

. , 
-, . ... , 

.' 
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had oome "to see Peter's side of it"~ My impression ia that 
,\ 

Lidstone oontinued to reaent what had happened, but reallzed 

that he oould gain no soncesslona and ~ould not afford to 
~ 

remain On bad terms wlth the managers and the oompany's most 

influent laI agent. At any rate, management Were entirely 

satisfied with the outoome. Don I4ne conoluded ';Pis disoussion 
.; -\ ("',. '. 

of the case with Young by sayingl 

Anyhow, Jim, this case shows how we might have lost the 
client under toe old system, because instead of phoning 
Peter, Mrs. Spènoer would have gone to the houses with 
an outside agent! ,,, , ., . 

1 \ 

A comparison of these two cases clearl~ il~ustrates the 
~ l '\0 ~ 

advantages to the oompany of being free to deal with each 
, , 

situation as it arises without being oonstrained by a Bet of 

formaI rules. In the first case, Lidstone went to management 

with a legitimate claim against Laoroix as formalized in the , . 
registration system. This plaoed management in the ~ortable 

position of havirtg to enforc. its own rules againat one of its 

top agents. This was very risky trom their,point of view, as is 

shown by her threat of resignation. The threat was countered 

'by the,oompany having to glve her a number of concesalons as ,"" , 

compensation. If the registration system had not been in effect, 

these problema would not have ari •• n, aince Lidstone would have 

had no basla for oomplaint. By abolishing the system, (because 

they we,re loaing cliente), the company'unlntenti9nally inê"ased' 
• f ~, 

, 

i 'ta overall 'e,ttioiency by eliminating a source of administratiYI 
" 

problema. 

• , In the second ca •• , Lidston. &gain appealed to managem.nt ' 

aa arbl~rator. But this time ~I .. s not aupported by any formal 

. . 
<. 

• 
f' 
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rYle, and could appeal only on the basis of some vague moral 
,,"'-

senszot "faimess". The company telt no obligation to satisty 

th!s cla m, arld were able to'avoid the, difficult~es involved i~ 

a co rontation with their Most euccesstul salesman. As in the 

examples or listing distribution, employment policy, and 

co-operation during vacations, management and the Most sucee,serul 

agents gain by there being no formaI system of rules, while the 

less suceessful agents lose out. l heard of no cases not 

covered by a rule in which management deeided in favour of the 

weaker agent. 

The causes and consequences of a lack of formaI rules, 

even for the reeurrent activities of the residentlal sales 

department of Highgate Realties.can be more systematically 

stat,ed 1 

Causes 1 

(1) The services-for-commission system makes it very 

difficult for management to entorce a system of 

(2) 

<.> 

forma! rules in the department. because it has no 

di~et control over the agents' income, and because 

the top agents'are in a strong bargaining position , , 
in their dealings with the eo~y. 

Agents rank themselves according to a distinQt 
, 

prestige hierarehy based upon their sueeesa in 

Belling and 11~ting houses. This, combined with 

the highly oompetitive nature of the work. pro

duoesvan individualistic ethic, a laok-of group-

8olidarity, .nd an abaence of collective bargaining 
, 0 
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formalization of procedures trom the agents. 

Consequences 

D 

(1) The lack of formaI rules leads to certain 

inefficiencies in the day-to-day activities of the 
'. 

membera of the department. In many cases this 

woÏ'ks to t~e disadvantage of the org~nization, but 

management ia unable effeetively to institute e 

procedures to deal wi th these problema.", 
,', 

(2) In Many ways, the lapk of formaI proce~ures Is 

(:3) 

.. 

a 

advant~geous to management. It allows them the 

flexib~lity to deal with issues as they arise on 

the basis of the particular contributions of the 

individuals involved. The gains to the company 

from this flexibility more t~n out-weigh the' 

losses from ineffieiency i~ other areas. , 

The lack of formal procedures ~ advantageous to 
..> 1 

the more sueeessful agent. it allcwa them certain 

privlleges in théir terms of employment, in 
, ' 

~ 

receiving leads, and in disputes with other agents. 

r(4). Conversely, the weaker agents are disadvantaged by 

job, insecurity, by receiving poorer leads, and by 

a weak bargaining position and lack of company 
o 

support in dealing wi th ?\stronger agents. They miss . 
the pro~ective tunction which formaI rules provide 

, the weaker members of a given organizational 

stratum~ 16) 

_ 16)8ee Mich,!l Crozier, The BUl'!!ucratic Phenomenon 
(Chicago. Uniyereity ot· Chicago P~88, 1964), pp. 54 - 55. 

" 
u' 
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Conclusion 

Within residential real estate as a socio-economic 

system, the company is a unit which provides service's for, agents 

in return for a share of their commissions. The unpredictabili ty 
c 

of the agent's dealings with his clients makes it mutual1y 
ù 

advantageous to company and agent that he work on a commission 

basis. Mutùal competition and distrust among age~ts mean that 

company and agents negotiate through discrete dyadic relation

ships. Agent-company relations then vary according to their 

respective bargaining power. 

Dyadic negotiation, with no arbitration, makes for a 

certain tanuousness in the tie, which is reinforced by the ease 
"' 

with which an agent can switch companies. The services-for

commission reciprocity deprives managers of direct control 

over agents. There are few formaI rules because they cannot 

be effectiv&~ and because they would interfere'w~th the 

'" flexibility of negotiations. 
\ .. 

" 

q 
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Chapter 10 ~ 

\ 

1\ " HtGHGATE REALTIES AS AN ORGANIZAT.ION . 
" 

~ 
~, 

The revers~ ~ploymentQrelationàhip between company and . . 
agent is.<fundamental.<l to understanding. the residential sales 

, 
department!~f Hi~hgat~ R~alties. But,it is not ~he only , 

principle"which govérns behayiour within the organization: 
Jl 

~l 

Analytically, three organizational principles can be 
, ~ 

distinguishedt 

" (1) the principle of reciprocity, in this case 
, . ')'f .. serv1ces- or-comm1SS10nJ 

/ . , 

Yl) the principle of o'wnership w.11ich ~is the basis or, 
r-

formaI authQrity; and 
-, 

. , 

- ;. '(3), ' 1 the principle of colieotivi t'y; which re/ers to 

~mergent,group properties with~n the or~anizatiDn.164 
The principle of Teciprocity was the main concern of , , 

the-last chapteri Thevsecond principle derives from the wider ... . 
"" 

~-.. . 

,insti~ution Qf. private prope,~y with its legally enforceable 

rights of ownerspip. 
. \ 

This p~inciple ,of ownership ia the bas1s 

,,~lain ~h!~e~:!~i~~~ ~~S!!;C~O~o~ ::~:~i~~ ~:~i~~b~::P 
lIt d~aws upon the wnrk of a number of organizational,sociologi~t& 
tor'éxample,'Hq~ns' internaI ~ystem corresponds to 'col1ectivfty. 
Selznick's-organization 'corresponds to formaI authority, and his 
inati tutlon to cdl:1ectivi ty. ,Krohn atre.sses the inde pendent 1 

.~ impOrtance of reclptoci ty. George C'li Homans, ''l'he' Humtln Groyp , 
'(London., Rout1edge and Kegan Paul, 1951); Philfp~Se1znick, 

... !.Lead~Z'8hip In A:dminJ.stra:tion (London. Harper and, ROlf, '1966>
,.Roger G. KroHn, "Conf1ietand Functionl' Some Basic' Issues in 
, Bureaucratie' Il'heory," BJS, 22, 1971, pp. 115 :. 132,. - 0, 
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of \he power and' control of the company's owners and managerso,,165 
. 

It is also the source Qf "company goals", w~ich are really the . 
, 

·'ga.als of th'e owner-managers. 
1 

;~ data do not" permit an analysis of o'wnership and 

higher management at Highgate Realties. 166 From ~he perspective 

of the members of the residential sales department, the principle 

of ownership imposes itself as, an exter-nal force tO'which they 

" must adapt, although occasionally agents' suggestions can 

influence company policy through ~he- mediation of the sales 
.). 

managers. 
. 

These firet two principles will be dealt wlth i~ this , ' .. 
chapter in terme of how they relate to leadership, but ~he main 

, ...J\ , " 
focus is ~pon the third principle of organization, cor~eetivity. 

g 

.The legal rïghts of its owners, and the reciprocal age~t-company 
(. 

" 

.tie are basic to ,Highgate Real ties but~ if behaviour WRS ~olely , 

in accord with th~Be two principles, we· could hardly call -the 
, 

company an "organization" at a.ll. Organizations ar~ .groups, 
... t-,) .-

and as csuch.display collecttve~oharacteristic~ whiéh are not 
,. .1 l 010 '.' , 

, 

found in si,mple dyads. 

Two of the se, have been mentioned in passingl the 

. davelopment of informaI norms and procedures to guide and-

i651t Highgate Realties, ownership is still closely 
related to management. although there ls some conflict batween 
lower managers and higher owner~managers; .~ The separation of 
'owne~ship and control in some large organizations.mag calI for, 

.. 'J. a dlt1'ex:ent conc,ptual prlnciple 'not covered in the schema' ", 
used here~ " 

~ 166The mat.":up of thia gro~p was described in' Chapte.r 2', 
'p. _'5. ' 
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co-ordinate behaviour, and the role of the third party as 

arbitrator in disputes betw~en two members. Althoug~ they are 

neither well-articulated nor well-enforced, we have seen that 

a set of norma has emerged to guide agents' interactiqn among, 

,themselves,16?,and procedures for some recu~e~t activltles, 

270 

" \ - such as taking listirtgs, have peen agreed upon with management. 

These :n,orms and procédures are effective through mutual .c'onsent 

rather than through the~ of unilat~ral enforcement'that is' 

necessary for effeC~iv~ ~~ rUles;; Th~ importance o~ ~he 
third party for so~ial control has bJen shown in a number of 

cases wher~, sorne members of the departmen~ (managers) act as 

"umpirés" in disputes, betwèen o.t* member~ (ag~nts): The 

agents implicitly agre~ 'to abide by managers' decisians for the 

sake ;r preserving peace within the group.168 
y ~ 

" 'llIo othe;- importa,nt .collective charactQt"istics wi1l o be 

discussed in this 'chapter, leadership and rl tuaI.",' AIl groups 
, 

need to make collecti~e decisions. Those who maka and ~nt~r~et 
- ,'" 

, " . 16 
decision~ binding upon others have ""power" within the group. 9 

, ' . 
ù • ,167See""the disc1,)ssion in Chapt~r 8. pp.' 219, - 221. 

. 168Be~ause of their greater réciprocal bargai~ing ~, 
strepgth; the moré sucèessful agents win in these disputes.' 
Social control ~hen involves the "cooling out" of the .aaker a~ant 
by a manager. l!:xc.épt1.onally. 1fie loser may opt out of the group 
altoge"bher. a8 did Naney King' in Case ge., P" 2.53 - 254. ' 

'" '1'691 am .'hen uSing the' tera' "pôwer" in a generie: s,nee 
~o cover a11 means QY whiohone person oan contro1 the 
D8ha'Viour of- others. Sea Richard M." EIMf,son, ,"P9Wer-Dependenbe 
Re latiolfS " • A~R •. 27. 196~. ~\ )1, -: 4-1".. ," 
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At Highgate Realties, there are three bases of power assoclated 

w1 th the three organizational principles. The tirst deriveis 

~rom ownersh1p and can be cailed "~egal authorlty".170 The 
. . 

second cornes from the. agent's contribution to .company incorne, a~d 

can be' called tlbargaining power". The third emerges from 

interaction with~n the group itaelf, aa some members (regardless 

.of their formaI office) show themselves more capable than ,others 

in initiating action which benefits the group as a whole. This 

ia generally cailed "informaI leadership". The power of a 

particula~ leader May be 9ased upon one, two, or aIl three of' 

the se source s • 

Ceremonyand ritual ~re means.by which groups reinforce 
.. 

their cohesiveness and their members' allegiance. They are 

usually highly developed in expressive groups such as religious 

sects, but are also round in elementary form ln more aecular ~ .. 
instrumental groups. At Highgate Realt1es, where the.levei of 

~ 

,group solidarlty ia low, there is l:ittl~ rltual and' ceremony • 
. 

But the'weekly sales meeting, oatenslbly held for purely 

. instrumental reasons, is a1so a rudimentary ceremony for 

asserting and reinforci~g the g~oup. 
,-t

We' c,onclude our analysls 
f ~ 

of the r&sidential sales department of High~te Realties by 

con~idering leadership ~nd ritual as charaoteristics of thie 

co~lectiV'i ty. 
," , 

Il 

. . 
-----,--~l~7~O~T~he--authority aseociâted with "formaI oftices" le 

. delegated by ownere, and reet, ult·imately upon the .,power ot the 
atate in support of priv~te proper~y~ 
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FormaI Authority or the Manag~rial Definition of Leadership 

Case etudies have shown that organizational charts give 

a misleading pict~re o~ decision-making in process.I?1 We can 
~ 

understand tfiis in terms of our tqree princlples of 9~ganization. 

Organizational char~reflect the self-image of owner-managers 
r ~ , ' 

and the delegation of authority by the p~inciple of ow.nership. 

But power and leadership also derive from the·principles of 

reciprocity and collectivity. We will begln our analysis of 
~ ~ 

leadership in the residential department of Highgate Realties 

by firet outlining the duties associated with its formaI offices, 

and, then proceed to ~ee how the/other, principles affect the 

decision'-making procesB, and how power in one sphere can "be 
, Q, 

can'be converted int~ power 'in ~nother. , ' 

From the point of vi~w of the members of the residential 
6 

sales department! the senior decision-makln~ body of Highgate 
. . , 

Realties la the vaguely detined;body of 0fficials comprising 

company directors, executive ortieera, and top-level ma~ag.r~. 

Any major changea inl tiated and" propo~ea wi thin the reè1den'tial -

department, aueh al a change in the commission Bchedu18, 'must he 
v 

diaousaéd at ._ti,nga of thrard ~t· Direc,tors (owner.) ana '''', 

· ratJ,tied by th •• betore they COIJl8 ~nto, eftect. 

Moat direot'ive. troua "upatalr8" conoern general oompany 

polloy *nd O~ •. l~~hat ~110yi172 In respon ••. to Prench-

,171s.e. ln ~~ticular,' Melville Dalton. "n Who Manage 
(New York, John Wl1ey and Sonl, 1959), pp" 8 :,·~1. Cl .. ' 

, '112Memb.ra ,of th. reéidential departMnt refer to owne'rl: 
and .. nage ri ' •• ' "upst&irs"; refleotirig the 'location of their 
of~io'l within tbe building. ,This ter. ln41catt. the diffUI'~ 
external ~ture of th1. authorlty frôm the p'rÎpectiv"ot th. 
agents. . , ': .' ,l l' . ' 

, . • 1 . 

,'1 
, 
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e" ~ C~a'dian ~atio~alist pressures., for example, the company has 

, ' ", ~' " 
7~ 

l ,\ .

,''1. 
;. 
~,I ' 

'. 

.' 

• 1 

decided to employ more bilingual agents and secretarie~, and to 

insist that its English-speaking employees learn French. The 

directives from upstairs of most immediate concern to the agents 
) , 

concern financial arrangements. 'These includt the advertising 

budget for the department which is ehared among the agents, 
i.Î~,p . 

whether or not money is available for sponsoring agents' 
) 

attendance at real estate meetings and functions, and changes~ 

"in the cornpany's pension and insuranée schernes. ' ' 
" " Thare are two formaI authorities within the~residential 

,department. 'The general 'sales manager, Don !ane, la direetly 

responsible for overseeing th~ affaire of the varioue branches 
• 

of the company's reaidential sales diviéion. Lane ls a1so a 

vi' e-preside~ of the company. In practice, he is the communi
f • ative link between "upstairs" and the'department. He a~so. 

J 

the branch office sales managers, discuss&S possible 

with t~em, fills t.:in for (t~em ln their absence, and joins, 

nch manager in negotiation for the trI individual .. 
agents, and in arbitratingobetween agents when 

~he sales manager ot the he~d office b~nch ia Ji Young, w~o . ' . ' 

18 responsible for running" the dally affaire of tbe:)Jd.partment. 

Hie role.is'discussed in the next section. 1 . 
. A al.ple etateme~t ot their ~~rmal ~atus and role, 

eç.ctation.' té'lle u.s very, li ttle ab'out raal e~tatè ag.n~8. Ali 
.. ~ '" 

18 to 20 agehts nave the aama tor."l status in the 'organisation. o • 
• ,. , • 1 Cl ';, " .. , : 

'l'heir job, is to list anc1 t .el1 .houaes,. ,The comP4mY alJ'o a.lt~ ~ 
• .. .1' 1 

• ç 

the. tooo~~perat. alDb~ the._lves and' ~l~h', _nag.ment, te; k •• p 
1 " 

• il 
1 - , • -1 
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their p~rsonal'ànd departmental recorœup-to-date, and to attend 

t~e.weekly sales.meetings punctually. 
(. 

The départment also has an offic~. staff, including five 
~ . 

r 

secretaries, aIl female and aIl paid a low salary. Three of 
- " ' 

'these have been with the department f.or many years, mQ"e than 
(':]::1 

, 
~ost of the agents and more than sales manager Young.. Each of 

• 0 

these three is 'secretary to 'a high-t;~nking member of the 
.. l " 

department 1 Mrs. Moore to Don Lane, ~ss,Sumner to Jim Young, 
'Ji " 

and ,Mr~. 'Jacobs to John ~~, the residential agent who ie a 

'Di;ec~or of the company. ~~ one ia\also 'secretary tô'4 or 

5 agents, for whom they type letters 'and l~sting \(~rms. The 

t~o remaining secretaries,are both young and have been with the 

com~any for only a short time. One'ls responsible for organizing 

the department's advertising, and the other is secretary for the . , 

• remaining agents. The latter i8 the only sec~etary who has n~r 
• o .. 

desk on 'the basement floor. The other' tour are in the. main . 
. , 

office oh t~ ground floo~. , , , 

'Three other company employees spend part o~ their time 

wi th the resideBtial iepartment. The -tele,phor:e swi tch-b,?ard 

ls' in the main offioe, and the two operators, who worlt 
.' 1 ~ 

alternatively, h8J'ldÙt aIt' tei.phone. c&:118 for aIl 4apartments. , , 

.. One man, F1'ed Warren, ie 'responsible for office suppl-i_B, for 
, , 

~ ~ - ... ~ J 1 f 

every dep~rtmentJ while another, J~mmy Prèize. doe~ odd jobs. 
.... '11 .. , ..... 

and puts up and, take$ down For §ale and 50ld signs. 
.. . 

, . 
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.' . o 
.1 .. '<' . ' 

1 \ 

, _0 

.', " . . . - . 
, '. 

1 _".,/. 



,/1 

!, , 

• 

'1 

, . 

" 

J ' 

, " e' 

275 

FormaI authority with~n the department ie shown in 

Figure IOa. 

,-

It 

De 

, 0 

Figure 10a. 

FormaI Authority in the Residential Department 
(Owner-Managers' Conception) 

stairs' 

1 . 

Leadership and ~cision-Making 
" 

tarI 

FQrmal organiza~ion charts- give 11mi ted and ~sleading . 
. ,. 

viewB of organlzations in ·proc6ss •. The' admlni8trat~ve definit;on~~ . 
" .. -, 

·of.a Per8~n"s positipn withln an orgl!-nizatton i8 important- in 
• ' " <1 • 

determinipg hie bth&~ur, but'Lt 18 not the only ~actor. Prom 
, c. v li 

the point of view cf 'the person, hia tot:al po al tl,on (a •• igned 1)y 
.' 

, . ! • 

own.r.mana~er8),ia a reaour,oe o~,8et of re.our~e. whioh. he. CaR 

"se to, furthe~ his lnte_l'8at$ incl",d~ the ini tiation ~'t "Ohange, 
.. ' '7! ',,..... .... 

J", withi~ the organisation ·lt.~lt., But he a180, has o,thei-'reaqul-ces 
" . 

J '--; 
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based on the other organizational principles. the dependency 'of 
owner-managers and other agents upon him because of his sales 

• 
success, and their dependency upon him for his leadership and 

innovation 'in making collective decisions within the group.. We 

turn now to consider leadership in this wider, more rounded 

sense. 
'to., 

The prèdominant leader of thè residential sales de'partment" . 
-

of Highgate Real ties during my research was Jim Young', thè, sales 
...... ' 

manager. His was a~ newIy independent PO;ition, ,Don Lan~ haa 

p:reviously combin~d t·he managersh~p of Z~d 'office wi th his 

general role as pverseer of aIl the bra ch offices. Befbre 
o , 

becoming manager, Young had been the Most succeesful residential 

salesman in the history ot the company. He had aJso been made 

assistant sales manager, but this was mainlYoan honourary 

posi tion wi·th no real function. 

The owner-manager"s res.ponded 'to three types of pressures . , r , 
when they·created the new p~itlon and offered it to Young. : The 

tir~t ~as that, aS.the' level o~ business of the var~ous residen-
. ,,' 

- tial sales branches increased, Don Lana. was finding it more 
~ 0 

'ditficult to combine two sets ot,duties and responsibilitiea • . 
The second. and prQbablY the' main pressure at the time, .as 

• -1 .,J 1 

the company' s fear \:)f 'lo~ing Young .to a coarpetl:tor U" J. t cUd not 

erfer him a promotion. They decided to oonvert toung's strong 
.. , Ji. j ~ .. ,.,., .Jo S ; . , 

'i \' 
'; , 

bargaining position in his reciprocal relation to the; company by , ;;, 
J • • " ,. > 1~ ." ~ 

J • 

/l, ~ "<1 

a:coep~1ng him as a -1Il8mbe~ ot the o,m~r-minag._nt group. HighgB::'B . 
." ..,. 1 tl' ""l-

I ~.al ti.. had lost . ., a numb8:~ ot lood _n in tlie 'P't:8t beO&~se .i t had , , 
• 1 ~ ~ • • • f r ' (l 

tai'led:to provide ne. organ1'1at!ona~1 position .. whioh eatisfled 
\. , 

" 
J~ .' " 

' .... ' 

, ~ 
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i 
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their rising aspirations; Most top positions were held by the 

owner-members of the founding families. Peter Green. and Fred 

Townsend diseuse the probleml 

Green. The main trouble with this company ia that it's 
losing too Many of its top men. Highgate Realties is' 
becoming a 'good training ground for people to move on 
into other companles~ , 

'"" Townsend. There' s not much chance of becoming ,president 
o -here! Or even a manager. 

'Thirdly, manag,me'nt hoped 'that, in the long run, it would 
{~ 

improve the sales performance llt heB:d offIce by using- Young' s , 

t talent to attract business, and to give more assistance to the' 
.' \ 

other agents. In the short run, it had to sacrifice the incorne 

from Young's own sales, and ta offer him a salary that would 

satisfactorily compensate ,him. Lâne ,éxplains th.e d1.lemma.-

Don Lana., l was the sales manager for this 'office as 
weIl' as for the whole concerne We decided i t was . 
'becoming too much for one man •. Fortunately;'Young was , 
available and he' s a good man. Q·f course i t ns a big' 
decision because he was making a lot ~f monèy for the 
company, 'ande\l w~ had to pay him a salary, to compete 
with what he had been earning. It.as a gamble. We 
figured we would pr~bably lose a Qit.at first~ 0 Bqt of 
course His clients were stil~ with us, and could be 

a ù' passed Qn,to somebody else, and we .ere noping he could 
bring in a lot of business. lt cost a lQt at first,-and 

, l had to ta-ke a cut, in salary sinee l'cl be doi.ng one· 
job'less. But of course i~ it wor~s out l'Il get that 
back, in the long run., ' 

" 

~ other words. the ownership group hoped that·th~ir losses from" " 

:' ending their reci.procal- ~latio~Shi;P wi th _ Young as, &'gent would 
\. _. • J l 

" be off-set by the gains from hia contribution to lncreasiAg the • 
ç; \- ( - , . ) 

output of, the residential department as a "who le • Young oonverted . 

reolprooal bargaining power into- -formaI auth~ri ty. He now 
" ,., ~, ~ 

~ ~.). #' 1 ~ j. 

,rece~ ve.9 a- salaty. "p~us a oo~lssiori !-,ed \lP"O~ th~ total ~~V~l. 0 

.. " of aa1ea for ·tha department. - , ~ 
,. (". • 1 ~ <l ~ ~ . ' 

~8n,\ Yo,ung tiret' took ott~oe th.ra 
'tt:" : 

" ;/ 
, 1 

_1'8 no •• ·t tOrlau1&. , 
, , 
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to gu~de him, merely a general mandate to try to improve'sales. 

To a la~ge extent, his job has beco~, and ia still beco~ing: 

~ what he, has ,been able to t~ke it. At,firet, he followed the 
" example of Lane in mOQt of his activi~s, which were. ,-

> 

(1) To arbit~ate' in disputes between saleamen. 

(2) To deal with dissatisfied clients. 

()} To hire new agents. 

(4) To fire low performance ag~nts. 

(5) To organize and chair gales meetings. 
, 

(6) To initiate new business for the company. 

(7) To instruct new age nt s,-, 

(8) , To receive and distribute leads'and listings which 

came intQ the company, 
....:- p. 

(9) To adt as an, information channel betwee~ dewnstairs 

and upstairs, that i8. between agents and higher management~ 
'"" Many of the cha~e s introduced by Young consist,ed of his 

/ ,} ~, 

performing these t~~1I;S differentiy r~om Lane.. He "as mare· 
1 

~ aggressive in his ~iring and firing, and increased the total 

number of agents employed by head office. He a1so broadened 
:1 

the ethnie base by hiring more French agents, and agents of 

He spent more time and effort in 
" . 

~RBtructing ne" agents. and in sol~~itlng new.business than had 

Lane. H~j also conducted Sa.les Meetings difr~rently,; , Yo\1tlg ns 
... , 

.~re "democratic". he enoouraged partiG~pa~ion/rom the agents" 
1 1" t' _ • 

and Introduced a tapie tor discussion .very week. Lana had 

c\ndl1C~d tl).e .. etings" i~ an "~l1thoritariair ~r •. and ~pent ~~ '" 
• • ' 1 

.. . . 1?3~hl~ wae aléo J)4lrtly a retleotlon' or a ~re gen"ralb ' , 

change ln c~mpany poliey.., . " .. ' \ 

,\ 

, , 
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time giving pep talks than did Young. 

Jim Young. The way l try to run the meetings, l want 
the.agents to ~eel that they can suggest an improvement. 
l like to get things in the open, you can learn a lot 
that way. Before, the meetings uaed to get pretty dull. 
Not that l mean anything against Don, he's a great guy, 
but he used to run the meeting in a more autocratie way. 
If anybody did speak UP"Don would usually disagree with 
him at once, and after a while, we just used to ait there 
and not speak up at aIl. It was just a monologue. Min~ 
you, things ean get more out of hand this way. Some of 
the agents tend tQ get earried away a bit. ,But l like to 
ge t the agents' ideas. Mind you, some of them l don' t 
ag.ree wi th. 

Most of the agents ~iked the'meetingé better,in the new style, 

although a few felt that they involved too much talk about 

insignifieant details. 
D 

Young also, introdueed a number of new procedures, and_ 

modifications in old ones. The one significant eomp1a~nt that 

agents had against YO,ung comparad to Iane was tha t he pad 

increased the amçunt of paper work for them. Bill We~ls, for .. 
example, complained 1 "The,re • s more papt:r J'0rk no~. "I don·t 

thlnk this muc~ paper work le neeessary".' ~hls'~rend appears 

t~ , support' Gouldner's contention that "there is a close " 
" 1 

eonnectio,n l:?etween successiQn and a surge ot burea.ucra,tic,. 
, 174 

devel~pment, particularly in the direction of formaI rul.a: 

Another indication 'of thia 18 Young's intention w .rite ,,!'. 

'. ·"booklet outlining proced,urea for agents, no procedures are 
- '. 

'_ wri tten at present. On the other hand, ,ln f nUil~r ~~ ways he 

18 1888 bureauoratie t'ban Lana. Ha encourip. W!" -.gent 

participation in deciaion--.kine. and i. lION acc ••• lble to 
,. .. ,1 ~. 

1 1 
" • .,' 1 1 

----l''i!1:'--4X''"'I ... 'V ..... ln W. Ooul~.r, Nt-ma. of Indu.trial \\ Bp&\I,radl '.: 
(~~.n~o., Illinois. ' 'the 1 Pree Priji. ;-I9~), p. 94. " f ,'./', . 

!) >t' 1 \) , , ' J • j' " 

, - 1.\ ; . l' ". I.j . , ; .. ),. . 
! 1 . 1 ~' 1 • ~' ,II . ' 'i, i' . l,II" ' t • ,r • \ \ \ ' \t ,: 
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agents. Young's intormal'access to what agents are going and 

" thinking is ~etter than was Lane' s.. The difference from 

Gouldner's findingâ may be because we are dealing here with a 
• 0 

paae of internal' succession. Young ls not ~ newcomer&to the 

agents, and, did not need to begin bulldin~-up an infOrmaI 

communications network when he moved into his new position. 
, . 

Basides doing some things differently from Lane, Young 
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has also expanded his role to "include a number of new tasks. The-

.' , most important of these i~ ta act as a kind of "generai salesman" 

for the department. Young not only offers advice to agents, but 

also at times becomes actively !nvolved in trying tO'attain a 
a 

listing or close a deal. If a vendor o~ purchaser looks as 

though he is about ~o refuse an offer or counter-offer, and the , . 

agent invoived feala .that he ~'8.S d'one .all t~at he is capable of 

doing, Young;;" sometimes volunteers or is a'sked by the agent to 

try and seè if he can close the deal. In the following case, 

he attempts to save a listing that has juat expired, and ie 
& 

~ 0 ~ ~l 4 .... 

~ . 
. about to be los~-. by Jonn Mason. 

t\ . 
.'. \ \.. . 

1 

gase IOa;. 'Jim Young's Bole aa General Saleaman. l wènt on a 
, 

oaravan with Young and John Mason., Mason was driving and he 
Û • • 

made a detou~ to take his 6ign away trom a ~ouse where· th. , 

listing had expired and the.vendor. ~ad deèided not to sell 
o 

" 

beoa~se of the unfav~ur.ble ma~~~t. Mason fire~ got out ~f 
, . , 

the c~~,ànd went·to s~ak to the woman·by h~m8elf. 
, " 

!faon.' Hello, Mra. Duttet, l've oome to tata down IllY 
, gn.' 'You've mlde up YOu%- 1l1nd detlnittly he; ... you. nqt 

v to s.11 a1: -tH1s, ti_? ',,' . l " 

Mr!, Duf'tet.\\ Jes. -.y tath,r .dvt •• d us to wal t tant.!l \ 
. ' 'th. lilarket içtovee àp.in. '.' '" ,,'~, . , l 'l'; , \. \- - ; '1 ' . ':; \ , ~\ 
1 • [[ "~ \ ,. , \ - \ : 

, \ Il . 1 l '. 1 \., . " ',. \: • 

\ \ . \ \ '. \ li' ~'.\ l' -.9 . " "\\ "l' . " 
~',1 "l.' .. \ ,\l .. '/.~:\ Ij" 'o' ~" '1.:,.\1' ~;,Li~\:~,.,··.\.:';~ 
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Young,. (to me in the car)' l think l tli go and' speak 
to this lady. r sold her this house. "(He gets out and 
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joins the conversation) Good-day, Mrs. Duffet, how are 
you these days. So yout~ not going to sell are you? 
Your husband realizes, of course, that if you wait until 
the market improves, it will cost you more to buy yqur 
new house as well. 
Mrs. Duffet. Yes, thatts a proble~ aIl right. 
YO~g. Tell me, h~ve you, considered the poséibility of 
b~y ng your new house now at today's priees and renting 
this ~ouse ,until the market improves? , 
Mrfti Ouffet. No, We hadn't thought of that. r'll 
me ion lt to my husband. ' 
Mason. Yes, because you really want to get a bigger 
house. This one is too small for you., Of course you can 
make do, but that's hardly the way to live, ia it? 
Mrs. Du;ffet. No, it's aIl right for yo~ men away"half the 
day, but l t,' s a "bi t hard on the women. 
Young. , WeIl, we' Il ,keep in contact and if he decides to 
rent, we'll see what we can do. Good~bye. '(Young and 
Mason get back in the car and we drive off.) That's a 
new angle that might work with these people, John. rf 
they folloir that plan, they can bene,fi t from both types 
of market. . 
Mason. Yes, l'Il kèep.after them on that. ~ 

In a few mo~nts eonversatlart~ after it looks as though Mason 

is about to lose the '~lient altogether, Young manages to 

suggest,a new possibility which mtght keep the client as a 

potential renter and purchaser. 

As â general sales~n, Yo~~ beli8'Ves that he signifi,-· 

cantly increases the number·of sales of the department~ Upon , 

returning from his vacation during' which. sales .had slumpea;.. ./ 

he explained to me._ 
, , 

- .. ~ .. 
r , C 

YGUlUil:.· rive made mysel! available to the "agents .. " That's 
pr~ import~. Wh.en l went on my hol~d~ys. '. lost Ja 
couple at s~le that lem su~ l Qould have ~ •. One, 
of the~ was a $100,000 house and 1 knew the ~en~~r , 
quite well.· ," .: .. 

, ! 
/....\. . ',. 

., Most 1 &g!nts' .. rae wi ~h Young i in t~i 8 .~. ~f ..:appraieil.; 

. 
" .- . 

.. ,. 

• ·1 1 
~ ~I 

, 
" 

Many ot~ t~em havfj'l aeri:ed., under nu.roUB~G sales -.na88r~"~dur~n~ )' 

i • their ~c ... ~.r~~ F ~~. 1 .x~.~: I,t~\., one _~ ,Wh~. s.ld ~~~t ~l t, ' -' " ~ 
doel\n't _tter ~t, bappe1)8 insU. th. organhaUmt, o11J:' job ')0-

'\ ":1 l' • ....~. • 1'1' , ' . ~ ..... ,;" 'I :' " ',.\ l' . ..A. ~".' 1 J 

" 1 .... ' \. ". ~ • .' \... • ~ ....... 

l 'Il:, \ .:I\.j ::. ,'. ~r ) 1 ~ " 1 .: - \,~> I~I 1 r ,1 
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Is still the same", Most of them feel that Young gi ve s more 

~ . ~" 
~ assistance than any of 'the otgers. 

Joan Reid. l think Mr. 'Young ie a better man for the 
job. He cornes right to the, point. You feel that he 
understands immediately what you're getting at. l 
think that's the main thing. Mr. Young ia really 

,.terrifie. He's very helpful, and a very niee man. 
l never had this sort of aêeistance before. 175 

This appreeiation of Young's efforts is share6 by the 
"-

company as weIl. They attributed,the eontinued success of the 

residential department during the real estate slump as largely 

due to Young's efforts. At the end of the company'os 1969-1970 

fiscal year, one of its directors, who is also a reeidential 

agent, expreè~~d th~s sentim~ntl 

282 

John Neal. wel~, l think that you'd aIl agree that we 
have managed thls year to have quite a lot of suceess 
under bad conditions. And Itd like to state, Jim, that 
it has largely been due to your efforts. You have'been 
a real tower of strength for us aIl. 

Another way in which Young has bee~ a "tower. of sttength", 

and another task that h!! has taken upon himself, "is to provide 

psychological support for agents when they are in a sales slump , 
'1 • 

and are feeling down. He makes himself available to agents to 

ta1k thlngs over, encourages them, advises them, and gives them 

leads in order to try and boost th~ spirits. It ia impossible 
~ 

'j'Pol 

to measure the effects of this "tather confesaor" (as he once l~)'.f 

called hl.self) or Mguidance counael1or" ro1e. l followed the 

175Thls statement might appear to contradict my earlier 
contention that the agents are, for the most part, on their own. 
In tact, they continue to he mainly on their own ùnder Young. ' 
The agents' commenta are trom a co~ratlve point of yiew. 
Compa~~ to Most aanagers, Young give. a lot ot assistance, 
bUt'mQ8t ot the" agents' wor~ is don. wlthout assistance. 

; 
: :'1:-:~ 

1-:_ ~,'~:~ >~ '_. ~#".:~_:1H ,\ .. ~ t~:#j 
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case of, one woman, Teresa Verga, who eon~i~Ualry went to Young 

with her problems duripg a slump. She even thought'of quitting 
'\ , 

real estate wOTk'at the time. With Young's eneo~ageBent~ she 

eventually pulled hersel! out of the slump, and went en to" 

beoome the fourth highest produeer for the year in the departmen~ 

Female agents are ~ener~lly_mOre ~illini to Plaee"~~~e~:es ïn 

this dependent position with Yqurig. Frank Martin e~lainsl 

Martin. l think Young ie a niee enough fellow. I~ 
ealled him once when l firet started. l had an of~ 
and he knew the vendor, he came wi th me when l presented 
the offer, it was pot aeeepted, r'm not saying it was 
hie fauIt, but rive never goné to him sinee. He's 
always going wi th the girls, l' don' t know" maybe l 
should ask for more help, eometimes r eould eertainly 
do wi th some. l don 't know, l think the men are more 
~roud. Everybo"dy eould use some help now ~nd then but 
lt seems that the women get more than the men, though 
r'm not l1aming them for that. '. 

t 
0' l 

Martin exaggerates when h? says that Young lB "alway~,golng with 

the girls". Some of them do ask r~r help more than'the men, 

but he helps ln presenting offers in only a small proportion of 

cases. 

Young has also introdueed a number of proeedural changes 

in the depart~nt. Many of these have been first suggested by 

some of the agents, and by one agent in particuiar, Peter Green. 

Green Is a majqr innova~or, but, many of his ideas for change 

have only been put Into effect sinee Young has become sales 

manager. Young acts as a madiator between Greeri and "upatairs" 

aa repreaented by Don Lane. Green wa. the depart_nt· 8 to}t-
1 

residential salesman for both yeara of my research, and was 

partlcularly valuable to the company becauB, he ,._ able to k •• p 

.elling whan market conditions were particularly untavourable. 
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Young. Pete is rea11y a good agent, one of the best. He 
waa the man most reaponsible for keeping us gOing when 

, ~hings were bad 1ast year. 

Green is much respected by the othér agents for his 
,~, 

sales abi1ity. But he ie a1so an innovator who contributes to 

the department ~s a co11ectivity. He is the on1y agent who 

consistent1y attempts to improve departmenta1 procedures as a 

means of furthering his own salee opportunitiee and the relative, 

standing of the company in Montreal, and thereby benefite the 
. 

other agents and owner-managers as we 11. Green once 1eft Highgate 
. 

Realties to work as a manager in another company, but be did not 
" 'like it there because "it was rather dirtyand untidy, it was a 

"---
persona1 hing". He came back to Highgate because he thougnt 

the best companies. When he was younger, he 

up into Investmènt se'11ing but was not given the 

Green's mobi1ity within the company has been 
, 

use he has not est&b1ished,amicab1e re1at~ons with 

top- management. 

Un1ike the case'of Young, owner-mânagers prefer to risk 
1 

loeing Green to competitors'rat~er than share authority with 

him by making him a manager. Green. on the other hand, tee1s 
1 

that management. are not pro~r.ssive enough. He expresses the 

positive and ne,ative aspects of his attitude tôward his 

company as to11ows. 

Green. Sinoeri ty and honesty are illl,PQ.rtant. 01d Mr. 
Porester who started this oompany was as sine.ra and 
honest as you eou1d get. That'. why the tlrm\d.velop$d 
1 t' 8 good reputation. So_ people. ~thlnk that th.ae 
things are not importantltpr business but they usually 
10se out in the long rune But ~ course, Hlghgat.ê " 
R&altiea a~ not as' .t~~ as tlity could be. There 
doean't(se.~ to be any policy ot growth by the 

" 
, ; ~! ~~. ~~ ~~ L~;:!l~ 
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management. The company has to keep up with things. 
Soon the trust companies will have computera and then 
we'll really be in trouble. The managers have lots of 
meetings, but things tend to remain'pretty much the 
same. l ,said ~o one of them that, ~s an agent, l'd 
like to see sorne change around here. l dontt like to 
complain too much, but l would like to see this company 
become the leading,one in Montreal. 

l once asked Green if he would like to be manager of a brancha 
/ ~ -

Grèen. That dependa. (Pauses), Yes, l could run i t 
better than any of them. 

" 
" Green hB:S long been an innovator. He told me th" he 

• 
'\ J 

had been the first to lntr~duce the idea of having agents names 

on the For Sale signe in Montreal, and ~hat he had suggested that 

purchaeers' deposite be kept in separate trust accounts. But 

most of his ~uggesti~ns for change were turned:iown by higher 

~nagement before Young took office. At first, Young "as also , 
reluctant fO imp~ement Green's ideas, but he latar decided that 

they should be either accepted or rejected on the basle of,their 

meri t alone. 
.. , 

Young. Pete used ta get ~y back up a-lot firet when t 
started this job, but l think l know ho" to deal 1'i th.,. 
him better.now. He has a lot o~ ideas, a lot of them 
good ones. First when l started l used to resist, but 

<1 came to realize that a good idea coming from one of 
the agents c~n be very valuable. If I agras that itfs 
a good idea, then l aocept it. 0 0 

Ma~y o~ the changes introduced by Young have been based 

• upon Greents ideaa, with Young acting a8 a kind of buffer ta 

make them acceptable to Iane and highar management. Soma of 

these changes are as followsl 

(1) the vendor's reason8 tor .elling to be inolud~d on 

the listing forms through a code, 

(2) the secretarie. to check~yst ... tioally the expired . .,. 

1 , ' 
, 

'. ' 
! '1 .... .:: :~ .~. '~N'~ ~:., ,~,q 

1 ),J,\~ 
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other firm~, and make a list so that Highgate 

agents 

à cross-tiling of listings by number of bedroom~ as 

we Il as area J 

Il 
, (4) th~ introduction ~f listing slips for exclusives , . 

similar to thvse for MLS listings; and 

(5) the change in the commission schedule. 176 

The most important of these changes are the listing 

procedure and commission schedule. Green and Fred Townsend. told ~ 

-me about these changes 1 

Peter Green. This company ls slow to change. l suggest~\ 
changes titt\en years ago. 
Townsend. And they're just~coming into ~~~ect. It's' ë 

only sInce Jim beeame.sales manager that we've change d' \ ~ 
the listing procedure, and the commission sc.edule - 1 0 

don't agree with that, but at least it's a change. • • a 
previously, exclusive list~ngs'had been recorded in a book, and 

a minimum of information was included about sach. Green wantid " 
, , 

pink sl~ps for each listing which gave more information and· 

could easily be added or removed trom a listing book. Hé' 

cQmmè, nté on this change, and the introduction of lists of 
'. . ~ .' 

'1/ li&tings ~y tiumber of bedroomsi 
.... ll.;l _ 

~ 
) 

Green. You eee there sheeta here (lista bf ~istings 
by number ot bedrooms). Well,·,.. finally got (these ) 

. thia year.. r'd heen pressing tor t"ham aver 81hc.~ l" r 
came here. Another thing ia the.e pink listing .slips " 
that we now have. Berore, the ~ompany had po proper 
fora for our exclusive listings. It was ridiculous, 
hall the into~tlon about a ho~se would be mi.aing. 
And it's made it.much bettar for •• nding out split •• 
The secretary just. needs to send a oQP1 -of the tora. 
be~ore SM had to put all the intoration in .. flatter 
that Shi. sent oùt to the o,ther ëompany. . 

116!h •. changè ln the commi •• lon .ch.dule .... d18cu ... d 
ln Ohapter 8, 'pp. 2)2 - 2)4. 

; . . , 

" 

1 • 
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The change- in~the commission schedule was a major 
; 

~ecision for management. Young explains how he worked as a 
) 

.mediator to put through the change • 
• 
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Jim Yo~. The new commi~Bion sChedule, we went through 
a lot of doubt and a~iety over changillg that. Pete wa,s' 
pressing for it, of course, but me wouldn't have got it ~ 
through if he was dealing with Dôn {Lane).· l could see 
that his ide! was better and l W8S able to soften Don 
up. There was a lot of doubt and some of the agents are 
still unhappy about it. 

These changes, the~have occurred through a three-way 

relationship of innôvation; influence, ,and power. I ?7 G~en has 

been the innovator and has influence~ Young into agreeing 7hat 
, / 

his ideas would b'nefit the departmentJ Young, in turn, has bèen 

able to influence the owner-managers who alone possess the power 

ta implemel1t' the changes as ganeral policy.. Ii::-) 
You~g has introduced a number of changes on nr:( own 

initiative as wéll. He fired,three unpro4üctive agents, and 

, hired a n~r of others, including Peter Kovacs, who was thé 

star agent in another fi~ that recently went bankrupt. Young 

l'W&a proud of this hir~ 1. 
\ , -

-
~i77"Influence" works by th~ person influ~nced ag~eing to 

" . a course of action,suggeated. by. anotber. becaus8 'of an expectatian 
of~benefita.or fear of ~oBBes,if ~e ~oes.not wh1ch are, not 
cont~olled, lay the influenclng \,&rty. In. the ca~e ,,'of "power",' 
the initiating pàrty has direct ~ontrol over the rewa~dLand 
pt:mi~h~nts of the other party. N.~ th~r Green nor Yotmg are .. 

.. 

complettly powe'r~ess in tb,e abo~ transactions. Young teara ,J 

dlssatlsfylng and POS8ibl~}~ing Green, the owner-.anager~ 
'fear dissatlsfying and po y loaing Young. Of most ~~ortanc~ 
however.. iB the influenoe of Green and, Young througlf the 

'prinoiple of, reciprocity, while the impl ... ntation of the o~anges 
depend. upon the power ot oWn.r~.ana .. rs through the principl. ot 
ownership. • 

.... 

.. . 
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YOung. l ','ired a lot of new agents who are producing 
revenue fpr the company. My bi~~e8t coup of all liaS 
Peter "KoYacs. He's at least a ~O,OoO a year man., l 
had a good long'talk with him after the company for 
which he worked went out of buaine8~. A lot of others 
were a~ter him too, but l persuaded him to come with us. 

( 
Young also ab9li~hed the registration aystem,l78 introdueed new 

i " 

appraisal fo~ms for taking listings, arranged ·for the office to 

be open for Saturday b~8ines8, and for the 8witchboard to stay 

open untiI8.00 P. M. every evening. Pinally, he stopped payini' 
1Ih 

a commission for split listings. He explains whya 

• 

Young. The agents were complaining a lot because some 
people would just épend their time on the phone trying 
ta get splits trom outside companies, and weren't 
bringing in any new ones ta this company. Then if one 
of our agents made a sale he would have to. give up a 
share of the commission ta somebody else just because 
he had made a phone calI. " 

Green objected to this change on the followirig groundsl 

Green. As the company Bees it; why should Bomebody make 
a commission j.ust for picking up the telephone? Tha t 
Beems like an easy way ta make 10 par cent. But t~at'a 
not true. It's short-sighted •. l remember a house l 
sold ta a client t~at l had heen taking out Ifor a lon~ 
time. Young (then an agent) got a split on a house that 
was an exclusive of another company. WeIl, 1IlY client 
bought thp houae, and l .aa glad to give Young the 10 
per cent. otherwise, l would have ha~ to 'go to a lot 
of trouble, and l mightn't have made the sale. We 
don,' t get aa many spli ta now • 

• , 1 

In 8pit~ of Grten's objection. the change was'put through. 

Young, because ot hie _nage ria l' position, bas more power than 
~ . 

Green.- But he ia alao affected by his deeire ~o satls~y Green 

and the other top age,nts.; ~'ànd will usually imple.nt t~.ir , . 
ideas even if he is uncertain about th., e~técts, an~ ... n it 

i1SLe di.ou •• ion above, Chapter 8, pp. ~17 - 218,. 

, 
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weaker agents object~ This was the case for the commission 

schedu1e. 

-Young is a1so attempting ta use his new position ta 

289 

press the company into a more aggressive growth strategy. His 

policy of hiring more agents, and generally being more aggressive 
!III 

tn hiring and firing illustrate this. He has attempted to 

persuade the company to open a mortgage department using 

~European funds which could be 10aned at lower ratés of interest 
1 ~ 

than that of Most mortgage companies., The company has not 

responded to this suggestion, but they'have given tentative 

approva1 to another ot Young's ideas, the opening of a new 

brancn office in a neighbouring area of the city~ Young's 

intention is for tha t office to be, under his management wi th 

an assistant manager on the premises. In this way, he would 0 

benefit direotly from any increased business that was ereated 

'" by the new office. 

Because he is able to offer m~ time, better· advice, 

and general sales he1p, Young has been able to gain slightly 

more cQntrol over the behaviour of MAny of the agents than 

could Don Lane. This i8 illustr.tad in the followlng comment 

ooncerning daily reports/for the.~r • 
• . . 

,Joan Reid. I neV8r \lsed ta do that befo". Don .. s 
atter'. to do it, but I saidt !:'Ah, .Don, 1t taps up 
too much ti~.- He,aaid. "Oh, aIl right,- When Ji. 
took over he explained.that he needed these reports 80 . 
pe'd mow what .. _ra doing. He 'kind of _de III 

.. ,·understand wh~t the.y were ~or, .0 now 1 do the •• . .. 
6 • 

, . 
. . 

In" teras ot adynamie .adel of orgarilsation rol", Young 
.. ~ • 1 ~ 

OCaD: us.tull)' be di..t1ngu1.8hect &8 an -e xpana ive, roI. plap,r 
1 • oompared to tan. who "na relatlvely " •• 1..... Bxpanll" 1'01. ~ 

playera(acti .... 11.t'te.,t to l~crta .. the .00" ot ,tM1r r.;i.., 

" 

, . 
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both by more aggressively fulfilling the activities alreaqy 
, 

pertaining to the role, and by appropriating new areas of 

influence. 

But every social role also has structurally impoeed 

limita upon its expansion. We have alraady seen that one of 

the company's reasons for offering Young his new ~osition, and 
" 

one of his reasons for accepting, was that he had reached the 
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limita of what he could achieve as an agent in ter.e ot inoome, 
> 

and prestige and power w~thin the company.179 In his new 

position, Young is also limited in what he can achieve. From 

below, his 'control over agents is limited because he does not 

allocate their income. From above, he is limited by not being 

allowed to work "on :he road" himself, and ~ny suggestions that 

he makes for company expansion can be rejected by higher 

management and the board of directors. At this poin1!"~n his 

new career, Young has .a long way to go befora hts limit is 

reached, particularly if the company proceeds with his plan of 

Betting up a satellite office. 
o 

Later, he may fino rie. directions , 
for expansion in his present role, but it is more likely that' 

1 

he will think in terme of a new challenging position. If such 

a new position i8 not avaiIable to him, he will have to choose 
. 

between a more passive strategy toward his present position. or 

a move outaide the company. 

-Thise speculations raise the iseue of what factors 
\. 

179Green has reac))ed a sillilar 11111 t as an agent but ls 
unlixely to move on into a ne. pOlition at th!s lat. stage in 
his career. 

, 
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underly role strategies. What determines whethèr a person takes 

an expansionist or passive strategy towards his role? This 

question has important implications for the progress and gr~h 
/'---

of an ~ganiZation as a who le • Compari~ Young to Don Lane at 

least three factors aeem to be important as a tentative proposaI. 

The first of these is contingent organizational pressures. In 

addition to being Sales Manager 'of Head Office, Lane was also 

r • General Manager ot Residential Sales, a vice-president of the 

company, and an equity owner. Young, on the other hand, W8S 

free from other considerations, and c~uld devote more time to 

expanding his one role. The second factor is career phase. 

Early in an individual' s career, he ie more likely to adopt an 

expansionist policy than he is later in his career. Finally, 

. ·,as i9 illustrated in the case of Young, early suceessful 

attempts at expansion are likely to be followed by further 
• 

attempts. K person who succeeds once feels more confident 

about suggeeting new expansionist polieiès, and le more 1ikely 

to have his augg •• tion accepted by higher management. 

Turning 'b other lea~ers in the departmenti Green is the 

agent with Most influence, but,_ couple of other top agenta have 
. 

some as we Il. Joan Reid' 8 ide as' _ are gi ven close conside ration 

by anagement. She ia less innovatiye than Green, but whert she 
t 

supports his ideas, alf in the change in the comadesion Bch.dul. 

and the introduction of the c:ode for vendora' reasons for 
1 .. --

•• lling, anage .. nt are more 1ikely to illple .. nt 1;he change. 

Reid is allo a kind of ethica1 leader, who J!'8gularly 'i ..... her 

opll'\1on about whether or not a certain ÔOurH el-, action la right 

or wr.ong. "Her etrong ob3eo;tion to 1ïh. ~ured cshaftle ln' the 
() 

• ..,q,1l -

, 
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Montreal Real Estate Board's policy about the first agent to 

show a house receiving the commission, prompted the company , 
to object to the Board. IBO But ~n man~ cases Reid's moral 

pleas are ignored by Most of the agents, and some of them feel 

that she ia real1y no differ~t from anybody alse in her 

activities. 
1 ) • 

Fred Townaend ia an up and coming agent who moved from 

aeventh to third in the performan~e standings within a year. 

Hia office ia on the basement floor, and he l is an informaI 

opinion lead~r of many of the newer and lese succeesful agents 

down there. He helps some of them, particularly females, with 
l' 

advice, and ia admired for his~ense of humour. His is the 

clearest case of an exchange of advice ~oP deference. The . 
following commenta capture the attitude of some of the others 

./ toward h.lm. 
# 

iereaa Verge. F~d said the other day that l'm going 
. 0 get married in April, 1970! , 

osema Crawford .. Speaking of' Fred, he's doing 'Bome 
bus nese these" ays. You know, hets moved into Ja~k 
Fraser~e oftice (while the latter was on holdaYJ his 
office Is on ,the main floor). He was say1ng the" other 
day that he had enough brains to get something going. \\ 
So l guesa he's doing it moving into J~ck trase~'s ~ 
office 1ike that! :._ 
Verge!., He does' have a nerve in l'lis own quie~ way. 

,'" One of the, reasons for John Mason's tailure was that ToWftsend, who 
" ( 

taIt that Mason was being favoured by management, took a dlalike 

to him, joked about him ta athers, and made him into a kind of 

80cial lsalate on the ground-tloor. T01msend does not yet have 

180Thia w&s discus.ed in Ohapter 8, p. 218. 
r 
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much power, but he has shawn incipient leadership qualities"and 

Young feels he has managerial potential in the business. 

Apo;t:ner agent, John Neal~ is' a special case because, 

'}through family co~~ctiODS, he is aIs a a director of the B 

compapy. AI:hOugh he \s not one of the Most successful agents, 

he is~spected"for his formaI position and for his humorous 

stories and wide knowledge of the" reai es~e business. He is 

accorded certain privileges, auch as freedorn to interrupt at 

any time during a meeting, and to add· a house to be seen du~ing 

~ ca~a~an after the allotted number had already been booked • 

Neal's epecial ettatus Is shown in the following t.e. " 

Case lOb •. SRe~ial Status o~ John Neal. Bef 0 sales meeting 

opens, the full complement of six housea to be see~as been 

booked. Len Brooks has arranged another one, but Young tells 

him that they do not have time, and Brooks agrees to cancel it. 
~ . 0 

Neal arriyes late and announceSI' "1'11 be at 78 Maple from -
~ . . 

lO.)O,to 11.)0 this morning if anybody wants to see it." 

Young says nothing .. but wr-i tes i t· on the black-board. Neal 
. . 

leaves before the' meeting ends, and, "hen Young i.s deciding· 
-' 

the arder in "hich they are ta see the houses', ,he at. tirst 

forgets about Neal's house. As the agents are leaving, he 

suddenly remernbers it, stops them, and warns. "Some of 'ua had 

bette.r go and see this house, or, ,8ls8 John won't come to any . . 
mox:e meetingsl" 

Young and the agents are unclear about Nea'l' s actual power, and 
J 

are aarelul to remain in his good gracIa. 

AlthOllgh 1;hey can hardly be called organitiat.1,-onal 

leaders, the thref expertenoed aeanurie. and th .. ' .... itoh-board ,-
o 

l ) ..,. ... ~ / 
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operators have more influence than their formaI position would 

indicate. The secretaries favo~ some agents more than others, 

and aometimes work harder to complete lettera and forms for 

them. They also use their experience ~s a basls for advlslng 

managers, particular~y Young who is inexperienced. Miss Sumner's 

influence ls showrl' in the following disc\1ssion c'between herse If 
\. 

\, 
and Young, who calls her in to "take a couple of letters" • . 

Young. The flr~\ ietter ia to Eve Bames at Bluerf~ge 
Reaitiesi "Please finti renewed joint-Exclusive enclosed. 
The oommission will be split 90 per cent to the selling 

Q and 10 per cent to the non-se Iling agency if ei ther of 
our companies sells it. If an outside agency, sells it 
tne outside broker will get 50 per cent and we will 
split the rest 50/50." . 
Miss Sumner. How come that wasn't declded on before? 
YOrn~' WeIl, it was, but we thought wa'd Include it in 
wr t1ng now that it's being renewed. 
Miss Sumner. l asked you about that belora. l thought 
wei shouid have it in writing. -
Young. The next letter ia -to F. Chapman Ltd. 1 ~ar 
Siri Further to our telephone conversation, l'm 
wri~ing concerning the property at 6612 Jacobs for Mr. 
H. Noel. As you know, there's a wgter leakage which is 
causing damage to the ceilings. This has been checked 
by our plumbers in the past, and they say it is due ~o 
faulty tiling ••• " 
Miss Sumner. But we've already told him that. 
Yogng. Yes, but we want to have it sent officially. 
You know, the man next door has had the same trouble, 
and has taken it to a lawyer. 
Miss Sumner. lsn't thia aIl Noel's responsibility, not 
yours? 
Yogng. WeIl, he'a going to he buylng a $100,000 houee in 
the near future, ao we want to do any Iitt~e ~hing we 
oan. , 
Miss Sumner. He'll only ignore it, unles8 we have in' 
8omet~!ng about a lawyer. 
~. You are.right, let's inolude something like that. 
Mias Sumner. But oan we do that "i thout Noel ta 0 

permIssIon? 
Yog. Let's leave tt).e latter untii to.orro. and l'Il go 
out and see about the plao. tatar this avaning. 

o • 
The experlenced aecretary d088 not .taply pa8sively record her 

• 
boae'&words, but together they york out what ehould be 'don. 

about certain probleme. 

, , , " 
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The switehboard operator's power cornes from her being the 

j·one who has first contact with potential clients an~ vendors who 

phone the company; When a calI la about a sign, it is egpposed 

to go to' the agent whose name ie on the signe But sometimes the 

agent cannot be reached, and the operator can connect the client 

'to another agent. The majority of agents object to this 

practiceJ they feel that a message should be taken, and the 
r ... ':. 

listing egent could then calI the client lâter. Young supports 

the agents in this, but Don Lane, John Neal, and Peter Green 

feel that the calI should be givento another agent at once 

rather than risk the chance of losing the client a1together. 

The switeh-board operator can also distribute leads 

that come into the company of a non-specifie nature, such as a 

vendor who is simply looking for àn agent to handie his listing • 
.J 

Usually. these calls·go to Young, who tren decides upon an agent 

Dut, if he is out of ~he building, the operator herself decides •. 

Ground-floor agents can be cal1ed direct~y, but in the base~nt 

f100r there is an~intercom system throug~which the operator 

asks for ~n agen~. In theory, the first agent who anSW8rs is 
. 

given the lead, but in practioeothe operator can exercise 

discrimination in a110cating leads. The problem ~s raised 

many times by the agents during sales meetings. 

Joan Reid. l don't know, but l thlnk something should he 
"a~ne about the swltch-board operator. She keeps givlng 
- your calls to someon. el •• , if' you happen not to be in 

your office. l don't thlnk that's right. 
Prad Town.end. l agre.. The agent who has the listing 
has don. a1l the work and tnoW8 about the property. 
There's no reaeon-why the _itch-board operator c.-n't 

, tell the, client that the listing agent wlll call back 
ln halt. an hour or 80. 
Jill IO!I(!B. Ya., well lt'. illlportant that .. _ka .ure ,". 
far a8 pos8ible th~t tha listlpg agent ~1 th. calle. 1 

'. ' '. 
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have spoken to Maureen (an operator) a few times. She 
saysl MYes, yes, yes·, but then ••• ! c 

Reid. Well, don't just blame the switch-board op~tor, 
Jim. l had a talk about this with Don Lane a long tiee 
ago. It was his policy that the calle should go to some 
other agent if the agent for whom they ~ intended w&S 
not available right away. M 

~. I~lk to her about it anyhow.' 
(Townsend ia called away to meet a client.) 
Pauline Winter. Well, now that Fred's gone we can talk 
about him! 5erioualy, though, ~'d like tO.make a 
complaint about the lower region. Some~imes a lead 
Qomes -in upstairs and the awitch-board operator asks 
for an agent over the intercom. Thie usually means 
that whoever shouts out the loude~t gets the lead. 
Now, l only have a little t~ny voice, but Fred's got' 
a b~g loud voice. 50 he us~ally gets thos~ leads. And 
John, you have an a~vantage with that speaker over by 
your office. , 
John Mason. 1 don't know if that's working, actually, 
because the other day they asked for an agent and l 
saidl "Mason! Masonl Mason!" The third time Doug 
Jenkins said 1 "Jenkins! ", and he got the l.ead. 
Winter. It's ridiculous, all of us down here, shouting 
our heads off like hyenas! 

(In fac~, Mason's speaker was working, but the operator chose to 
\, . 

ignore his cries and gave th~ lead Q 

The actual decisiori-making does not follow\ 
. 

- thé pattern of the forma1 au~hority structure of the department, 
• J f ' 

1 

which refl~cts self-definition of owners and manage~s. Through 

the. othe~,. principles of reciproci ty and collectivi ty, some 
• 

'members have < more.' power and influ~nce than their fo~l position 

indicates. Th~s is depicted~in Figure ,lOb, which should be ' 

oompared to Figur, 10a (page 275). In t~is diagram, the 

complete 'line. reprisent the~ .. in channel. ot influence and 

cODIJDlUlleation, whil. the dotted liMe repr.sent secondary 

ohann,la. To avo~d complicating the figure too auch. the 
~ , '" connections of the aeoretarie., awitoh-board ope~tora, and 

office workers to the others have been~l.tt out. and -o~~r 

/ ' 
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~departments" Wave been omitted entirely. 

.. 

Figure lOb. 
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Real estata agenta a~ v~ry tndependent in~helr work, 

rela1;icUlEs"·among !em are ~f.');en COnflic:U&l and, ambivalent, and 

'agent-co~ny re 'tionshlpa are ,t.nuoue. There ie. the~:littl. 
sen.e ot group' c~ .sion with!n t~e rè.identl~1'8.1.8 d.~rt .. nt 

" - . \, 

, 1 

'" ~ of Jilghpt~< R •• lti8s. The collectl't'it7 .spect of the organl •• t!CI\ 
" , 

.... "ie _.t. '.rh •• etly 8al ••• etl'ft&" 'la an ,!xoeptiOll to tMs.' 1t 1a 
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the only time when aIl the agente come together,.the atmosphere 

is usual~y friendly and rela~ed, and a feeling of gaod féllowship 

temporarily replaces the tension of CQmp~ition. The·meeting 

generates a little solidarity within the grouPJ in this sense, 

it ie an organizational focal'Point. 

Let us begin by considering the ostensible purposes for 

which meetings are h~~d. They are, firstly, a ~o~munication 

channel, the main means by which departmental decisions are 

passed on to the agents. New company polieiea, plans, and 

changes in procedures are introduced to the agents at this time., 

For example, Don Lana introdueed the company's new guar~e~. 
. 181 J ) purchase plan during a meeting. 

( 

Lane. Today, l want to tell you about our new guaranteed 
purchase plan. This is a plan whereby Highgate Realties 
guarantees a prospective seller that, ,shouid his house 
not be so14 within ninety days, the company will buy it J 
for 5 per cent lesa than its ~at~mated market value. The 
implementation of this plan involves a eareful appraisal 

j 

of each house which le ta be 80ld according to the plan. 
For this purpose, we have drawn up this sheet here·for 
making detailed appraiaala. These appraisals are made by 
comparing the house ta be sol~ ta three ether houses 
which are currently for sale on the market. ~h. plan 
requins three Independant appraisala by three agents. 
The market priee is then taken as the average ot thase 
three appraisals. Now, this plah will require a certain 
amount of time tram each agent. However, ta!8, ti_ will 
be weIl spent because the plan should bring 'iore business 
to the company. \.. 

Meetings a1so allow oommunications in the oppoe)te direction. 

The agents oan ast questions and make criticisms of co.pany 
~ pollay. At one _eting, tor example, ~.orge Lldstone questioned 

the ~o~y's adverti.lng po11cYI 

181Iane attends .etings oo~.lona117, and tille lra tor 
Young to ohalr th •• in hls .b •• nc.. In thl. oa .. , Yo'tIftC ... s 

, awa7 at an internatlonal "al e.tat. oont."..ftOe ln Blaro,,-. 
" 

....... : 
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Lidstone. Before we go Jim, there's one thing l'd like 
to mention. It's about advertising. l've noticgd in the 
paper for the last three weeke that 1 havenet had any ads 
in at aIl. And sometimes when 1 do have. them in they're 
out of date -- the house has been 801d or something. 

~ Joan Reid. George, 1 don't see how- that's a problem, if 
you arrange your own ada and bring them to Loia (the 
secretary resp.onsible r. You can' t expect the secretaries 
to go chasing after you. 
Lidstone~ ~be you're not having any trouble with 
advertlsing, t 1 am. Perhaps the firm should hire a· 
real advert si g expert. 
Jim Young. ybe we can ta~k a~out it next week. 

At the fol10wing meeting, the secretary responsible for 

advertising came and explained that she runs an advertisement 

every eleven da ys except for those agents who specifically ask 

for one every week, and that she needs ta know on Wednesday 

about the advertisements for. the following week. 1\ 

, The seoond,reason for holding meetings ls educational, 

particularly for the newer agents.~ Young general1y introduces 

a special topic every week, such as "Methods of Acquiring 

Listings". The sales for the week are also discusse~,'with 

special emphasis upon "anything special"' that might be of 

interest to the oth~ agents~ The newer agents, such as Fr,ank 

Martin, find the meetings use fuI in this way~, ), 
Ma~tin. They're very intereeting, very interesting. 1 
'Ind It's usetuf to ~ over aIl the ne. listings. Yes, 
1 leatn BoiDething even minute l' m th"re. Take the .1a,t 
meeting, we had that notary, Mr. Davis there. Well~ he 
explained ta us about tenants and occupancy, you know, 
that you can gat/the tenant out by the end.of the year • 

. 1" had a case yesterday whera that problem came up. 1 
was talk1ng tQ a vendor wlth the listing agent. It came 
up ~bout the oocupancy, the other agent didn't kno • 
• hat the .;Law was, but l d14, 1 .. _ eure about i t 'becauae 
we had disous.ad it the day betore. l Dould tell that 
the vendor, was really impre •• ed. Sure, the .et1ngs ~re 
uaeful to me. ~ 

Many of th. .ore .x~rieno.d agents are 1... enthuaiaetio about 
, . 

the 88.1 .... ~t1ng. -' '. . \ 

>.; { 4 ... 
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Bill Wells. To tell you the truth, l don't think they're 
too profitable. We talk about. listings, for instance, 
but we don't talk about the really important part enough, . 
the reason for selling. l don't know, maybe some agent~ 
want to keép them secret • 

() 

The third purpose of the meetings i8 to discuss the 

company's listings.. New listings which have been acquired by 

the·agents during the preceding week are discussed at each 

meet~. This, plus their visits in the caravans, keeps the 

agents up-to-date on aIl the company's listings. Another class 

called MSS (must be sold) ~istings are diecuseed perlodically • 
., , 

The purpose of this is to makeeach agent aware of those houses 

which the owners are very anxious to sell, which are likely to 

go for a bargainLp.rice, and are thè~efo~e likely to sell quickly. 

Many agents ~eel that the discussion of MBS~s ia the Most 

constructive activity at ~etingB. periodic reviewe are also held 
1 

of aIl the department's MLS and excausive listings, usually on 

two successive weeks, with particular empha8i~ upon reminding 

agents about liEings which are about to expire and need to be 

renewed. 

The fourth purpose of the meeting ls to dtacuS8 any 

problems that the agents May be having in their work, in the 
. ~ \ . 

. hope that they can receive help trom Jim Young or anothar agent • 

. The sa problems pange trom aSking whether anybody kn~a a 

auitable house of a certain sp8cltied type'tor one'a client. to 
t • 

prob1ems encountared in trying to close a 4e.1 or prea.nt an , 
1 

offer, to qu •• tlons~ about' the -lep1 illpll'i:ttlona orl va~lou. " ,; 

aotione. ,The to11owing di.eu •• lon ie about a pot.nt!al dltticul1F ,.-':-; 
, ,~1 

• '" 't~ .-;f.; 
) '1 .. J"~ 

lnvolve4 in ho~dlng ;pen hou •••• -"0 
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Danielle T!roat. May 1 ask a question? l'm planning toi 
have an open house on Sûnda~, Dut the people who,own the 
the house are going~.wày tor two weeks. l'm afraid about 
their 8ilve~ and things. ~ • 
J d and Marie~Lacroix. Th_n l wouldnit shOw it. 
J • It'8 a tr oky question, Elliot French ûsed 

/ to r ng his wife to watch on. floor while he watched . 

ni, anothfitr. Wel_ere once ~ccused 'of stealing someone'ls' 
cuft-links. The man phoned up in a great temper -lBaying 

" that his son's cu:f":f"-links had been stolen. Thé next day 
he found them, and he oame around and' 'apo'logited. But' 
we nearly. 1081: the 'listing';'''' " 
'Peter Green. We 've been very lucky ove'r the yeare. Once 
~ had an open house and 1 actually notioed a shady
looking'character thera. - When l was leaving l locked the 
doors, but after l went baok and found that one of the 

,doors had beeu fi~wd so ,that it' wouldn't shut •. He/ièant 
to come 'back a~ the plaoe. " 
YOUng. We have 0 ~careful about these open houses. Dt 

.sure and get the permissiQn of the owner bafora you have 
any •. 1 remember' onoe OR ~ own house~ 18n held' an open 
hOUB~"there over the Week-end one time, and l dfdnlt 
even know about it. Len just thoqght he didn't need to . 
ask! 

. 
Ciear-cut ans_ers are rarely giv&n i~ such d~8cussions, but at .. 
least the agent leams ho. others'haye dealt with similar 

(' , 

problems, and he can fee} more assurad about his ~ecision. 

In addition t~ t~ir oBte~sible purposea, th~ sales 
~ 

meetings a" largely ri tllaliatic pccasions whlch ,~~lntor.ce 

group Bolidarity, or rather they provide Most of the group 
. 

feeling that do.s emarge in this'highly individualiatic . 
. , 

occupation. The meeting. are uBually a ti .. ot nlaDtion and . . 
much jQking a.ang.the àRente,' otten'at the expense ot oli.n~. 

and~~competitor8 trom ~h.~ COmpan~'8. The ~ ~r, lnd 
. /' / ~ 

sometime8.one ot th~ agenta, ott.n eulogi ••• the~companr.8 the 

"beat in Montreal", an4 emphasi... the "go04 te.lI-work" tut 
, ' 

exista ..one the ... nt~; . Legen4ar.;. tigues h-oa the ooapany·. • >i! 

'\L • put ~ prai .. d, both aa an _:1&11]110 to' _ __ta ~ .. th" "';' 

iL '7a 'to workhar4.~.and ••• r:'~~~;ot .~. eo~"~\ ":':(./" 
:,< .. ,,1,:' ,>:;~,/:!,.' ,''',:, , <', .", .... "", '~.; >:""{'~~ "". ,',: t'>';:;"~'~:"" " ',: "l'>";,:,,:'f 
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tradition and good reputatian of which the ents should be_prou4 · 

Sorne elementi' o"r ~his ri tualistic ~ct n are illustrated in the' 

following managerial commentsl 
~ , 

Jim Young. We had an age)'Ît who commi tted the 'cardinal 
sIn over the west-end. /~e brought a' client to see a 
house at 10.)0 on Sun4&Y without an appointment. The' 
agent said that othe~ companiee do it. WeIl, we're not 
other companies! ~ try to be professional in our 
behaviour. " ' ~ 

1" • . /' 
Don Lane. tle ~ve had some great sa1as1ll8n in this 
company. ~ld 0 Joe P'instoct 1raS the Mst salesMn ft ever 
had. He 801 anywhere f'rom tort y to fitty fftouses par 
year. He s proud of the fact that he had the Most 
sales and ila~-~hat he a~ys had the Most ahowings. Ùt 

The two go together. Joe used to wotk at le_at six 
days a weet and sometimes seven. He was really d~dicated 
to his wort. Now thia illustration just showa what a 
person cando in this business it he really appl~es ' 
himselt. . / 

President of' Highgate Re\ltiei. (A special gùe~t at a 
""'meeting) Thara are a lot of joys to worklng in this 

company, Including the joya of havlng womenrworiing 
'here now. Marie Lacroix ie a raal li ttie dynatao' who 
shows houses like nobody else. We have really top agents 
herse Whera could you'find a company with be~ter 
representatives? 

Por the 'indivi~Ual,agent, th~ me~ti~s.are a ~li.t trom 
'" 

t~.~tensions that most of his york entails, including the 
" 

tensions in his work relations wlth his tellows. In the uaually 

light aocial atmosphere of the meetings, he ls reminded that ' 

his colleagues are people like hlmBel~ with similar problema, 

disappointments, and enjoyments. ~.n h. is d9Wft beèaus. 01 a 
. 

~lump, hè 18 encouraged by hearing about othera who have been in . . 

.lUmps ~ut have come out ot th •• ,uco.8.~lly. 

~4 Town,end. Ji. li enthulla.tlc and that t
• 

mt.ottoua. w. talk abo.t .. l ••• ·and that'. «ood. it 
pepe 1IP the apnt.. ,bery01\8 11.b. ,'a ~pa, 'd' th. ba.~, 
and l1i.allo stl_latee th_ other •• ' 0 ' ' < 

. ' 

'!;:d:~~.· I.~~è:~.!ht.=~=-!~~ ~ ~~ ~t: ):: ,'-, .:~; ;.~ 
',;, .:,~:)"<:' ~.< " ""'" -', "~'S'r,<" :" .. ': , ',: :':i\:,;:,,;~!" "':". :.:.:; " . >': ,. ,": ' 
: /' '\ V '%~,.l'\4'~.:..r4.t ~~~~i".? _r.. f; , f'~\ '" t~y~,~f ,'~ ,~7 ~~.:: ~~ <L.~"'~;:l~v:! .. ~" i,~i~~~ 
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, Dan Nester. The meetings' are ~ good refresher, they·ra . 
. as good as a cup of cotfee l ' 

Teresa verte. l find that the meetings are good for 
gettlrig st mulation if you're lagging. They're a 
weekly stimulant~ 

The me~tings also serve as an outlet for àgents' 

complaints and criticisms of the company. 
'. 

. 
ESp8cially since 

• 1 

Young has become sales manager, they are"encou~ed to state . . 
• their views abou~ company pollcies and to suggest changes. 

More often than not, the agent9 suggestions are ign6red in 
:). \ (') 1... .. ... 

practice, but he,at least has a chance to state his criticisms 

and to "get them off his chest". No ~itten record Is kept of 
~ 

the procedings, the managers being free t6 ignore or follow up 

suggestions as they see fit. Pauline Win~er's complaint about 

the intereom syst.m (page 296), and George Lidstone's about 

advertlsing (page 299) are c.s.s in point. In neither instance 

was the system changed. In other cases, agents make a complaint 

about a procedure or a polioy ,change, and are simply given the '" 
\ " 

» 
company's reasons without any indication that their demands will 

be met. When the commission Bohedule RS changed, the owrter-. / 

managers took advantage of the major change to introduce a . 
, 

minor alteration in their raTour, they inareasad thelr share of 

the coami88ion for an Exclusive 8014 by an o.t.ide agent trom 
\ 

25 per cent to 27.5 per cent. The agenta co~l&in.d and an 

explanation .. - grena. 1 

MaD! La2rol~, l dontt understand wh1 the c01lPUlY 1. Rn 
,oifle 'iô Qt • pater Ih&re 01 an .zclu.l.... 11ltlnc,' 101el 
bJ' an oiat,lde ..-nt. ' . .. ,.~. ! 

Jlin Ifenu, ~ •• , the probl •• ~. 'tut 1 ,.. up .on Of III 
. -tIie wlt'h U 08t.1d. broker ... Ile "11. one, ot ... - , 

11a"1 .. , tbD 1 «0 -M.l" •• ot o. *pMI "1~' 
,ua XI •• , !he, tro.b),e' 1 ••• '~ ',1. ·l.otfl.lti.,_ 110.' Ga ..... ·.pUt ~tbp',wt.; , 

~ \ . ., '';' , 

"~~'i~~,,:~:j~:t;~' ~'''r, , .. ~~:~ .~;. ~JuL; ';"' ,"~:~:,,;,:,;.;:' ~:;~::~~:~~~,;:S~~~· .;':. ~:~?Il' ~:>~) j;~i~~::~~~ :,{ .~ '.' ,;' ,:.:1f..,~,;;J;:.'!j:S~~~' 

-



. 
• 

.' 

{-. 

-

r 

• , " 
The company' pays for the advertlsing but often an 
out.ide agency makes Most qt the commission. 

, • ~ - f '\ 

"Meetings are also times when conflicts between agen~8 

can be brought out into the open under control by the group, 

as in Case iOc. 
.. 

)04 

Case 10c. Agent-Agent Conflict Controlled in a Sales Meeting. 

The conflict in this case i8 between John Mason and Fred 

. ) 
, ' 

Townsend. Townsend had taken a disliklng to Mason because he ~ 
,. 

~hought he ns being favoured by Young, and had drawn others 

in to supp6rt his resentmant. The tollowing conversation 

between Townsend and Bill W.lls occurred during a caravana 

Townsend; You'va got to come and see IllY new listing. 
The Youngs andvMasons migpt even like it! (We look 
at the house, and as we are leaving, Young and Mason 
drive up together.)o ~ 
Wells. Ah, there go.s the top bra~sl 

Mason was a.are that Townsend did not like him, and 8uspeêted 

-the reason 1 

Masan. 1 was going to go out to lunoh wi th Len Brooks 
the other day, but h. went out with Fred ~ownsend inst •• ~ 
Hets a'p8culiar per.on. Lan told me alter that' Pred ~ 
didn' t want to go to lunch _i th me. He .said there was a 
personality cla:ah. , l'd noticed a t .. 'thing. betore tao. 
When we aIl go out to look at'a hou.e, and he •••• that 
l'Il about to get in a car, he 'goès afty !Uld pts in 
another car. And the other day 1 had ac. client on the <8 

phone. 1 wanted to tind out about one of héd". 
listings, but he retu.ed tOplet me know ~he nttaber, or 
anything about it. 1 can't underat&nd anybody lite that. 
1 so_tiaes ,don't lllte se_body tao much. but 1 kilo. he 
always has hi. good side. l think .ybe hë teel. that 
Ir. Young 18 spending too lIlUoh ti_ with me. ç.... 

The incident about the llstin« for 'whi~h l'own .. 1'ld. P~_rt.dl{ 
, . 

ret'u •• 4 ta gift hi. int'orMtlon le brought up b,. ".on dur1ng 
, . \ 

a sal.s .. etlng. ....on re.po •• to a gefteral (Jo_ht "1 
- ,1 "-..J 

Pe'ter Gre.n a1)o.t th. l1et1lw ~nt 11~DC l~onatl.~.,. " 
, ~ , ." .1' f .' ,_ / l 
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Peter Green. Co-operation depends partly on the market 
baokirolUld. Befo_ra, when we had· any buyers, the listing , 

~O agent would otten keep quiet, but now he's only too gl,d 
to give other agents information.~out his listing. 
John Ma80n. 1 -don't know about that. We might as weIl 
brIng It out into the open, eh, Fred? The other day 1 
had a client on the phone and 1 wanted to get some. 
information about Pred's listing, but he wouldn't even 
tell me the address. 
Pred Towosend. No, ,John, it "sn't like that. 1 had no 
idea you had"' client on the phone. . ~ 
Mason. Of course you knew. Miss Sumner was there. , . 

o Townsend. No~ no, 1 didn't realise there'was anyone on 
the phone. Of course l'd want to give you information 
about it because 1'd like to see the plaçe solde 
Green. Anyone's,only too glad to give information these 
days. f ~ 
Mason. That's what I thought before. 
Jim Young. If there are con~licts lite this yo~ should 
both come and see me. That's what l'. heTe for. ft 

... '-" { 

The main outcome of this incident,twhat6ver the tacts ~y have 

been. was tha~ Townsend changed in his attitude toward Mason q' . ! 

afterwards. He nev~~ ~eoaMe fr\éndS w~th hi., but he did 

stop his campaign against him, and ~id not re:ruBerco-~peratlon 

in their work. It wad as tho~ in order to vindiçate h~~ 

de~~Jll to 1he other agents about his \behaviour .i~ the ~B~, 
he had to change' his bahaviour toward "Mason in the future. 

" \ . 
\ As Young's oODBent 1~ the abova case illustrates, the 

, 
managers do not perceive,the sales meeting as an appropriate 

oocasion for group c?~tro~ 9ver co~tli;t: Th. ~r~ are 

~lway8 worri.d.a~ut 8-th oontli~. b8~u~e ,the, t8~r ~ baeie ' 

split involving all the agents. Contlicts, theyqteel, should be . , 
... 

.ettled behind Ql~sed doora w1th th .... lve~ as .. diators. .Don 

lAn. once prennted a conflict fra. ooting into' the open wh.n 

o 

" Or. 
, :~ -, 

,< \' 
\~? .... ,t. 

- :::J ~-.; "ttf.-
,- . 
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Lacroix'brings up a caBe of a dispute between hérself and Joan 

Reid. 182 Don Lane, who happens to be present, whispers , 

Bomething to Geoff Foster, and the latter interrupts 'the 
o 

argument before it develops very far. 
A,) 

vi _~r 

Marie Lacroix. l get the impression that the company 
encourages splita. l Just lost $1,100 where the company 
worked with another outside agent and Joan Reid made aIl 
the ë!"Ommîssion. " , 
Joan Reid. Tchl 4 . 

Jlm Yog. Let me straigh.ten this out in th~pelll ~re 
and now since you've brought it up Mlrie. ~had to 0 
with 39 Downton, and there's nOlneed to sweep it .unde 
tpe carpet.<.. ' 
(At this point, Lacroix and Reid weré both B500ming 
angry. Lane whispered something to Foster and. the 
latter intervened to Qhange the 8ubject.) 

.. 

Geoff Poster. l'd like to ask a question here. Why are 
our splitB on li. 50/50 basis ·,all the time? Why not 45/551 

After this interru~tion, the conflict .as not brought up again. 

In the heat of the moment, Youhg ns willing to bring the oase 
't C-, -, " 

"out in the open", but the ~ore" experienced tane intervened. 

Young later told me that he~was gla~ that the atfair had not 
.' 

blown up during the meeting. 

and 

The 

Finally, sales meetings ravea! the prest~e hierarchy, 

ag«nt's ohanged position if he is moving up (or down) in 

Most obvioU8ly, th~s ia done by discu~8ing sales 

but it takes bther mo~ subtle forme as weIl. 

~lGI.fI'.er re?ognizes the top a:gen~ more readily when they~ 
, 

,spaak, and asts for their opinion on any number of ----. . 
1 

The privi1ag.d position i8 implicitly acknowlldged by 

er ~nt8 a8 _,11. One 'sueh prlvllege is th.at the top' 
'. ) 

Include extra hO~.'8 to be seen on the- cara.an' but 

- \ ' 

Ohaptér .. 
_, clisoua •• d ln 1101'8 detail.in the laBt \ 
2'3 •. 

~ ~ "'/ r , 

é:_;::,,1;,'~~··f/.~: ,;,,; ;~~;~'~~S~(~~~Fi;f=~ 
. \ 
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the others cannot. Sometimes a weaker agent will give way so 

that a stronger can have his listing included, as in the 

,following discussion. 

· Jim Young. Joan isn' t here to diseuss 90'7 l'horburn. 
Marle Iacroix. (Strong agent.) Oh" r'd 1ike to see 
that one. _ ~ 

~. WeIl, we have a key, so r suppose we could 
1ncIUde it,. 
Lacroix. ,Yes, let's inelude it. (They do) 

~ Doug Jenkins. (Weak agent) That one that l have on 
3548 Butler ie vacant. . 
{Xung. You know, we really should eee that one. 

t this point, the strong agent Peter Green interrupts, 
saye, "Excuse me!" to Young, and writes another listing 
for the caravan on the board, exp1aining that he ha~ 
made arrangement~ for them to see it.) 
Young. We 'Il put Butler on as weIl. 
Lacroix. Letts 1ine them up. 
(They procee4 t~"decide which houses will be sein ~n whidh 
order. Before they finish, 'Joan Reid, another strong 
agent, c~mes in late and exclaims ) 
Reid. Oh! There are a lot of li tings to see already, 
1 have one arranged on King Franc s that no-one knows 

~bout. , 
Bob Colès. (Weak agent) Why not put that one on and 
take Butle r off? ... 
(Reid wri tes up her listing. j' 

In this case, the weaker agent (Doug Jenk ns) has his listing 

removed at the suggestion of another weak, agent (Bob Coles) in 

~ deference to the ~tronger agent,'. Joan Reid. Note also that the 
1< Ir 

weak agent, Jenkins, simply suggests that his listing he include~ 

Qwhile th. "strong agents, Green and Reid, are more foreeful and 
~ 

may even go to the board andbwrite up the listing themselves. 

The sales meeting, then, ia a focal point for the 

depart_nt. The _mœre re-affil'1ll their identi ty as agents of 
l; -,,, ' 

Highgate Realti •• , agent a who are'~ •• ling dOwn are gi~n 'a~) 

p.ycholosical boo.t, while tho.e with rec.nt .uco •••• s-are 
, ' 

prai •• d. and the,* 8tanding ot a.oh ._ber of the group ia 

1 H' 
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Conclusion 

Highgate Realties ls a privately owned corporation, and 

its owner-managers are its Most powerful mambers through their 

legal rights of ownership. But this power is only effectuaI in 

so far as the, company (owner-managers) is able to attract 

salesmen to ~ork for it. The mutual advantages to agents 

(services) and owner-managers (commission) are the raison d'etre 
J\6. 

for the growth of Highgate Realties, and shape its internaI 

organization. This ~ciprocal relationship is in turn lnfluenced 
\ 

\ by the wider network o~ relationships involving purchasere, 
J f.' 

vendors, agents, brokers, and boards which comprise th;~ial 
organlzati~ of residential real estate. Successtul agents 

achieve a considerable degree of counter-power over the company 
" 

through the dependency of the latter upon them for its income. 

,) \'his is refleeted in the relative lack of for_l rules governing 

agents' behaviour. 
n 

The members of the resldential salee department do not 

interact solely through • set of dyadlc relationships. They._ 
" 1 

/ 

form a social group, ad~ittedly a g~oup with a lew degree ot 

, solidarity and cohesion~ Group charactèrlBtics introduoe a 

third prinoiple for uncferstanding "organizational beha$ur in 

the departmentl the prinoiple ot oollectivity. El ... ntary tora~ 

of sooial control are exerted thro~h collective norms and 
, 0 

prooedure.; and through third party mediation to .ettlA disput •• 

éJld to "cool out- the losing (weater) party. 

, 
troll the 

• 

;. " 
1 

, 

Power and inf'ldnoe, withln the orplÜ.satlon are cl.rl .. d 

thrte orgàn.1l&tional pr1Jlolp1e8.' '1ecal riptl 1'1'0. 
• • 

'! ", 

~ 
" 

, , .! ... : -_t.,:~_ ,'. ~~_~ ~~ ~~t; ,~:,I~,~.,,, 



1 

.e 

," 
~ D _ 

r . 
::.l' ... ,. . .. ! ..... ,/. ',.~"" . 

)09 

ownershlp, oargaining power fram reciprocity, and informaI 

leadership from collectivity. Organizational charte are 

misleadi~g because théy repr~8ent only the firet of these. In . 
some cases (Jim Young), individuals can convert bargaining po~r 

and informaI leader~hip into formaI authority by being promoted 

• • in~ the owner-management ~roup. An indlvidual's power and 

inP1~nce depend upon a11 th~e p~incip1e.. Ji. Youpg was·ab1e b 

gain more influence over the agents than his predecessor, Don 
t 

Lane, because of hie greater oontribution to the collective 

output of the department. 

Leadersh~p and influence are not simple individua'l 

qualities, but rely upon Particular structural arrangements. A 

member's influenc~ can change, while his formaI position 

remains the aame, through a change at a different organisation 

level. When Young became' sales manager, Peter Green came to 

exert more influence upon the{pepartment. Young began to 
': 

madiate to make Green'e ideas acceptable ta Don Lane and top 

management, who alone nid the authority to implement the cha~s. 
~ 

Collectivities also typically eXhiblt some form of 

ri tual.and ceremony. Sales' meetings are important at Highgate 

for communicating managerial decisions to agents, and for 

disOussing prob+ems and listings. But they are also important 
, .. 

as ritualistic occasions whioh giveWi measure ot group solidarity, 
! 0 t 

re-afftrm me~bers· positions in the group. and glve psyc~ologlcal 

support and re-vitalizatlnn for the ... ber. i~ir work. 

~." .' ~ ....... ~ .... ' ' 

" 



Chapter 11 

. 
CONCLUSIONS AND IMPLICATIONS. 

In this study, residenti~l real e~tate haB been conceived 

of as a s~cio-economic Bysté~. This conception h,s determined 

the the presentation of data in two ways. i 
l' 

(1) as a set of parameters which condition agents' 

behaviour at the micro-leve1. and 

(2) in terms.of the logic of the presentation. from the 

sale' as the main determining transaction, through the agent as 8 

• midd1eman between buyer and seller, ta the company as a provider 

of services for agents. 

But the macro-level system is a1so a product of numerous 

social transactions at the micro-level. De~iled analyses of 

-i ts uni ts can further our understanding of the larger system. We 

have focused primarily upon one unit, the agent. and secartdari1y 

upon the sale and the company. But the local real estate board 

has besn mentioned from time to time, and these observations 

related ta two other sociologieal 8tudie~.18J Based upon these 
û 

" findlngs. 1 will attempt here ta formu1ate more ep8citically a . ' 

tentative model of re.idential real estate as a socio-economic 

l83Hughes, "The Growth of an Institution-, and Bou~, 
"Analysis of the Social Power Position of a Real Bstate Board". 

'H ' 

'J 

/ 

" ' , 
" H,j 

" . • '~t}' 
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syste~, make some conclusions -about the occupation and business 

of real' estate brokerage, and point ta some wider implications 

and questions raised by the study. 

Residential Real Estate as a Socio-Economic Systems 
A Tentativè Madel 

Par present purposes, a social system comprises. (a) a 

number of inter-related units, (b) a certain unit or (units) 

which ie the basic determinant in the system, and (c) feed-back 
"' 

effects of the other units upon the basic unit, and upon each 
-) 

oth~. l shall assume that, unlike machanieal systems, the .. 
units of social systems are t~emselves ehanged by social 

« /" 

interaction among their members. 5&cial systems are dynamic, 

with ch~nge being induced bath fr~m outside and 'from the eme~gent , 

uni ta wi thin:184 By "soeio-economie ~ystem" l mean' a social 

system 

goods, 

oriented toward the production or distribution of material 
f 

and services which are performed as part of Money contracta. ... 

,The units of residential real estate as a system are. 
, 

the sale as a eontractual exchange, the raal estate agent 'as 

middleman, the broterage f'irm as a provider of seryices for' 
. 

agents~ the real estate board a8 a protective, institution at the 

e local level,. the provinoia}. a.sociation as an extension of this 

at the provincial level, and the national a.sociation as an 

< ~ 

184Sê'. Walter Buokley, sociOiogy and _del9 Ix,te •• theO" 
(lnglewood Clif'fa, New Jersey. Pren lee Râll, 19 J' Thle ~ok 
il partlcularly important tor ehowing bow 1:'h.. conc'pt ".yeu." 0In 

, be u •• tui tor 8oclology wlthout laplylng IlÛ.sl •• dlng _chanle1nc 
or or~l.lIic allluçtlone. ~ut Buck1ey con~in_a to a.tul. that 
the syate .. 1 tee 11 bellav •• , eOMthing 1 a. at_lIPtlng to avoid. , -. - " " 
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extension at the national 1evel. This more forma1 model will 

exclude relationships within a unit (e.g. a firm) or between . 

312 

similar units (e.g. different agents). 
Il 

Much of this study has, 

of course, dea1t with such relationships, and a major contention 

has been that they are best understood within the context of the 

wider 0 system. 

_ The sale is the fundamental determining unit. Sales 

transactions, in a highly mobile society, give rise to a need 

for services to vendors~ services to potential purchasers, an~ 

. for ski1led negotiation bétween buyers and sellers. A sooio-
" 
economic niche is created which is exploited'by real,estate 

agents. The agents, in 'tum, need a base of operations, a means 

of 1earning the ski11s of the business, and a 80urce of 

information and cpmmunications' wi th ~ther agents. T,hese servicy 

are provided by rea1 estate, brokerage firm~. To suceeed, these 

firms must adapt to changing pa ttems °of buying and salling in 

their area, which they generally rafer to as trends in the real 

estate market. 

Real estate companies are 1D08t1y 811&11-8Cale" local, 

organizations, each ot whloh'\ha8 litt-le power withln the wid.r 
h 

community. To pratect their interests" b~th tram disruptive 

competi tion aMong the •• elves, and trom infringe.ntl upon the 

priva te praperty .yat •• upon .hich they d_pend, brok.r~ combine 

to torm raal, astate bo'-rdl. 18S Through the loeal board, wh1ch 

repre.enta their collective int.reste. real'.etate broker. beco .. 

" 18SHûih·., -The Gro_th ot an Inati tutlon". " 

.. 
. " ' ., 

v < '. 
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important power blocks wi thin the local community.186 They 

lobby .against property tax increaeea, publio involvement in 
'. housing, and restrictive property la_a. 

Real estate interests are alsO"""affeoted by pressure 

groups and governments which transcend local communitlea. 
• • Higher level all,i.ances are forged to perfora the protective 

function at these levels. These are the va~ioua provinelal 

associations and th. Canadian Real Estate Associatipn, wnich 
.... 

are federations of local boards. They serve the interests of 

the system at the macro-level. The dynamics of r8sidential 
• , 

real estate as a soci~-economlc system are 11lustrated in 

Diagram l1a. The arro-;'s represent the main· direction of "'. 

determinism within the system, while the ~otted line is the 

cbnceptuai boundary tor analysie • . 
Diagram lla. 

The Main Dynamics of Residential Real Estate 
as a Socio-Economie System 

-!-
priva te property and . 
contractuai exchange 

SALI =4 t:-.. re:;:-ea;: , 
mIaai.man acent " 

need tor protection ~!. 

" 

...- -- -need tor base .. raal estate 
of operatIons company 

....... 

competition at looal l.vel 
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local real prote otton provtncial 
estate board at prov neIa" real, •• tat. 

pfoJectlon.., ~ tional 
a .a.raï real 

'le ... l boa~ _ level •• tate 
boal'4 

, ( , , 

lê610u.R; -Analysi. ot the Soolal Power Position 'ot,a 
Real I,tate B~". " , 

.' 

.' . 
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~nce constituted, the other units of the system come to 
\ 

have det~rmining influences of their own, as their. mèmbers 
, ., 

Q ~" ~ 

attemp~ to further the position of the pnit in the over~ll 

system, and as external citcumstanees change (e.g. political' 

pressures uport sales). These feed-oack e~~ecte can be seen at 

eaeh level, and in sorne cases go beyond, the syste,m i teelf to 
1 

affect the wider community~ 1 

The firet feed-back effect is that the real estate ,agent 

id not simply a passive responder to the need for his services. 

Rather, he reinforces this need, and in many cases creates it by 
.. " " t . , ... 

influencing peopl~ into buying and sellinf houses when they would 

not otherwise do so. Thr.ough informationlmanagement and other 
\ 
1 

sa:les techniques, agents affect priees an~ terme of sales, and 

,decisions of buyers' and sellers t'o move in'to or ,out of particular 
, 1 

neighbourhoods. The agent's inc~me depend~ upon neg~tiating .. , 
agreements between buyers.and sellers. He attempts to find a . 

A • 

house that his potential purchaser will li~e aS$~uickly as 

possible. This usually means 8howing"him houses in areas where 

people are similar to himself, and in this .. y the agent-acts as 

a reinforcar ot neighbourhood oomposition •.• He ~OO"8 a ca~lyst 
( • 1 

in hou,ing sa'les, and a conaervative influence upbn local area 

formation . -
, In small two or three man brot.rage tirma, "th.~ i.· no 

, 

elear eut distinction, between broker and Sallaman. 

bro era theu,lves tate ~rt ln' bUJ:1n& ~4 •• 1111\8 ho~ •••• 

" 

" 
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then depend upon attaching themeelves to an establlshed company • 
.-

In Montreal, this dependenoy has recently been institutionalized 

in the ,raal estate brokerage aot whioh requires that an individwl 

have two years experience as a sale aman before he can become,,\a 

broker. :rhe aot was sponsored by the Montreal Real Estate Board 
J ........... 

in the interests of its member brokers. 

The emergenoe of larger real estate èompanles is 

beginning ~o chang~ the system. Tbe vendor's listing contract 

Is legally wlth the broker rather than the agent, who ls in 

some ways seen as the representatlve of the company. Th, 
, n 

ch~glng pattern ls illustrated in Diagram llb. 

llbl. The 
., 

SALE 1 

Ilb2. The 

SALE. 

Diagram llb 

An Inoiplent Change in Residential 
Real gstate a~ a System 

'l'rad 1 tional Pattem 
r- 1 u 

., real estate ~ent -----iIIa. .. real estate company 

Eme rging Patte rn 

~al aSlate oompany 

compan salesmen 

. This paltern 18 at malt lnoipilnt. \ Even ~t a la!,e 

Qompany like Highgate Rlalti •• , agertte are very indéptndlnt, 

and in '"'praotioe vendors' and p' ohas.ra' nlationahipa are _ft " ' 
,,1 ta the ..g.nta t~ the co • ~ coai"lon .,.tè. '''hiOh 

• 
" '. ~ 

_ke. t1!-e ooIlp8lQ' 4~ptnd.~ upon lta top ... n~., anA the 'a .. ot 
~ " ~ l '. r • 

1>( 
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inter-company mObi~ity,187 pre vent this pattern from becom~ng 

dominant. From such incipient social trends, we cannot 
, 

extrapolate to'some "in~vitable" future state of'organrzation. 

)16 

Real estate companies also. have feed-back eftects upon 

sales. They provide infQrmation about other ~ales and listings 

in an area for potential purchasers and vendors, who take this 

information into accounti1. .ting t~eir buying or selling priees. 

In this way, market co~pari8ons come to affect priees. In a sen~ 

real èstate brokers and agents create 6 quasi-market for 

residential houeing. Without them, lt would be an underdeveloped 

market conductedoby amateurs.18~ 

Real estate boarde are oc~upational organi~ations 

representing brokers' interests, and they have important 

feed-back effects upon the lower uni ts of the system. The r) 
Montreal Board has succ •• ded in regulating competitio~ among ; 

ite member firme. it s.te minimum commissi~n charges ~h 
are accepted as the-normal charges in practice, and it has 

bècome the recognized arbitrator·i~lspute8 among members. The • 

main basis of the Board'. power.is the Multiple Listing Service, 

which has feed-back eff.cts of lta own. It widene the scope ot_ 
'. . 

. 1871.m not sÙggesting that.i t would n.c •••• ri11 be to . 
companies' advantage ta have greate~ control over th.Ir a,ent •• 
If it wera at the expense ot inoome. they·woul4 probabll rater 
not to.· p, ~ 

188The •• terma ·q~.I~" and -underdevelôped" .. 'teta are 
re.tnders that 1h' criteria to~a tull-tledged .arket w th prio •• 
determ1ned 801el1 by coçarieon., are' not _t tor JlO8t f al 
.state .tranaaotion.. 11thollt. apnte th. _rket wou14 .ven 
1 ••• ct'Wloped, .1ne. tbe lnforatlon.upon whicb 00111* i.on,. 
d.pend woula be 1 •••• 

') ., . "'" , , , . . 
,.t' 1 •• ,~~ S\ ~". ~~~, ~ 
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)17 -comparieon in setting priees, and pute more vendors and potential 

purchasers into contact with one another. It also bolsters the 

competitive opportunities of small brokerage firms by making 

t.. available ma~y listings of the larger companies. \ 

... 

, ( 

The protective funct~on of the board includes not only , 

material but also status interests. It hks emerged as the local 

representative of the occupation in striving towards profeslion

alism and an improved public image tor the raal estate business. 

It éxerts control over its own memb.re through entorcing 'its 
'\ 

regulations ard code of èthics, and, through successtully 

lobbying to h~ve the provincial raal estate Act ~as8ed, it 

indirectly influences the occupation throughout the province • 

The real estate act makes it more difficult tor individuals to 

bedome saleamen and brokera, and prohibits part-time operators 

from the field. A greater proportiorl of real estate men and 

women develop long-term commitments to their careersJ in most . ' 

cases this implies conoern for their reputations with clients 

'and vendors, better service, and an improved public image. 
o 

Provinoial a~d natto~association. are tederat~ons of. 

local boards whioh repre.ent raal estate interests at these 

1eve1s. 'l'hey haver taken over aost of the torma1 educationa1· 

progr&Dls for raal eatate people. As toral require_nte beco • 
• 

more limportant tor care.rl il). raal esta te, raal tors \ muet taka -
them into accowit in planning thair ëareer strategie.. OtJler 

, 

thari t~l •• pro'f'lnclal and natloraal bodies ha ... little ~dlrect 

influence upon 4ai17 tran.aotio~. in the real.estate buelne •• , 
- . ' .. ~).., ' '\ 

the, ha.- no ettective .. ane of oontrol ""1" ~. lower, unite ot' -":>' 

, '. \ 
, " • ' 1 

.;~' .' :" .. -, .• :', '::, '; ';, .. :' ",;"':"é' .,;, ·~:"~~:.l\j,,,,:,,~·}'f:' ' 
'.::;.' \ ..... ~ .t(.", .. ';, 't 1.1~..(,_ t'\t~~ .... /f~~/1t. :~;f'/'l' .. t!.·:..., ~ ....... .,I~~'ii~I..!.r'b?"":"" "W'l'#ri ~.t ),.Â,.:(~r;'~ia\l"~~M&",';;'t,r,J:i".':>1';&"~'iàliîL~ 
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the syatem. 189 

The main feed-back effects of the units of residential . 
raal estate as a system are lllustrated in Diagram llc (see page 

319). Th~4dotted arrows represent directions of feed-back •. 
• 

. Soma of the more important influences of the system upon the 
• 

- wider community are also shown. The macro-Ievel institutions~of 

d private property and contractual exchange give riseb sales 

between individuala'aa micro-level transactions. These sales 

are the basis of the_ dyn'amics ot residential raal estate' which 

we have traced here. Local, provincial, and national aS80cia~ns 

represent the interests of the system in the wider soc~ety, and 

reinforce the mac~-level institutions of priva te property and 

contractual exchange. The raal estate business ia both a 

product and a defender of the institution of private ownership 

in land and buildings, a major determinirig influence upon life 

in ~~tern societies. 

i89So~ realtors in Montreal have suggested that thera 
is an ethnie split between the Montreal Real Estate Board and 
the Corporation'of Real Estate Brokera ol the Province of 
Quebec, English-Canadians holding th. contromng·-positlo118 in 
the former and Prench-Canadians in the latter. ,They teel that, 
.i th the support. ot the provincial government, the provincial . 
association ia expanding i ta power at the expen .. of the local , 
board. The corporation, for example, reeently t~ok oyer the 
sponsorship ot raal astate training oourse.. nether or not 
thi. trend ie aign1fioant, 1t ie likely that the •• R.E~B. will 
continue to exert more influenoe on the day-to-"day ac,ivitie. r 

of the busine •• through it. MLS system. 1 
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Residential -Real Estate Selling as an occupat.io'n 

Within this socio-economic syatem, residential real 

estate selîing has emerged as an ocoupation. l have presented 
, ,( 

descriptive models to help understand this ocoupation in terms - . 

,320 

of career patterns, and work relati,ons with clients, eollea~ues 

and managers. The main features of these models haye been 
, 

explained through grounded theories (explanation~aaed more 

-" on the data themselves than upo~riori general theories) 
<::::: 

presented in a discussional rather·than formal way. 

Residential agents perform services for vendots and 

purchasers, ahd as middlemen nagotiators between tham in 
\ 

h01.lsing sales. For these services, they are paid a commission. 
..... ' M • • 

The more listings they acquire, and the more sales they 

negotiate, the more money they make and the more ·successful 

are their careers. 
? 

~he initial career phase is very d~fficult, and requires 
.' 

much time and effort as agents attempt to establish themeelves . 

wi th li ttle he lp {rom. ,the ir compâny or oo'lleagues. Those who 

fail in this initial "breaking-in" period (often due to , -

eoncentrating too mueh upôn q~ick sales rather than buildi~ 

custom through listings) either drop out or t~e occupa~ion 

(Abortives), or el.e continue at a-low standard o~ l~vlng and 

prestiie (Marginala). .. 
. 

, ., 

" 

Those wh~reak-ln lueeeaatully are tac.~ with a choiet. 
a ~, 

·Regulara rely on their good reputat19n (s.conda~ re.ourc •• of a . , 
, ~ , 

bank of 80eial contact.) for Il1lch ot their ~u.ine".. t~h' . 

reterrals" and ~p'b' for incre ... d lei.ure. Upward "I01:tl1~. and , 
• - ~f> 

,-. , r,~~: 
~ " 

" -::.., » ~', 
~" ..... î' 

-
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perennial High Producers continue to work hard to-increase their 

incomes to a maximum. The Mobiles are then able to convert 

their succe,~ into a "~igher lavaI" care~r in re.l astates as 

managers or as investment, industrial, o~ commercial agents. 

perennial High Produeere are blocked from upward mobility, but 

eonvert their success into high prestige and privileges ~~om 
1 

their company. 1 
, 

In their work agents deal with three main sète of ~ 
. , 

significant 0 hersa client$, colleagues and managers. 
-

with vendors re businesslikea a contraet iscsigned; the vendor 

~ays for the gents' services, there ie only periodic contact, 
. 

and dieagree nts are common as ,gents try for ~uick.sales and 
1 

vendors for igh priees. By contrast, no contract is signed 

with buyers, and. no payment made; Agents and potential, 

purchasers s /end much time togethar" and devalop informaI 

friendly tie and obligations beyond an impersonal business 
• 

relationsh:ip. 

Age1ks. then •. depend upon their buyers' tait obligations 

for n~w listings and referrals in the short rune But tor 

continuaI career luce.ss, an agent must build ~p a lar«e nu.ber 

of long-term relationshipe with clients, who will co .. back to 

him for other transactions, and who refer other people to him. , 
- '" 

. Sinee he is the 1110" dependen~ party (lmbalane.cS reeiprooity), 
o 1. , ' 

the k«ent tries to te.p th~ olient in his 4ebt Boclally by 

'providing extra .ervice., compl! ments and gitt •• 

A .. n •• of oo_unity doe. ~Gt develo" a.ong "al e.tat • . , 
agent., bec.u .. ot the presti .. hlerarch)' and atructural 

o 

6 ' ... '. 
,"' , l C j" ~ :1 \ 
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ambivalence ,tha"i typify their work relations. DifferentiaI 
, \. ., 

sales and listings suc~ess mean la~e income discrepancies 
-. 

" with wide social distance between ~uccessful and unsuccessful 

agents. 
" , c 

'Structural ambivalence refere to the pr$8sures for, upon . 
the one hand, strong competition for'searce clients, listings 

and sales, and on th~ ather, for mutual co-operation to 
~ 

negotiate"sales, exchange information, and service clients for 

colleagues. Competition threatens to breàk out into open 

conflict, but othis must be prevented to preserve eno~gh'cohesion 

for mutual,co~operation. A number of "defense mechanisms" 

have emerged to deal with this sructural ambivalence, including 
~ 

formaI and informaI restraints upon competition, co-o~ration on 

a situational rather than personal basis, and an avoidance of 

informal social contacts among colleagues during leisure time. 
,-f' Relations between ag.n~:t~d company, ae repreaented by 

its managera, difter trom Most é~l~Yer-.mployee relationahips 
\ 

in our society. In thla reveree employment relationship, the 
, , 

company provides services for agents in return tor a sh re of 
~ 

th.ir commissions. This services-for-commission recip oclty 

tntails st~ong bargaining power for atar agents, who 

numeroua privilegee tro~ their oompany. Sine. negotlationa 

betweert agent and oompany are on a dyadio bast. (du, partly t9 
, \ 

laak of solidar!ty among agenta), and ainee agents o~ .aa!ly 

move ta another compan,.. agent-oompany relationahip8 are 

'typically t.nuou8 with littl. mutual co .. ltt .. nt and lo,alty • 

Revere. .Ilplo~nt. 1 t .. lf a lunet10ft ot the •• rY10 •• 

, " " 
• ,~ ': """~;: <1<" ,! 

" :~;>~l, ~' ;.'1" .:t ~ /'J-'))~ ~-l"~i~~I~ 
• 0 
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, 
provided by agent and company within the wider system, gives rise .. 
to certain peculiarities of the company as an organ1zatlon. 

Three organlzational princlples ware distinguished to make sense 

of behaviour w1 thln the "residential salets department ~f Highgate 

,Realtles& ownership, reciprocity, and oolleotivity. The 

services-for-commission reciprocity differentiate8 the real 

estate company trom Most work organizations. A minimal 

formalization of procedures develops, both because of the 

dispersed nature of the sales task, and because the strong 

bargaining pQPition~of the agents lets them reslat managerial 

attempts at formaI control., The relative lack of formaI rules 

also permits increased flexibility in agent-company negotlations. , , 
Managers and top agents gain from this flexibility, while weak 
~, 

8$ents miss the' protectiop of a set of formaI rules. 

~ 

Possible Changes in the Services-for-Commission System 

On the who+e, ,the services-tor-commission system works 

to the mutual satisfaction of agents, company, and public. 

Suceesstui agents enj~ the challenge, 'variety, independence, 

and financial opportunitie. of their work. The company benefits 

trom an i~ntive system that induces agents ta work hard to 

fur_ther th 'r own intere sts and" coincidentally, those of the 
"1-company. ' 

The system does, however, have its cost~-tor both 
~ 

parties. For the agents, ,the most dltfloult oareer stage i. 

at the beginning, When they are trying ta 80lve the "bre.ting-in" 

problem. 'l'hey receive Il ttle help "trom "the company, and are 

, , 

.' 

, 1 : J 1'-' J ~ ~ . fi .. t ,1 /:: ~,:~~~~~"'ii~!,f{lf~ _'"'""._.,.",, 
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disadvantaged in the competition with more experienced oolleague& 

The reeult ia a high drop-out rate with much economic hardship 
t 

and paychological upset for Many individua1s. 

From the company's point of view, the breaking-in 

problem ia one of the main. causes for the high turnover rate 

among its members. At any one time, a large proportion of ite 
() 

agents -- as much as 25 per cent or more -- are very unproductive. 

This represents a great waste Of' man-power. Blaming the low

producing individuâls themselves, company representatives 

attempt to deal with the problem by firing them and hiring new 

recruits. 190 But this polŒby ie aelf-defeating, because these 

in turn are faced wi th the same br~aking-in dilemma. iIt induces 
, 

a self-generating process of high turnover with a large 

proportion of low ~oducera. 
, 

This situation a1so has aec'é:mdary social costa for both 

parties. The high turnover rate induèed by the commission 
1 -system reinforces individualism an~ self-interest at the expanse 

of co-op~ration and group solidarity. Competition, ambivalence, 

and suspicion mean that real estate agents 1ack most of the 

enjoyments of socia~ititi and comaraderie round in many 

ocoupations. 191 The company suf'fers thro~h 'lts agents' 

190This in lts,lf ie another costa managers muet devote 
more time and effort to recruiting, than,they~ould if,the 
turnover'rate wera lower. 

1915ee • for e~mple, Gouldner's disoussion ot -miner.-, 
.and tha-t by Lipset U. !l., of typographer8.. Alvin Gouldner, 
Patterns of Indu8trial !urea crac (Glencoe, 111inoil' ,The Pree 
Pres8, 19 J YJIOur *rt n L pset !l. !l., Union De1lOcracy 
(Ne. Yorka The Pree Press, 1956). 

/ ... 

.- . -... 
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failing to develo~ feelings of loyalty and commitment. In the 

l~rt run, they often prefer to co-operate with outside a~ents 

in specific transactions, thus diminlshing the company's share 

of the commission. In ~he long run, the lack of commitment 
f'> 

reinforces the tenuousness of the agent-company relationship, 

the high turnover rate, ~nd the constant tear of losing top 

agents. 

These costs in the services-for-commission system could 
, ' '\ 

be reduced by dealing with the breaking-in problem directly. 
<1 "" • 

New agents need more instruction in actual selling techniques, 

, 

and in strategies required for becoming successfully established. 

They could ~~so be given more and better leads and listings, 

but the company is restricted in this by its fear of aggravating 

the top agents. {Highgate Realties have taken two steps towards 

improving the lot of its new agents. they have appointed Ji~ 

Young, who acta as a ,counsellor and "general salesman" aS 

sales manager, and they have initiated their own training 

program. 
... 

A more fundamental change might prove f'rui ttql. The 

new agents lack ,u'$~curi ty. 
. 

This often forces them to adopt 

sho~t-term strategies, such as concentration'upon aales rather 
, ~ 

than listings, which produce long-term f'ailure. The company 

could help by providing eecurity through a basic .alary'of say 
, 

$6,000, in the tirst year. and by training the agents to 
-1 

êoncentrate upon laying the groundwork tor a suceesatui 
(. , 

long-term care"r, that ie, to c'oneentrate upon galning thoa~·· 
. ~ 

intermediary re.ourees required for 8ueo_ss (listings, a . 

territory, and 8001al oontao~8). 
l' " , 
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supplemented by â proportionately smaller commission for each , 
listing and sale that the ~ep agent makès. The company could, 

Î 
pratect itself from becoming a training-grpund for new agents 

by building some sort of longer-term obligation of the agent 

into his initial employment contract. This change would calI 

for a gre~ter initial investment by the company in its manpower, 

but it should pay off by gradually reducing its percentage of 

low-producers. 

Soma Implications and Further Questions 
\ 

The social relations that underly raal estate ~rans-

aet~ons give a new perspective an the nature of the market and 

priee determination in real estate. The priee of a house is 
\ 

not! simply market-determinedJ market trends are best seen as 

one of a set of facto~s which lnf.luenee the bargaining post tions 

of buyer and aelier. These in--turn determine pJ'ice. The 

concept of ~market" itselt as it applie, to real e8t~ ~eeds 
, 

f~rther examinàtion. It s,ems that markets &xist only to the 

extent that comparisona are possible. Real estate agents, 

brokers, and boards are the main.d1sseminators of information 

enabling Buch compari:sons. In practlce, neverthele.ss, the range 
1 

of comparisons ia still "stricted. Thi~, together with the . 
important influence ot non-market t~ctorB upon prieea, justifies 

uaing theQterm "qua.i~~rket8" in reterring to the 80clal 

economy ot re.idential hOUling. 

These tindings, contined to the investigation of a 
1 e _ single "al e.tate arat, are- tentative. but the, -UU.at a, 
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whole ,field of research for the eèonomic lIociologist, the 

comparative study of social re1ationll in various lIub-~rkets ot 

indus trial societies. We would expect, for example, that 

market forces would be the main determinant ot priees in the 

stock market, with idio8Yfcratic factors being negligible. But 

we might also find that 'killed traders are able to manage 

information so as to\manipulate priees, at least in the short 
, 

rune In the fiel~ of real aatate alone, we need comparisons of 

bahaviour in rising, falling, and static markets, as weIl as 
1 ~ 

more detailed analyses of other kindll of raal estate. 
o 

investment,l92 indu~tri~l and commercial. 

Our fipdings also suggest that notions about the nature 

of competition and restriction~ upon oompetition may not be as 

clear as is g~erallY assumed. The lMontreal Real Estate Board 

sets minimum commission charges for its membera. This restricts 

oompetition, but it ia also a protection for smaller companie. 
, , , 

who might he driven out of business if their larger competitors 

were to cut their rates in the· short rune ThroUgh these set 
. . 

rates, and through the MLS system which gJves sma11 companies , \ 

access 'to the clients of th_ir larger competitors, the board 
. 

may well be promoting long-run competition and good .ervice to 

clients. 

Our atudy al.o rai.es 80" questions in two well
- L~ 

e.tablishld area. of soci010gy, oceupatDn. and organisations. 

,. 

1921 have 80" preliminary data in thi. .ector troa the 
inve.t1Ilent depkrtment at H1ghgate R~a1ti •• ,- and ho,. to do .ore 
re,earch lnto the 8Oc1al iaplloat1Gn. of h(tusinc owne4 a. an ' 
inveat ... nt. . " 

. , 

, : ~~ 1 "<:. f .. -:t ~:,'::r -t ~ \,: ::\:~ ~f ~;$t: ... j.{.?·"~~·"", 
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Occupational sociologists hav~ naturally ooncentrated upon 

organizational and professional ~ar8ers, the dominant types in 

industrial societies. Real estate agents fit neither of these 
o 
<k 

patterns, but are more like the entrepreneufs deacribed by , 
eoono'mie . anthropologiste. Suceess depends upon their ability 

to oonvert a set of initial resoureos (time and effort) into . , .. 
income and capftal (social contacts) through a series of' . .., 

)28 

intermediate convers~ona (listings, establishing a territory). 
. - t , ~ 

Many oocupations could be analyzed in terms of this model --

other saleamen, amall businessmen, community OrganiZers~even 
politicians. Such etudies wo~ld undoubtedly lead to modifications 

fo'r each case, and impr.ovements in the general model. 

The entrepreneurial career pattern of real estate 

selling relates ~ireetly to our findings for the raal estate 

company as an qrganization. The agent's entr,epreneurial aotivity 

in dealing with ~lients makes him more independènt' ot the 

company than is usually assu~d for employees in theories of 

organizations. This i8 reflected in t~e agent-company relation

snip, one based upon services from the company t?r commission , 
• 

from the agent, ~ther than wages fro. the compan1 for work 
, 
from the agent. The relative lack dt company control ie aeen 

in the strong bargaining po!ition of the top produoing agents, 
• 

and in the lack ot tQ~l rulea governing agents' behavlour 

within the department • 

• 
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lines. The construction indistry~ with its system of contracting 

and sub-contraeting, is one eXamp1e. 193 'Other Yariation~ are 

likely in the field of entertainment, in investment and 
1 . , 

insuranee c~ncernB, and in thoae national industries which 

organize distriQution through lo~~l ageneiea. By dëveloping 

grounded models'of different types of work organizations, we 
1" • 

should be able to build better formal theonles in whleh 

eentralized bureaueracy wlth a tormal hierarohy ot offices ia 

,seen as one I>ossi ble form, depending 1Ipo~ .. a wagss- or salary

for-servlces"type of contractual relationship. 

This study has used field methods to~veatigate the 

occupation ot resldentii real estate. But lt has attempted to 

understand the oocupation aa part ot a wider soeio~.eofto.ic 

. / system, and to learn aomething about that system. To the 

extent that lt suceeeda, it $uggests that auch methods ean be 
o .. -

helpful not only for understanding mlcro-lev~l social proc.sses, 

but also towards furthering our knowïedge of larger social and 

economle structures. l94 

19)por a~' initial'study o~ the construotion lndustry, 
see Miles COlean,and Robinson Newoomb, "Th. Organization of the 
Construction Induetry," in Urban Housing, èd. by Wm. L.C.' 
Wheaton, Grace Milgram. and Mary Bllen Myerson (New Yorkl The 
,Pree Press, 1966), pp. )07 - 313. 

o " 194My tinding.~::,.re not original 1n t~ie regard. In 
his classio atudy, Whyt. ueed participant obeervatl~n at the 
micro-level to leam auch about euch .. cro-level eocia1 
structuree .s raoketeerlng, polities, and soolal welfara. Se" 

. Wm. Foote Whyte, Street Corner Soc~.tx (Ch1oalo 1 Univers1 ty of 
Chicago Presl, 19S5J. \ , . '-

( 
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Appendix l. 

METHODO WG Y 

) . 

" 

Phillip Hammond has pôinted to a need for personal 

descriptions of research as a process to balance the more 

prevalent formal presentations of Methode, from a technical 

point of view. ( 

For very few, social scientitic reyorte, it appears, 
with all their discussion of methods, corltain,.accoUnt •• 
of the "method" by which they came abouti Thera are 

1 almost no chronicles of social research. 95 

This appendix represents an attempt at such a ch~nicle. l ahall 

discuss how 1 became interested in studying real'estate, why l 

chose a field method approach, and some of the'problems 1 
"\ 

encountered. 1 ehall outline the main ~ourceB of data u.'4, 

give a personal account of the research process and main 

intluences upon my approach, and then consider the maia 
) 

advantages and limitations ~f the method ~,~ purposes. 
, 

Sources of Data 

The core source of data tor .ost ot the theais la MY 

" 

• T' 
own ob.ervations, unstructured interviews, informal conversation~ 

and marginal participation in ~he datly activ1ties of the 

iIe.bers of the residential sal.s. aepart.nt ot Hlgngit. a.alti ••• · 

Supple .. ntary .ourc.s ot data oa the depart_nt ... re 1 t. 8&1 •• , 

, 
" 

'. 

'. 
, J 



• 
) 
, . '" 

, 

-
't 

" 

.. }' 

,,1 
~istings, and advertising records, and the daily information 

sheet, Notes 'to Salesmen. These 'sources of data oompri •• ci as 

followsl 

1. Attendane. at 42 salee meetings ~f the'department 

between April lst, 1969 and october 6th, 1910. 

2. Informal interviews with 19 difterent residential 

real estate sàles~n of Ri~hgate Re.lti,a. The se 

interviews lasted from one to two and a'halt hours •. 
" 

Some' of the most ~uccea8ful ~alesmen ~re int~rviawed 
01 tj 

two or three times, These lat~ intérvie •• were 

particularly useful tor aSking more Pfobing questions. 

,. InformaI conversations wlth various agents, 

secretaries, and _nagera. SQme of" these ware baaed 
~ . 
upon specifie questions which 1 had pre pare ci in advano •• 

1 did not keep co~t of the number ot th.se informal 

conversations. l wrote ~p detailed field note. for 

24 of them. o 

4. Participation in 2) c.ravans,· the occasiona during 

whlch aIl the agent. viaited the -new liatings acquired 

by their colleàguea,durlng the pravioua ... t; This was 
, 

the only time at which l .aa a t~ll participant. ainee 

vendors aaau.ad, l _s one or the agents "trom Highpte 

who had 00" to inap8ct their hou •••• 

5. Interview. with manage .. nt. one wlth the General 
• 1 

R.~i4ential Sal •• "JIIlnager re.pon.ibl~ for aIl 'th"_ 

brailch officea, omw! th the Pel'llonnel IIIlnapr. and _0 
1 

< • 

" y • 

long· int.r!'V!.". 'W1 th the Bale. ......1' of tM ~acl 
, - --~ 

y 

, ~1 , , 
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(Jim Young) near the 'conclusion of the rese.rch. 

6. Siaple observation ot activ,1ties in difterent'parts 

of the department, inc1uding 13 observation periode for 

which 1 wrote up detai1ed field notes. The Ndros8 rate" 

was so high tor Most of thele periods that l disoontinued 

them in the latter hall of the reaearch. Most of the 
" 

agents' important activities took place in their officer 

beyond th. field ot my observation. An ~mportant -

exoeption ta this .. re five period8 of observation in 

the sales manager's office which', .. ra an extreme1y rich, 

. source ·of data. 

7. Attendanoe at one training session for new agents. 

8. Attendance at one broter's inspection for outside 

agents held by a HIghgate agent, and a viBit to two . v 
outside agents' inspections with two Highgate agents. 

9. The dai1y Notes to Salesmen is one of the maIn means . 
of communication within the department. It include. 

1at.st 8a1es and listings information, apy ravisions ot 

'listings, and a number of announcement. trom the f 

management to the agents. 1 received every copy of the 

Note. tor the tisca1 year trom lat Noveaber, 1969 to , 

31st October, 1910. They _zoe a good louree of 

unobtruaive data tor ehecking tentative hyp~the.ee. 

10. Depart_nt&l records inoluded .onthly sal.. and 

listing 1nformatlon and adT.rtielnc allo.anc.. tor the 

r pa.' 'ten yeue. '1> ' Thi. "ta •• helptlll 1Jt tJ!'aoinC oare.r 
plrtor.uce. of .. nt., in trao1ftc apnt ttmlo •• ~ ft.,., 

• 

,-



33J 

and relating listing and sales performances. 

Histor~cal information about the company was obtained in 

talks with the Personnel Manager, the General Manager of 

Reaidential Sale~, and another director of the company. The 

President gave me a, paper he had written about the history of 

Highgate Realties. 

Intormation about the law governlng real estate waa , . 
~ \rl!~ 

gained during a Real Estate Cours8 which l attended .:p~n.ored by 

the Canadian Property Managers AS8ociation, through'talking with 

Professor Robert. Cooper of the McGi11 Law Paculty, and through 

reading in,the MeGill Law Library. Background information about 
h ~ 

the wider organization of raal estate in MOntreal .. s' acqu~red in 

interviews with the Information Manager and the Statistician of 

the' Montreal Real Estate Board, and trom various publications 
, 

of the Board, including its by-Iaw8, code of ethica, and a 

pamphlet deacribing its hi.tory. l interviewed three agenta 

tro. outside companiea to get so.. 1dea about the generaliz-
p 

ability ot the tin4inga and pecullar taatufes of Highgate 

Real ti~s. (Moat of the agenta intervlewed at Highgate had ala.o 

/ ( had experienca ln other:companie., $nd provided coaparative 

information as weIl.) 

In arder to check that agent.' account. ot thair 

relationahipa wlth vendera and clients .. re n~t Clvlng .. a \ 
. / 

tala., one.alde4 inpre •• lon, a ... 11 .a~le ot vendore ... ' 

int.rvie.... Th. Mllpl.e. wa. 4rawn lroa the area ln which 

Hilbeate ~ftt. worted. Sinee th. al • .as ~ to d.teraine 

chàracterl-'ica or ")'Pla ot lvendon, no °atte~t ...... _de to 

-.t. the ...,le repre ... :tatl" ot the population et venetO" .Ir 
• , "f ., 

-; 

, " 
.' 



• 

, 

• 

} 

home owners in the area. 1 was intere~ted in checking MY 

~nderstanding of agent-client and agent-vendor rélations and 

the procesa whereby houses are sold through an inde pendent 
t 

source of data. Although vendors and clients diaplayed 
. 

different biases from agents, they gave a similar account of 

the types of activities and cohflicts that ocour. Thirteen 
1 

vendors were interviewed, three by myeelf, and the other ten 

by two graduate students at McGill who were also interested 

in the sociology of housing. 

334 

Finally, data about reallestate trends in various 

sectionscof th~ Island of Montreal were provided by the Montreal 

Real Estate Board. These data were use fuI in understanding 

the particular conditions under which Highgate Realties and 

its agents were working at the time of my study. 

Personal Ace unt 

This ~tudy developed out of my int~rest in a more 

gene~ study of housing being 8upervised by Professor Roger 

Krohn at MeGill University. 1 had known Professor Krohn when 

1 was an undergraduate and he a young 'Assistant Professo~ of 

sociology at Memorial University in Newfoundland. He left 

Memorial in 1964 and moved to Ohio for a year and then to 
'f> 

MeGill. 1 1eft in 1965 and went to England for t_o yearlS where 

1 atudied Politic8, Philosophy, and Eoonomies at Oxford 

University. 
, 

Through our .epa.ra,;te experienoe .. , Protessor Krohn and 
, 

, 1 both came to bel!eve that economic proca ••• s'are c.atral to 

an understandlng of our sooiety tor the soolo1ogiat, and ~hat 

l ' 
\ 

j ;~/J ~ t.,,~ ~~ wt..~'~ ,1'\ i 
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an empirioal approaeh. to analyzing the social relations of 

produotion and ex.Change could be a fruitful' eomplementary 

a~proach ta formal e6onomic analysis. WhenI left Oxford, l 

spent a year as a Sessional Lecturer in sociology at Memorial, 
'1 

and was impr~ssed by the work of the Institute of Sociâl and 

Economie Research there in eombining the efforts of economists 
6:-

and social ant~ropologists to study the social-eeonomy of 

Newfoundland fishing villages. 

At that time, l learned that Professor Krohn had begun 
. ---

1 
a research project' in Montreal to study housing in terms of 

such an approaeh. ' l corresponded with him, and decided to 

accept a position as a Ph.D. candidate at MeGill under his 

supervision. 

335 

The early studies in the wider project had been of 

landlord-tenant relations in a number of Montreal areas. When l 

arrived, Professor Krohn was thinking of possible ways of getting 

information and insights in other areas of the housing sector. 
~ 

One possibili ty ne some sort of. study of a real est.te company. 

l had always found field research monographs, such 'as Whyte's 

'Street COrner Society, to he Most interesting-and us.ful in 
./ 

explaining aspects of social structure. l theretore décided to 

satisfy my two sets of intere~t8, and to aocomodate to the 
, <Dl • 

larger pro je ct, by doing a participant observation atudy of a ~ 

real'estate oompany~ We picked Highgale Realtie. beaauae 1t wa8 
\ 

cine of the large.t oompanies in Montreal. Our conoern "8,to 
<0 

find a company that n8 Imown to be inti_tely involved ln the 

local cODUrlunity and ln a11 pha •• a ot real e.tate, rather than 

o 

. ~ ,. ~. ,-. ,. 

. , 

• 
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one that was more "typical" of the business. 

phoned and then visited the company, and they 
~ 

a110w the study. 

') - ; 

... 
Professor. Krohn 
, 1 

kind1y a~reed to 
1 

l had initial irtt~iews with the General Manager of 
~- 0 

Residential Sales and the Personnel ~nager, and explained that , 

,1 was interested in the departme:\s that dea~t~ith se11ing a~ 

managing housing. They suggested that l start in the residential 

sales department, and introduoed me to the sales manager of the 

head office p,ranoli. Th~s man, whom l have called "Jim Young" 

in the stud~ turned out to be extremely oo-operative, and was 

1ar~e1y responsible for providing acoesEhto muoh of my data. , 

Field researchers are in a highly dependent role within the 

organizations and communities which they study. l ow. much to 

Jim Young, and to my other major informantsl George Lidstone, 

John Mason, Peter Green, and Fred Townsend. 

During the apring ot 1969, l ~gan my field researoh by 

going to the residential de~~tment once or twice a week tor 

approximately four hours. l was a naive field reaearcher at 

the time, and ne fortunate ta be enrolled in' a field methoda 

seminar at McGill conducted by Professor rœloolm Speo,tor. 

Professor Spector gave me invaluable help during .y .arly daya 

in the field aad construotively critici~ed ay ~ir&t field notes. 

My tirst import~t decl.ion was ~o choo •• MY.role in the 

field. 1 thought ot beoOJlÛ.ng a re.id.ntial agent. Thi. would 

have given more direot aco •• & to oertain area. of infor.-tun, 

partioularly agent-agent and apnt-cllent relation.hip.. But 1 

decided agalnat it on th. tollowlng ground •• 

• 'Df Jo ~ .. , , , .' .::. ,f) " ,'" ~~ -. • 1 .. ~ Q \ J' ,~ 
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(1) l wanted to be able to devote full-time to the 

researoh, rather than to trying' to become established as an 

agent. and 

-----(2) in such a competitive, business, l feared that the 

JJ7 

agente would be less w~lling to o'o-operate wi th the research if 

they came to Bee me as a oompetitor in their work. l deoided, 

therefora, to let people know that l w&s researoher and not to 

adopt a role within the organization. When questioned, l would 

explain that l was "trying to leam aIl l oould about the real 

estate business for my Ph. D. thesis in soolology at McGill". 

This explanation satisfied Most of the age~ts and managers. 

They took an interest in the re8earch~ and were willing to talk 

wi th me whenever they wera not busy. 

l ~ound that this role was quite satiefactary. It gave 

me great freedom ~hin the company, and :t Ws,S able to spend 

more time talk~ and observing t~e\ top 'agente and {,the aales 
..... ( 

manager than if l had been a new agent myee1f. ~ main problem~ 

.as that l often fo.und my posi tian peraofll!11y frus,trati~, . 

partioularl! when l began 'apending 4 or 5 hours every day in the 
-

field. l waa a marginal persan about the department. The 

, agents were very oo-operative, but, naturally, only when they 

Becauae their work Is unprediotable, many . , 

oonversations and interview8~Were interr~pted by the ,gent 
t .,' " 

receivi~ a oall Iro. a po~~ntial vendor or client, and having 

to leave to continua ,the int~lew later. l completely lacked 

authori ty wlthin' the departMnt, and aimply had·,to adjuat 1IY own . . 
Bohedule •• ba.t l could to the unp~diotable 8oh.dule. ot_othe~ 

\ 
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. 

l also felt .omewhat socially isolated when agents and managera 
h 

discussed their work experienees and proposed company, p~,licies 
,/ 

among themselves. 

l did. of course, join in informaI conversations, 

including many about real,estate itsel!. 

contact among agents outsidé the work situation precluded my 

integration into the group in that way. The agents them~eIves 

seemed to feel my marginal statu8. The mo~ommon form of their 

opening a conversation with me, other than asking about ~y 
-research, wa. to askl "weIl, 'Doug, when are you going to start 

selling houses?" l do not think that my marginality had a 

negative effect upon my research, it may even have been 

advantageous, in helping me keep an objective perspective. But 

it did, at times, detract from my enjo~nt of what l was 

doing when l faIt like joining in and asserting myself mqre. 
,\ 

My early days in thë field ~re inétructive' in showing , 

th4t the method must be fitlèd to the situation. Seeing myeelt 

as~ticiP~t-obse~er, l ~egan by sitting in the main office 

of the depa~tmant and taking notes on what l saw and heard. 
-' 

After a few days, l began to realize that l wa8 getting very . 
i ~ 

low quality data. l was learning some~~ about the'secretarie~ 

boy-friands and week-end activitie., but very little about raal 

estate. The problem wae that the importarit deci~ions and 

int.~ctio.n8 were taking place behind closed dO,ors ln managers' r 407, il . ~ . 
and agente' offices. The teéihnlque 1 .. s' uaing would worlt we1l 

~or studying a group of workers in ~ 8~ngl. rooa, but it .. 8 not 

suited to the task I h~d,l.t ~.elf~ 

, 
• ! - " $ t , t 1 t' : _, " 
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l' declded that the best _y to gain access to agents t' 

offices was to asle them for informal interviews. Interviews . , 

came to serve a dual functionl they were a major source of 

3J9 

~ data and ideas in themselves, and thèy also ~e access to'the 

behind-the-scenes activities within offices. I~Plained to the 

agents that l did not mind if they went ahead with what they 

, 
were 'doing during the interview, and that it would even be to my 

advantage because l could leam 8omethi~ about their work. They 

were on1y too willing to agree te this. In Many cases the 

interview opened up a more lasting contact'between the agent 

and m~self. Some agents suggested that l oould drop in any time 

they were not bus Y with a client to a Bk. turther questions or 

simply ta see what they were doing. 

l alao ta~d abou~ 'the problem of acc8sBibility with 

Jim Young. He agreed ta· let me spend -a few morninga si tting in 

hie office while he talked to agente,' rece~ved calls from 

vendors and clients, and dealt wlth problems as they arose. l 

spent five mornings dolng this at different times during MY 
~ 

research. It was a very rich source of data, but l did not 

want to push ii too far. It compl-tcated matters tor Young, 

and there were a tew awkward moments when agents ~ook.d 

uncomfortable with me there. 

'. Another problem was that agents, were reluctant- ,abopt 

having me' "present when they talkld to v~~rs and èlients. 

Having a thlrd party present m.ght threaten th~1.r chance. ot 

making a sale. l could not lolve tHis proble., and had to 

settle for •• condary datal.bout -sent-client and agent-vendor 
1 " 

~ 
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relationships. Much of this came from sales meetings where the 

agents discussed sales, listings, and offers among themaalves •• , 
The sales meetings provided the bu1k of my data from simple 

observation. 1 also asked questions about cBtnta and vendors , 

during interviews and conversations with the agents. Fina1ly, . 

to check that my impression was not teo one-sided, two other 

graduate students, Hunt1ey Duff and M~hel1 Prestman, and 1 

intel~iewed thirteen vendors. t 

As the research process emerged, it can be conceived as 

having had three over-Iapping phases. The tiret and most 

intensiv~ phase in ter~s of time spent in the field, .extënded~om 

April to S&ptember, 1969. This was the exploratory phase. 1 

took data,iled fie1d-noteS'\every cray about everything that 1 saw 

and héard. It was mainly ~fact-finding phase, although 1 did 
\ 

begin to formula te initial ~nt.rpretations and hypothes~s as 

weIl. Octobar, 1969 to March, 1970 was a kind of latent period 

for the research as 1 waa buay-satisfying other Ph.D. require-. 
ments at MeGill. 1 did continue to visit Highgate Rea1ties as 

much as possible, usua1ly for the weekly sales ... ting and 

caravan. 1 a1so read studies that "" related to lIy re •• arch, 
j " . 

and generally thoùght,about my initial findings. It wa. dUring\ 

thiè p~riod that 1 read ~las.r·s and Strauss's The Disco~rY \ 

o~ Grounded Theorx, which helped ne fO~U1.te .Y reaearch 

proces8 for myeelf. 

The ne~t phase rari fro.April to mid-July# 1910~ It 

can be thOÛght of rough11 .s a t •• ting pha... 'l' •• tina -7 .. 
too .trong a t.rm. In thi. pha .. , 1 wae .re directive in ~ 

. . 

r, 

" , j'~ 
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~uestions and observations than l had been ~arl\er, as l checked 

upon and tried to elaborate some o~ the tentative hypotheses 

that l nad developed during and arter the exploratory phase. 
1 

This process ot hypothesis testing in field research is best 

illustrated by an example. 

From my observations of certain pairs ot agents, and 

from their comments to me, l got the impression that age~ts 

tended to work in cliques, and that the cliques provided 

protection trom outside competition. l tested this by further 

observation where l was consciously looking for confirmative or 

negative evidence, and b~ asking a number of agents about it. 
. ~ 

The evidence did not confirm my tentative hypothesis that agents 

tend to form cliques, or at least it gave only partial con~irm

ation. Some agents did work in pairs or small cliques to 80me 

extent, but these tended to be unstableJ,others claimed that 

they prefared to deal with certain other agents when po •• ible, 

but that it was often not possible 'and they were prepared to 

deal with anybody if need be, while others, includlng Many of 
. 

the top agents, denied that th.y worked in cliques or 

partnerships. 

These tindings led me to' re-tormulate my hypothesis. 

It seemed that an agent-Qould not predict when h. would ne.d to .. , 

co-operate or compete with his colleagu... Cliques would th.n 

'he unsat~8factory 8olution. to the problem ot co~tltion and 

e.mbivalency beca:us. a clique '1 me aber cOl1ld never tell when he 

llight have to co.,,-te with • tellow-clique .mber or to 

co-op.rate .ith an out.14er. COMpetition and co-operat1on 

-' , .. ~ , ~" ~ __ ~ 1, .:~;~ :~, h~~~ ? -:' ~v:' \~':~ ~J ~ '~ 
, , >-;>' ~( ~. "*;.'. J,o;, ,J~.~ .. ,' I~f ........ \tj\.:., .. :rR~~~ .. .. ",~J};:{fr.~'t .. '~ ~ • 't1~~iSr:"':L~ 
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ocourred on a .ituational rather than a persGna1 basis, and 

agents were unab1e to arrange thinga otherwise. We wou1d then 

expect that clique formation, ta the eX,tent that it did oocur, 

wou1d'be inclpient and unstab1e. Further observation and 
/ 

que stioning , and revision of my earller tie~ notes, confirmed 

this explanation. In thls case, l was able to test MY hypo

thesis further through an unobtrusive measure, the pattern Or 
inter-agent co-operation in the d~partment's Notes For Salesmen 

for a year. The Note~ showed no ~videnee to suggest that 

agents regu1arly co~operate with only a tew clique members. 

l 1eft the field for six weeks from the Middle of July 

to the end of August, 1970, an4 my wife and l .. nt on a holiday 

to my parents' home in Newfo~dland. 

my field notas and theoratieal ideas. 
1 " 

, , 
While there, l reviewed 

" 
My f.inal two months in 

the field were September and Ootober, 1971. They .. re devoted 

mainly to fi11ing in gaps in my data, and' to cheoklng a few 

final hypothe.es.1 The decision to terminate the researoh was 
1 • 

bas~d upon two criteria. l be1ieved that l had eno~h data and 

ideas to write my dissertation, and l wantéd to"begin writing 

while my findinga wera still fresh and intereating to me. 

Pield reaearch can never be aatisfactorily finished, becauae the 

~ Ilore you learn the 1I0re yoù reallze that thera are area8 that 
\ ' , 

you do not know about. 

, This diYialon of the re.earch Into pha.e. was auch 1 ••• ' 

c1.ar-cut in praotioe thaft the above dilcussion iaplie.: 1 . 

oontlnued gatherlng 80.. cener.l data until the end, part10ula~ly 
" • 0 ' during sale. ...tlngs and oaraTans, but 1 _. _re .pe01f10 and .. 

, \ 

. ' 
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e \ _systematically focused in lIl7 questions of the agents and 

managers, and' deliberately spent more time discua.ing ideas with 

• 

. 
the Most influential and informative members of the department. 

• There can be no sharp division between data gathering and ide. 

testing in qualitative field research. Inde.d, some hypothesea 
. ~ 

do not emarge until after the research as be~n completed. In a 
1 

sense, these are post facto explanations, but they can be · 

treated as tentative hypotheses and ~e reje~ted if they do not , 

stand up to systematie checking of field notes. 

1 will oonclude this section by diacusling a re. specifie 
l 

suceesstul tacties that I used and ml~take. that I made, which 
1 -

( 

may be of intereat to other researche-rs. One approaeh that 

.' worked partieularly well with agents ~ho .. re ak~ptieal of the 

research or reluctant to co-oparate was to ask them for help. J 

Fred Townsend, with whom I had been making little progress, 

eommented one day as he walked by me. "You're wasting your t~ .. , 

you're only seeing the tip of the iee bers." The following day 

1 went to see him, told hi. that 1 had been thinking and 

worrying about what he said, and .sked for his adviee. wtth 

that he opened out. and:eventually, bec.ma one of MY best 

informants. 

cf' ~ ,1 was care~ul to avoi getti~ ~nto controv~r.ies oyer 

political issues, ~inQe real estate agents are more eons.rva~iv. 

in their pOlitl0~ viewa ~~n l am. 1 a1so dre ••• d conaervatlv.,. 

and wore my halr .horter than l wou1d otherwt.. have don". i , 
believa that the tield re •• archer ha •• Itrong obligation to 

conf ON ta the .tanda~1 of the group· tha t h. ia etwl,i11& whlle 

.: .. ' 



• 

" 

• 

)44 

since the researcher ean do nothing but jeo~rdize his position 

by antagonizing his subjects. t 

It i8 difficult to pin-point the reason when things go 
, 

wrong in field res,arch. My greatest failure was my abortive 

attempt to extend my inyestigation into the investment d.partmen~ 

whete 1 was unable to obtain co-operation'from the manager. One 

of the problems may have been that 1 over-&xtended my freedom to 

examine records in the property man4~~ment department, ot which 
, l '........ (" • 

he was also head. 1 received permission f~om a lower-level 

authority to~ok at so~ information about tenant turn~ver râtes. 

In the same' filing cabinet, 1 accidentally.found some files 

containing financial information. The assistant manager came in 

wh!le 1 was looking at thése, appeared worried, and went to talk i 

'"' it over with the manager. He returned and asked me politely 

not to examine those files whioh were confidential between 

manager and owners, and 1 of course complied~ But 1 think thia 
\ 

incident may have damaged my chances ,ith the' mana~er. 1 should 

, have asked permission first trom the assistant manager bafora 

opening the files, and stresaed that any' information would be 
\ 

held in striot confidence. If permission wera refused, l would 

at leaet have avoided damaging my rapport, and the lIIIUl&g8rs 

might have felt some Qbligation to compl,. witH another ot my 
o 

requeste. My short-term gain (intonation trom the til.) 

probably jeopardized my long-tara re,earch suce •••• 

Another ~.také wh!oh i "4e illuatrates,that the naïve 
- .. . -

researoher ahould not pretend to know too ~oh about ~ 

o l-"ganisation, partloularly 4urlng the early .tape 9t hi. n"',,' 
~ ... "_ '" ' , ",' ~ ~ 1 

" , 
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1 was surprised during a sales meeting, after 1 had been in the 

field for about two months, by Jim Young!s asking me whethar 1 

had noticed anything that might be helpful to the department. 1 

was unprepared for this, and aaid the first thing that ooourred 

to~. 1 had no~iced that ~he agents often'made suggestions at 

meetings, but that no record w&s kept, and MoSt of them were 

simply forgotten. Young"and the agents wera obviously surprised 
" by this f and my comment receivad the s.me traatment as most of 

the agents'. The incident ia described in my field notes. 

, 

Jim Younf' And how about you, DoUg? How apa you making 
out sitt ng around observing what we do? What have you 
found out abou~us? 
Researcher. WeIl, so far l've. baen getting a general 
op roture ; of the activi tiea of youraelf ,.nd the agents. 
1 wanted to do this befon 1 talk.~ to yarious agents 
separatelyas l' h~to start doing now. You should get 
a better ide. then of the sort of thing l'm interested 
in and what l've be.n finding out. 
Young. You know, we ax~~t that"getting a frash view,of 
ourae~ves will uncover so" mietakas about our procedures 
whioh wa j"ust take tor grant.d now. Have you found out 
anything like that yet? . 
Researcher. 1 have a few id8&e, but in most cases it's 
too early ta say definitely. But one thing 1 have 
notic~, for example, 'is that a lot of suggestions aeem 
to be made at meetings but there's no record of them and 
they aeam ta be forgotten. ,. 
Young. You mean we should keep so. sort of recorda? 
Raaeareher. WeIl, ~ wouldn't want to try to say~hat 
you should do, ,but l oan pdint out a tew things that 1 
notice which you May not bave realised. 
Geor e· tone. 1 Wave to agrae wi th Doug. 1 mow 
there ha en a lQt o~ 8Ugge.tions, live made. lot 
mys8lt, t t haven't be.n acte4 upon. ' 
Igyng. WeIl. of course .. cantt act on aIl the .~.
tioni, but .. try to taxe the. into aceount. Do you 
re.a1»r. Georg., .. tlsad to have 8u ... r1es' of the . 
• et1nga wri t'ten up and distr1buted a long ti. ago? . 
14dstone. Y •• , 1 re.aber. But l doft't thln1t too .\lch .a. done about 1t then. 
Young ••• 11. who thinks that It would be a.good idea if 
we atarted to do -tbât &pin? 
(no anewr by th. apnt •• ) 
Xopng. Let'.~th1ftk abbut It. 

, . 
:i!i 1t 14' 

~1 .. ,,:(':>;1. 1.,._. .~ r)\ .' i 1 :..~ .. H -~ : .. '!. :,~'14:r r 
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My comment was riaive becauae at the time 1 had not grasped' the 

ritual significance of sales meetings. They act aS,an out-let 

for agents' complaints. and ideas are screenad 'by th~ managers 

with only a few acted upon. Written records o~ meeting_. lite .. 
formaI rules, would interfere with managers' rreedom aftd 

flexibility. 
" -The inci~ent ia itselt usetul tor understanding the 

functions of meetings. On the other hand. my naive comment 

)46 

had an unmasklng etfect which wa8 un~omtortable to~ Y~ung and 

the agents., Young did not ask tor my suggestion, again dUJ;'ing 

m~etinis, altnough he did ask about a te. matters privately. It 

1 had been able to make a use fuI suggestion, 1 might have 

improved my research position. As it waa, 1 ahould have 

avoided making a suggestion at the time. Fortunately,'the 

incident did not hamper my relationship wi\h Young, who continued, 

to be very co-operative. Hia comment above indicates one of 

the main reaaona for thi.. he wàs hoping that IllY researéh , 

might point out weaknesses in the organisation whioh he had not 

notieed, and which oould be made more etticient. 

Main Intluences on the Approach 

1 hava ,be.n auch influenc'd by Glas.r'a and Strauss's 

The DiscoveU ot Grow\,de'd TheOrY!9~.'!t ditter troll theDl ln certain 

respects. '1 believ. they have oyerstated the dlft.rance 

'!96Bamey G. G'laser and Anala L. Strauss. ml Dl.o,vea 
of Grounded Theory (Chicago, Ald1ne, 1967). T1\1_1_1\0 •• _ 
discu.s.d in Chapter 1. 1 am dea1ing here with "J8 iri wbich 1 
ditter iro. Gla •• r and Strauss, and wlth the other .. ln ' 
influencee on the work. 

~o 

t~ ~ .. _j:"~ li, •• .). ~.' ~ 
~ .. bl î {+ ,:!;o' ~~;'"'!~h:l ~';'~~ ~n 1:,.. ;,. ... ""'fi:,'-:.;jl,~~'*".:J..{;~..J'-:'! 

,0 
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between ground.d and logico-d.ductive theory. At times, they 
-

J seem to iaply that grounded theories can actually be induced 

direotly, but a th.ory ie a mental oonatruct which oannot be 

found in the data themselves. 197 

l bel~eve that Glaser and Strauss also underestimate the 

influence of other th.ori.a and preconceptlons.upon the 

development of grounded theories. ' Aa sociologists of knowledge 
1. 

have shown, one's own training and background are bound to 

influence one's perceptions and explanAtions of social reality. 
/ 

( 

Although l have attempted to ensure that the concepts 

and explanations of this study are well-grounded in the data, 

there ia no doubt that a number of theoretical perspectives and 

empirical studies have influenced the direction of research and 

formulation of findingB. To a large extent, these theories 

·and studie8~ rather than oeing predetermining, have them.elves 

entered into the proc.as of diaoovery. Wh.n l found myeelf 

thinking in terms of diff.rent raal estate careera, for 

example, l t~ed to the literature in the aociology of 

occupations and gained helpful inaights which in turn influenced, 

the research. " Reading can become incorporated into the procesa 

of inv~.tigation and development,of grounded theorY. 
/. 

. --19?R.cent philosophers of science have be.n clear in 
_king a distinction be:t .. en acientitle evldeno. and "he theories 
or mental ooriatruc'ta oreated by acienti •• to • 1rt evidence. 
s'e, tor eU'tIp1e, Brn •• t Napl, l' e S't ure 0 en e (London. 
flout1edge and Kepn> Paul, ' 1961) J oran aap .' • 
Science? (Londona 'Dover, 195'). and !J.'ho._ S. Kuhn, Dl. 
Structure ot Scierititio Revolutions (Chlcacol Unlveralt7 ot 
Chicago Pri •• , 1962), 'aong 80cl~logic.1 atat ... nt8_on ~h • 
eubjeot, ••• Ja ... M. Be.h.~. -104ela and Th.or" Construotions,-

'.ASR, 22, 1951, pp. ,2-l8. and R.K. "rton, -So01010&1ca1 Th.o~.·~ m, 'so, 1944-45, pp. 46~-41'. - . 
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The first important theoretical perspective influencing the 

diredtion of the research was econ~mic anthropdDgy. Anthro

pologists have progressed ~ore than sociologists in develop~ng 
v 1 

348 

models of different forms of economic organization, particularly 

economic ~xChange systems. 198 These models suggest the 

probable importance of such things as detailing reciprocities 

in particular exchanges, of noting conversions of one resource 

(e.g. information) into another (e.g. money), of determining 

the extent to which non-mate rial factore influence exchanges, 

and of relating econo~ic to wider. social and politieal proeèssee. 

But the economic soeiologist in many ways faces a, . 

different taek from the anthropologist. Whereas the latter ean 

often develop modele of exchange systems that apply to whole 

primitive or peasant societiee on the basis of his data, this 
. , 

ls impossible for a single field researehei in eeonomie soeiolog~ 

The g~at size and complexity of indu.trial soeietie. makes it 

impossible for him to develop models that are at the same time 
f:! 

both wlll-grounded and generally applicable to the whol. economy. 
J 

The economic eociologist must invent means of dealing wit~ thi. 

dil..... The strategy suggested and illustrated in this study 

has been to start w~th, a detailt~ investigation ot "lower level" 

• 
, . 

..... 

, .' 
" 



economic processes, not as iaolated phenomena, but as processes 
\ ----
\ - --

which occur witnin a wider institutional contexte Although the 

parameters of the' wider context cannot he described in detail 

(the necessary research ~s'yet to bé done), it ia possible to 

outllne them in a general way in terms of the way they impinge 
" () 

upon the lower-level social unit being investigated. A more 

comprehensiv. understanding of ~he lower-level unit, in turn, 
, 

oan show how organizational patterns and structurally influenced 
Il 

decisions at this level have important consequences for the 

wider institutional context. 

Whl~e primitive and peaaant economiee are generally 

characterized by small productive,and exchange unite, industrial 

economies are based upon large-scale private or public 
. 

organizations which themselves require detalled analysis and 
, 0 

investigation. A major branch' of sociology, generaIIy cailed 

Formal Organi~ations, deale with thes. social units, and 18 

a~other important source of guiding ideas for this rea.arch. 
~ 

Generally, 1 round the formaI theoreticai atatements in the 

field less heIpful than the more specifie studies of Crozier, 

Blau, Dalton, Gouldner, Goffman, and Strauss !l. !!.199 Although 

theae investig~tors haye otten not formu1ated their th.ories of 

. -
----1r.9~9~il::r-c:-hel Crozier, The Bureaucratic Phanomen (Chicago 1 

Univeraity of Chicago Pres., 1964)' .. Peter M. bBlau, The Dxnall1cl!I 
ot Bureaucracy (ChIc&«o 1 University of Chicago Press, 1933J. 
lelv!11'8 Daltan, '.1\ Who "'!mYe (New Yorkl John Wiley and Sona, 
19S91~ Alvin W. Gouraner, Pattern of Industr al Bureaucrac 
(GleReoe, Illinoi8' 'l'he Pree Press, 9 J rv 0 an, 
AIYluma (Harmonsdworthl Peng~ln, 1968). An •• l. Strauss et •• l:, 

a chiatric Id.ol0 i •• and Inetit~tion. {Ne. Yorka The Pree 
Pre •• , 

" , , \ ! .. tG + .. ri ~ :': " 
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omplex organizations explicitly, they share a number of 

ssumptions and directions in their reeearch. 

JSO 

They aIl tocus upon aspects of organilational activitie~ 

that are not obvious xo ~he superficial observer, and are often 

not in accord with the prganizations' .elf-images. The focus 

ia upon informaI and dynamic aspecta of organizational ~ctiviti~s 

auch as clique for~tion, bargaining and negotiation in 

decision-making, confliets, informaI sanctions and rewards, and 

/ proceaaes of rule-making and rule-breaking. A1though they 

i emphasiz~ dynamic features of complex organizations, these 

investigators a1so try and account for regularitiee and routine. 
~ 

, 
They .. tempt to explain th~ basie of consietencies and patterns 

of organization without having to make the liaiting assumptions 
1 

of the structural-functionalist school of sociologieal theory.200 
\ 1 ~ 

Strauss's~Ol concept ,of "n.gotiat~d order" represents this trend' 
... 2 2 l among symbolic interactionists, and Homans' 0 notion'of ( 

oC. 

"practical equilibrium" .mong exchange theoriats. 

My research has been influenced by both the aymbolic ... 
200Crozier is an exception in that he adopta a function

a1ist approach, although he does racognize ita limitatione and 
tries to avoid the. ae far as p~slible. The tara "function" 
does not need to laply the atructural-functionaliat meaning in 
terme of ayetem maintenance. Whara the term wal u.ed in this 
study it was in reterence to achieving organizationa1 goals, 
not maintaining syetems. 

2012;2. ci t •. 

202aeorge ca.par Homane, "Social Bahaviour .a Kxchange," 
in Sentiments and Activities (iDn4onl Routle4'ge and Kegan Paul, 
19621_ 

~. 

Il 
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interaetionist and exchange variants of the trend. . Coneerning 
~ 

the social organi~ation of Teal estate, l have found the image 

of negotiation presented by Strauss to be too'volatile. 204 There 

~ basic struetural feature~ which are quit~ consistent over . , 
time. Furthermore, these ,par~istent structure2 ean be explained 

in terms of the wid~r Înstitutional eontext, and~he unde~lying 

social relationships and ~ward systems sueh as the services-

'~"for-commissién employment- contract. To \his extent,. m~ analysis 

is more compatible with exchange theory. 
" ' ~ 

On the other hand, behaviourist psychology and its 

vocabulary of positive and negative reinforcement, the normal 

psychoiogiCa~ basis of exchange theory, is too limited and over

simplified for comprehending day ... -to-day behavfour of the members" 

of the company and their clients. Contrar~ to Homans' conditions - ~ 

for practical equilibriuf' ch~nge would occur even where social 

profit levels are ~igh205 if member~ of the organi~ation 

expected that the change would increase p~ofit levels even more. 
" ."". 

-""" .. B&.a.v.iC\,ij,f~J., •• ;psychology eannot account for man 's extended 

~~ ..... o " 

~/. 

. ~ 

20jConflict theory, as implied by Dalton, can be 
considered a special case of exchange theory'. ' See the discussion 
by Wàlter'i. Wallace, ed., Sociologieal Theo~y "(Chicago. Aldine, 
1969), pp. 31-)4. .' • 

204This volatile image is clearly_expre8s~d in the 
following quotationt 

that it lays 

, 

. N~otiation ~s not"orgapized" in the sense 
down permanent ~xpectatlons for behaviour. 
expeetati~s are perpetually negotiate4L_s 
arise. The bases for worklng togethe~are 

Rather, , , 
new si tuatlons J' 

cont~nual1y 
reconetituted through n~gotiation. . 

Q2. cit., p. 374. . 

_ 205H~nst' theory ~t "p~etical, equilibrium" eouid no~ . 
. a~epunt40r thls beeause it impIiea that the situation would< -
remain ~ta.tib as long as lev.els of "J!0ci~l./protit" are hl'gh. 

~ 
.. 
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behavioural context through language and mental proceeees. This 
t, 

requires analysie with conoepts suah as InterpretatIon, 
" 1 expectatione, definition and redefinition of the situation, 

strategie's, and taetice. This vocabulary of mental processes 

ie not, necesearily incompa~ible with one of coste and rewards. 

Indeed, individual and c~llective strategies are essentially 
, ' 

mental constructs which guide behaviour with reference to 

expectations of future. reward!. 

The organization of econ~mic activities within large 

organizations in induetrialized societies has major impliçations 

for people seeking success and work satisfaction within thenh 
c 

The study of the nature of work wlthin these organizations and 

i ts effects upon the peychological development o'f i~ividuals 
~ 

'has been a major tneme in sociology since Karl Ma~x conceived 

his theory o.r alienation and Emile Durkheim hie theory of ,

anomie. In the twentieth century, Industrial Socio1ogy has 
'. 

focueed, main~y~up~ worker satis~action and productivity within 
< • ------ ' 206 ' 

large organizations and worker-~nager re1atlonehips. 
'l/l 

Occupational Soci~logy ta's beèn concerned, more wi th those service 
, 0 , 

occupations where the practitioner ie Invo1ved in a complex of . 
re1ationships with c~lents and co~leagues.20~ 

r.' 

l06Examp1ee are. Ely' Chinoy, Automobile Worker. and t e v 

AmericfD Drerm (Garden Oi tyl \ Doubleday, 1955 J "an R.D. La ter, 
The Poremanen Industrial Relations (New York. AMS Press, 1948). 

, . _/ 207 A pa~h-breakin« dlscu"ss!on ie, Everett C~ Hughes, l!!.!1 ' 
and~heir Work (Gleneoe, . Illinois, The Pree Press, 1958). 
Recent exa.p1es include Pred Davis. "The Cabdriver and his Fare," 
AJS, 65, 1959'::'60: .})p. 158-165. - - ~ ,\ 
~ 0 

/' 

\ 
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Real estate is an oocupation in which its agent 

.praotitioners a~.enmeshe~ in a,oompliotted network of relation-

Ships with company managers, coll~gue8 within and trom other 

oompanies, clients !rYing to sell and buy houses, and practi

tioners trom related fields such as lawyers and mortgage lenders. 

To a large extent, this study was conoerned with developin~ 
1 

1 

models which typify these dlfterent rel~tionships. Other 

models of industrial and serviee occupations suggested some of 

the main issues, but none ot them could be applied re,allstlcally 

to real es~ate w~thout major modifioations. Studies of 

ocoupational careers208 helped formulate the section of raal 

estate career patterns, and anthropological investigations of 

entrepreneurs209 and middiemen2lO ~ere use fuI in showing how 
~~ ~ , 

individual strategies and oharacteristios r~late to these 
[-'3 

oareer patterns •. . \ 
The influenoes upon the ~searoh,--!'8ported here, then, 

were ma~y and various. This doea not mean that the theories and 

models were a priori. Many ~onoepts have been generated from the 
• ù c 

data themselves and Many have beenLadapted from the work of other 
o 

208See the examples cited in footnote 209 below,°Beoker's 
article "The Ca~~t of the Chioago Public Sohoolteacher," AJS, 5h 
1952, pp. ~70-477, and Oswald Hall "Types of Medioal Careere," 
AJS, 55, 1950, pp. 24)-25). 5 

t ~ 

209Fredèrik °Barth, .d., The Role of the EntreDreneur ln 
Sooial Change in Northem Monay (Oslol UnIversIty;,ot Oslo Prese, 
1964)J and CyrIl S. Be 1 shaw , "The Cultural 'Milieu of the 
Entrepreneur,~ Explorations in Entrepreneur!al Hl.tory, 7, ~ 
1954-55, pp. 146-163_ ~.' . 0 , 
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sociologists, but not unless they have been shown ta fit the 

data. This approach has its advantages and limitations. 

Advantages and Limitations of the Approach 

\ The accepted view towards qualitative methods in 

twentieth century American soc~ology has been that they are 

useful in an exploratory way at thie-early "stage" of social .. 
science, but they are only helpful in so far as they lay the ... ' 

o 

ground-work for "real" seientific investigation uSing quanti

tative methods. This view is s~ pervasive that it .is often 

shared by the best field researchers themselves.' 

354 

This, then, is not a seientific study, ~or it does not 
provide '~hat Merton has cal1ed compelling evidence for a 
series of hypotheses. It is, rather, an attempt by a 

. trained social scientist to descrlbe and o~plain the 
behavlour of a large number of people ••• 211 

, (my emphasis) 

Our work correspondS,- in' fact, tu an indispensable 
phase of scientifie development!lZhat which could be 
termed the exploratorY phase ••• 

(my emphasis) , 

While paying lip-service to the predominant image of science, 
. " 

~hese researchers, Herbert Gans and Michel Crozier, paradoxically 
, 

proceed to defend their method as the only one ,suited ~o their 

task. 

• •• 1 do not mean to cast doubt 'on the conclusions l 
reached -- 1 stand behind themal1 -- or on the methods. 
l used. Participant-observation ls the on Il method l 
know that enables the rest.rcher to get close to the 
realities of soclal 11fe. 213 

(my ellphasts) 

21lHerbert J. Gans, The Urban Villagera (New Yorka The 
Pree Press, 1962), p. 349. .. 

21?Mlchel Crocier, The Bureaucratlc'Pheno"non (ChiQ-go • 
. uni~erslty of Chicago Press, 1964), p. 2). ' 

·2l3Gans, RR.a. .l1L,,' p. ,3S0. ., 
. ' 

, ' 

, \ 
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'To resolve upon a clinical approach may seem regressive 
aiter certain earlier ambitions of the social sciences. 
However, this seems to us ndis ensable for aIl those 
problems ~hich touch upon the soc ology ot institutions 

, and the sociology ot action. There are no shortcuts 
possible-. 214 i:<J \-.. 

(my emphasis) 

Perhaps ft is the conventional ~iBdom, andUnot the method that is 

mislead~ng. If field methods can "get close to the realities of 

social lire," and "touch upon the sdciology of institutions and 

the sociology of action", they may be as scientiflc as any other 

Methode, depending upon the problem to be <lnvestigated. l believe 

that field methods are well-suited to discovering and analyzing 

asp,eets of social "organizations and the proceseing of people 

t~rough groups and institutions. 

"r The practical, methodologieal advantages of field res~rch 

are well-known. it provides immediate aecess to a sample of the 

. social behaviour being researc,hed, it is flexible in that 

techniques can be modified to ,uit, the situation,2l5 it permits 

the,development of pèrsonal relationships with members of the 

group or organ~zations which makas more penetrating questions and 
1 

discussions possible. The theoretical advantages of the approach 

have received much less attention. 2l6 q shall now discuss three 

214Crozier, ~ ~, p. 2). 

2l5As in my abandoning s.i.mple observation in '\the company'. 
ganeral office. (Se. above) 

2l6With the noteable exception ot. Glaser and Strauss, 
2.R.!. cit. 

'-
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~ sueh advantages in my own research. 

1. 

/ The first co'ncerns th~ development of tne main concepts 
1 

1 
and categories used in 'the analysis. The concept "structural 

ambivalence", for example, expresses a key aspect of the 

relations among agents. But thls notion was emeI'gen,t in the 

process ot the investigation itself. It is a way of conceiving 

a discovery about social organization of residential raal estàte. , 

The concept ~ould not have been defined before the researeh began 

beeause l had no way of knowing what the typical relat~nships 
, 

among agents were like. Indeed, one of the purposes of the 
, 

~ese/rch was to fi~d out. It would have been difficult and 

, , arbi trary for me to specify conee,pts such as, structural ambiva

l,nce. imbalanced reciprocity, and reverse employment before l 

began the research. ""Nor eould l have defined' satisfactorily the 

variDUs categories of work, nor the agents' career patterns. 

The second theoretical advantage iB that the method is 
1 

well~Buited to explaining the proeesses by which the structural 
t 

elements' are related. 217 Take, for example, the finding that 

real estate agents had little info~mal social contact with each' 
/ ' 

other. How could thia be explained? Furthey inyeatigation 

ahowed a high level of competition,and mutual suspicion among 
... '1 ...... t 

agents. The avoidanee of informaI soc laI contacts la one 

meehanism for dealing with this. 

'. The third important theoretical 8trength of-tield 

-re.e~rch 18 tha~ it permits the Teformulation of que.tion. and 
) 

211See Herbert Blumer, "Sociologieal Analysts and the 
Variabl.", ASR, 21, '1956, pp. 683-690. . 

~ (~- ... r 
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• tentative hypotheses in light ~f what,has already been found. 

/! 

Theory and research become inter-related proceases, rather than 

separate phases of the design. Discovery becomes cumulative. 

the more t~e field researcher leams, the more penetrating 

questions he can ask, and the more he can learn~ l could ask 

a top agent, r~r example, why he w&s often lat. for sales 

meètings, and explain his answer in terms of the stroag 
\ 

bargaining position of star agents. , 
" l 

1 

----\ Nor do l Mean to imply that these advantages apply only 

~t an early explotatory stage, and that the concepts and /) 
• hypotheses could be proved or bette~ documented by another . 

method. Most of my rlndlngs and formulation~ coul~.aert~nlY 
, ' 

benefit from further reaearch •. But l would visudlize this'as 

using similar teChniques to explore diftereftt types of 

companies, different market co~ditions, and di~ferent reward 

systems. The research could also be extended to higher , , 

organizational ievels ot the real estate, busine~s an~ to . 
other departments. Thi~ would ~nvolve what Strauss and 

Glaser calI the "constant' comparative method", which ia really . \ , 
a type of survey using field techniques and based upon importanf 

\ ~, 218 
organizational variables rather than population characteristics. 

. , 
Seymour Marti~ Li~8et et. al. mat. a lomewhat s~milar point in 

their discussion o~te.ts of statistlcalJignificance for their . .---. .' , 
" , 

atudy of the ~nt~rnational T.~ograph.rs Union. . ~ 

, . 
2181 am indebted to Pro'fessor, Malcolm Spector for' 

painting out that the usual distiction betwe.~ case'study and 
survey'la too aharply ~ichoto.ous. 

\ 

" 
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To repllcate the study ot another organlzatlon would 
confirm the reeul~ under quite dif1erent conditions" 
and this would aeem of more value tha~the a$suranee 
offered by. the usual Chi-square test. ~is ie the 1 

method through which the natural sciences have made 
Most 01 their remarkable advanees, and the~e i8 no 
indication that Many of theae,ad~ances would have come 
earlier ~f modern statistical Inference had been used 
instead. 9 ' , 0 

My reaearch sutfers trom aIl the limitations of any 
, . 

single case study'using qualitative' techniques. ~he Most 

important of these concerne the generallzabiltty of findings. 

To wha~ e~tent can we generalize to other compan1es, to other 

ci ties, -, to differènt market conditions? 0 Wi th ~egard td'-' forms 

of social organization, l belleve that there Is no simple 

anawer to this question. The best that we can do ia ta assume ' 

that our modela fit simllar organ'izations elsewheJe. until 

furth~r investigations.and comparisons show the~limitations 
and misinterpretations. Scienc~ advanpes by new ~i$covery 

. , 

and building better modela of explanation, as 'weIl as further 

verification o-f existing the'ories through testing formaI 

hypotheses. 220 

, My study ls limited in other ways as weIl. l was 
, 1 

unab1e to gain access to tirst-hand data about agent-client 
, ~ 

an? agent-vendor re1atlons-and~my sample of vendors was 8mall 

a~d non-representati~eJ l wa~ unable to.~iden my scope 

• 0 

219Seymor Martin Lipset, Martin Trow. and James Coleman. 
Union Democracy (New York. The Pree Press, 1955), pp. 482-484. 

220See Thomas S. Kuhn, The. Structure of Scientiflc 
Revolutions (Chicago. IUniversity of' Chicago Press, 1(62) • 
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successfully to include the inveBtment department or the property 

management department. and my analysis is confined mainly to 

the 'departmental, level of the éompany. My discussion of typea 

'~of career patterns Beems loglcally clear enough, but it is 

limi ted by being based upon a small number of cases. FinallYi 

my decision not to adopt an organizational role was advantageous 

in many ways, and l belleve that my decision was correct. but it 

did prevent me from aChieving the empathetic underatanding of 
, 

the problems and sattsfactions of the agent's work that l 

might have achieved by becoming an agent. 

l have tried to ~how why field researoh is a good 

method for investigating forms of social organization and the 

implications of them for their members~ ·It permits the res~aroher 

to study his mate rial first-hand and to formu~ate and re-

forll'!ulate his models and theorie,a a13 his research prog~sses. 

To do better field research,: sociologists need to become better 

field researchers. One step toward this ls to share experiences, 

'favourable 4nd unfavourable, through persopal chronicles of 
t ~ 

research projects. Appendix,I has been an attempt at this for 

my study of real es~ate agents. 

.. 

r 

" , 
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Appendix II 
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.... ' 

GLOSSARY OF REAL ESTATE TERMS 

AGENT-- a person, legally employed by a broker,'who makes a 

living as a middleman in negotiating sales between 

buyers and sellers of real estate. 

AGREEMENT TO PURCHASE-- a sigried agreement by a purchaser that 

he will buy a house from a vendor for a specified priee 

and terme. 

ASKING PRICE-- the priee which a vendor initially aske for his 

house. 

BROKER-- an individual, partnership, or company which provides 

office space, seeretarial service, an,d' training to 

ag~nts in return for a share (approximately 50 per cent) 
• of the vendors' commissiQns. Legally, brokers are the 

employere of agent~. 
.. ' 

~UY1NG AGENT-- the agent who represents the ve~dor in a saI" 

negotiation. 

BUYING BROKER-- -the broke~ who represents the vendor in a sales 

- negotia tion. 

BUYER-- (1) a person actively intirested in buying a'house. 

(~) a person who obtaina 1egal owner.hip o~ a houae 

through the contract of sale. 

" 

CARAVAN-- at Highgate' Realtiee, a .. ekly occaa1oh during which t~ , . " 

coçany'" ag.nt_ viei t al1- the,il"" new, listings. 
.• t 

• 
,,60 -

. " 

{, ' 

l' ' 



CLIENT"'-

)61 

(1) as used by Hlghgàte agents 1 

a. a person aetively looking for a hous. tq buy 

with an agent. 

b. any person who is ei ther trying to buy 
, 

sell or 

a house through an agent. 

(Z) legally, a vendor who has made a list-iÎ1g agreement 

wit~a real estate broker. 

COMMISSION-- an amount of mone, (usually 5 ~r cent or 6 per eent 

of the selling priee) paid by a vendor to the listin~ 

Qroker. The listing broker gives the listing agent his 

share, and passes on another share' (approximately 50 per 

cent) to the selling broker. the latter in turn 

distributas a shara to the selling agent. 

COMMISSION SCHEDULE-- a sehedule, varying among companias, 

,- designating shares of ~he commission for listing 
r 

broker, listing agent, selling broker, and s~lling agent. 

CONTRACT LISTING-- a legally binding agreement whereby a vendor 

&llow8 a broker and his agente to try to s~rl his hOU8\ 

d~ing a speeified period for a specified priee and term&, 
1 • 

COUNTER-OPPER-- a return bid by a vendor specitylng priee and 

terme in relponse to an olter b1 a potential purchaser. 

Normally, the priee specified ia higher than that ot the 

orter but lower than the initial aSking priee. 

EXC~USIVE LISTING-- a eontract listing in whieh'the vendor givea 

a particular company the exclusive right to try and tind 

fa buyer tor hie house. • 

-
", f , , 
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LISTING (AGREEMENT)-- an agreement between a vendor and a real 

estate eompa~y, in whieh the vendor agrees to pay'a 

commission to the company, if its agents find a buyer 

for his house for a priee and terms Bpecified in the 

agree~nt within a specified period of time. 

)62 

LISTING AGENT-- the agent who negotiates a listing agreement with 

a vendor, and who services that listing. 

LISTING BROKER-- the broker with whom a vendor makes a listing 

agreement. 

LISTING PRICE-- the aeking priee for a houee specified in the 
" listing agreement. 

MSS (MUST BE SOLO) LISTING-- a listing where the vendor ie 

anxious to sell his house ae soon as possible, and May 

accept a low offer. 

MLS (MULTIPLE LISTING SERVICE) LISTING-- a contract listing . 
signed with a particular' broker, but where all members 

of the Montreal Real Estate Board can try to find a . ; 

il 

buyer for t~e hous •• 

MONTRE~L ~~t EST~TE BOARD (M.R.E.B.)-- the occupational 

association of raal estate brokers in Montreal, with 

agents as non-voting associate members. ~ 

OFFER-- the priee and terms.Qff~red by a potential purchaser for 

a house, usually somewhat balow the vendor's a:s,king priee 

_and terms. 
-

OPEN LISTING-- an informaI listing ~raement in which no contract 
1 

is ~i~edl, and the. vendor remaina'rra. to sell on his 

own or through another.broker. 

J 
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POTENTIAL PURCHASER-- a person, actively looking for a house to 

buy. 

PURCHASER-- a person obtaining the ownership of a house through 

the legal contract of sale. 

REAL ESTATE-- land and attached buildings. 

REGISTRATION SYSTE~- a system formerly in effect at «ighgate 

Realties where an agent would regi~ter his clientes 

(potential purchaser's) name in a book, ~nd no other 

agent in, the ,company could sh,ow houses to'" the c\ient. 

~~IDENTIAL REAL ESTATE AGENT-- a real estate agent who nego

tiates sales o~ owner-occupied houses, and of small 

residential buildings (up to four units) owned as 

investments. 

SALE-- the pro,cess whe1bY ownership rights tq, a house are 
-, 

passed from a vendor to a purchase~, legally ratified by 

a contract of sale. 

SEL~R-- (1) a p~rson who is actively trying to sell his house • 
.. 

c 

(2) a person who gives up ownership rights to a house 

through a sale. 

SELLING AGENT-- the agent representing ~he purchaser in a sales 

negotiation. 

SELLING BRO~R-- the broker representing' the purchaser in a 
o 

sales~tiation'. (1,/ 0 

SPLIT LISTING-- an exclusive listing whera the listing broker, 

ù through the listi~,agent, grants,an outside COMpany 

the right ,to look for a buyer for the house listed. 

/ 'VENDOR-- a person actively attempting to sel1 his house. 

" " 
!1 

/ 

... 



,. . 

o 

\, 

." e 

/---

BIBLIOGRAPHY 

*Since this study has been inf1uenced by many different 
V' 

areas of the li te rature in social science., l have divided the 
.-

bib1iography into sections according1y, and' have included only 

the works which have been-. most influential. 

Economie Anthropology 
,p 

Barth, Fredrik, ed. The Role of the En'trepreneur in Social 
Change in Northern Norway. Oslol The University of 
Oslo Press, 1964. 

Belshaw, Cyr~l S. Traditional Exchange and Modern Markets. 
Englewood cliffs, New Jerseyl' prent;ce Hall, 1965. 

____ .• "The Cultural Milieu of the Entrepreneur. A Cri tical 
Essay. If Explorations in Entrepreneurial History, 7, 
1954-55, pp. 146-16) o 

Bohannan, P. J. "Sorne Principles of Exchange and Investment 
. Among the Tiv." AA, 57, 1955, pp. 60-70., 

Codere, Helen. Fighting With Propertyl A Stugy of Kwakiutl 
Potlatching and warfare5 1792-1930. Seattle. University 
of WashIngton Press, 19 6. 

Dalton, 'George, ed. Tribal and Peasant Economies.' New ,York. 
Doub1eday Anch,or, 1967. 

( 

____ a "Theoretical Issues in Economie Anthropology," 
Currant Anthropology, 10, 1969, pp. ,62-102. 

Dewey, Alice. Peasant Marketing In Jav~~ 
Free Press, 196~. 

Q 

Glencoe, Illinois. 

FirtA, Raymond. Malay Fishermenl Their Peasant Economy. 
Londont Kegan Paul, 1946. 

Foster; George. "The dyadic Contract, a Model for the Social 
~~ Structure of a Mexican Peasant Village." AA, 6), 

'1961, pp. 1173-92 • - , 
, 

___ ~!. ____ • "The Dyadic Contra ct in Tzinzingan, III Patron-Client 
Relationship." !A, 65, 196), pp. 1280-94.~ 

~.. 1 

" 



'It 

•• 

, . " , , 

( . 

'. 

.) < , 

\ . )65 
~li~ford.~leddlers and Princes. Chicago 1 ~niversi tyr 
of Chicago Press, 196). 
'. '. Il 

.Geertz, 

}\atzin, Margaret. "'l'he Jamaican Country liiggl,er." Social and 
Economie Studies, 8, 1959. ~ , 

,LiLc,lair, Ed";ard E., and Schn~i.11er, Ha~pld K., edJ' Economic 
~ AnthropcHogy. ~London.' .Holt, Rinehard, and win·s~on, 

,/1968. ' 
" 

MalinowSki, .Bronislaw: Argonauts of th,e Western .. Pacific. New 
. Yo~kl E. P. Dutton, 1922. 

- , 

--_ ....... • ~'The Primitive Economies of the Trobriand Islands." 
• 0. The Economie Journal, )1, 1921, pp. 1-16. 

'. 

, 

MaUSS, Marce 1. The Gift. Londom ,Cohen and Wes,t, 1954. 

Sid~ey YI. "Peasant Markets. Il 
1960, Py' 112-18 

Mintz, Scientific Ameriean, 20), 

. ~ "The' Role of the ____ e_--:, 

K Distribution System 
Hu~n Organization, 

Middleman in the InternaI 
df a Caribbean Peasaqt ~conomy,,," , 
15, 1957, pp. 1,8 ... 2). . . 

...... 
. , Nash, Manning. Primitive aY{d Peasant Economie Systems. 

~ Scranton, p~nnsy1vanial .Chan61er, 1966. - .. " 
1 • • 

\ Paine, Robèrt, ed. Patronage, Brokerage, and C1ients~~ in îhe 
~rctic. St. John • s, Newfoundlân~ 1 Insti tute of Soc al ' 
and Economie Research, n.d. ~ .' 

.., . 
Po1anyi, Karl, Arensburg, C., and Pearson, Harry W., ed. Trade' 

. ~ and Mar!et in the E~r1y Empires. Glencoe, Illinois. 
"" ", Free Press, 1957 •. ~ ~ 

~ , SahlirlS, 'Marshall. "on the Sociology' of Prim! tlve Exchange." 
The Re1evance of M09l1s in Social Anthropology. E~~d 
by Michael, Banton. A.,S.A'l Monographs. 'New York. /' Pra 1er, 1965. ~ ~' . 

s~li8b~ry~ .~. From ·Stone. to ~teel. 'New Y~rk. ca~~ridge 
~ • -<'". Un versi tif Press, ~962. . t 

____ • "Tr~4e ~d ·Ma:rketse Mt. Intem~tional EnoY'è10pedia of 
.: SO,cial, acienc~, vol. 16't pp. ~B .. 122. . . 

~'''Ube~i, s. 'The poiiti98 of the Kul,j' 'Ri!!!. Mànch.sterl, 
..... ' , Uni,versI'by of ',Manchester pre88,-1~62. '," ~_. ' 

):-

) 

W.olf, Eric'. peasanta. 
" Hall, 'i9~6. . 

Englewood Clitté, Ne. Jersey. Pren'tlce-
, ~ 

'. 

• t 
fl' l, \ ,- i· 

{ 

1 • ,) , . c, 1 t 
• ~~ f .. \ .. 

~lo '), 
. , 

.. 
" • 1 . , p 

,e '1' '\ .... - , . 
t 1 j r j .. . ~ t. \ _. , , . ~---L{ .( . 

(
' ~" .':~ 

~ . - \ ., ,( t" l 

•• t 

'fi' ... 



-. 

1 

, 
• 

, , 

•• l ' S 
1. 

-,,~ 

. , 

. -
, 
• 

.. 

• Economi~ Sociology 

. . 

., 
" n_u Wore, RJ.chard E. . .iThe Markets and the Mores 1 Economies, and ,'"\ 

• Socio10gy." Social Forces, 27, 1948-49~ pp. 121-35 • 
• ~ d ~ 

~reed~ert, ed. Marx On Economies. Harmonsdworth, 
Mi4tllesexi Penguin Books, 1961. 

J 

Parsons,' Taleott, and Smelser,' Neil Jj Eeonomy and Society. 
o Glencoe, . 111i,nois 1 Pree Press, 1956. 

, 

Robinson, Joan.' -An E~ay on MaFxian Economic~. 
Macmillan" 19 9, 

London 1 

• 0' ... 

Sme'1ser, Neil,'J. The Sociology of, Ecônomic Life'. Englewood 
Clfffe, New Jerseyl Prentice-Hal1, 196). t) 

, ed.. Readings in Eco~omic Sociology. Engilewo,od ~ 
~--~-Cliffs, New Jerseyr Prentice-Hal1, 1965. 

;, 

. 
" . 

Weber., Max. The Theory of Social "and Economie Organization. 
-New ~ork. Oxford Uni~ersity Press, 1924 •. 

, Il 

Institutional Economies , 

Baranj Paul A., and Sweezey, Paul M. MànopolY Ca:ei ta-le Ne'; 
York. Mont~1y Review, 1966. 

J .' ~ "-Be rIe , Adolf A., Jr.' The Twe~ieth Century Capita1ist Revolutio~ 
New YofiA' Harcourt Brace, 1954. \ 

Commons, ,John R. ~T~h~e~'~Le~~~~~~~~~~~~~~~. 
Wisconsinl 

.# 

Ç}a1brai th" John Kenpeth. 
Miff1in, 19.56.-

~~~~~~~~~~m. Bostonl 

~ The Affluent Socie 
---1958. 

Houghton 

• The New Industria1 State. 'Boetbnt HoUkh~o~ Milfl~n, 
----1967. 

.. 

~ \ Kemp, TQm. "Galbtaith'~ Prophet· of American Neo-Côlonialism." . 
Science and Society. 29, 1965, p • -,85-400.. ,~ : ' 

• 
'R 1 ' 

. , 
1 . 

~T~he~C~o~~~t~i~~~~~~~~~~. 
Ha~rd -un iJ1n s1 ty Pree l'59.,·, J. ( ., 

ution'in A riea., Nèw 

• -1 ' ,/ 
l· 

, , 

1 ,.~ . , 
, 
~', 

j ~~ ~ ~~ __ ~'~ __ :~:~I _____ -t~,\ __ ~~W!_'~~,~~~"~ 



.' 

. . 

, , 
i, 

• 1 

'; 

., 

, 1 

Perl0, V. "People's Capitalism and Stock-Ownership." American 
Economic Revi-ew,' 48, 1958, pp. 333-47. , 

Polanyi, Karl. The, Great Transformation. New Yorkl Farrar 
and Rinehart, 1944w 

Veblen, Thorstein. Absentee Ownership and Business Enterprise
in Recent T;mes. Clifton, New Jerseyl~JKelley, 1923. =. 

• The ~heory of the Leisure Class. 
----Modern Llbrary,' 1934. ' 

New Yorkl The 

, . 
Economie Theory ~ , 

, 
. Ackley, Gardner. Macroeconomic Theory. ~)Londonl Col1ier~ 

Macmillan, 196,1 •. 

':'-.. 

, ,.!.... J . . 
Chamberlain, EawardJ H. T , Cambridge l' Harv~a~r~~~~~~~~~~~~~--~~~~ 

# , 

D6w, J.C.R. The Management of the British Economy~ 1945-60. 
Cambridge 1 Cambridge- Uttiverstty Press, 19 4. , 

... KÇll1es, John Mayr)ard. T~e General Theory of Emplor;ent, 'Interest, 
!\pd Money. New orkt'" Harcourt Bra:ce, 193 • 

-Lipsey, "Richard 
London. • 0 

, ,~ 

Marris, Robin. 
London. 

of Mana erial ta italism. 

t) 
Oxford 1 

Imperfect Comp!tition. 
6 

" , 
.' , 

, '\' " 
Samuelson, Paul A. Economies. Ah Introduetory Analysis •. 5th~e~ 

New -.:york," McGraw Hill, 1961. 
, l ' .' . 

Stigler, Géorge J'. The Theary of Priee; ·3rd ad. New York. " !, Macmillan,' 1966.. ) 

Stonier, "A1:fre.d WIh., and Hague, Douglas., Ch~lme+,. A Te~tboo·k.\ 
) • 0 ~r Economie Theoq. Harlow, 'EttaIXI Lo~man'1 19~4. 

"1 l' 1" . 1 

Soci'o,logical Thl,o!"Y , ~ 
:) , 

BaillY, t. G.·f strateS.ms ~4' Spoïls~ 
" , 

, ~ . 1 .' . , , . 
" , ,1 . 

., , 
\ . . ,. . , '" . . 

1 .'. \ 

Oxford. 'B1ac~.i1, '1969. 

/ 

• 1 



., )68 

Becker, Howard S., "Notes on the concept of Commi ttment." AJS, 
66, L960-61, pp. )2-40. 

Q 

Berger, Pet~~. Invitation to Sociology. New York. Doub1eday 
Anchor, 196), 

Blau, Peter M. Excha~e and Power in Social Life. New York. 
John Wiley an Sons, 1964, 

Blumer, Herbert. ~'socfety as Symbolic Interaction." S:(1!lbolic 
Interaction. A Reader in Social psychology. Ed~ted by 
Jerome G. Manis and Bern,ard N. Meltzer. B9ston. ,Allyn 
and Bacon, 1967. 

BuckleY. Walter. Sociology and Mode'rn Systems Thec:Sry. ' 
~ng~ewood cliffs,JNew Jersey. Prentice-Hall,1967. . ~ 

Emerson. Richard M. "Power-Depe~dence Relations." ASR, 27, 
1962, pp. )1-41. ' 

.Goffman"Ervi~g. The Presentation of Self in Everyday Life. 
Edinburghl Univers! ty"of Edinbu~gh Press. 1956. 

Homans"George C. Social Behavior. Its Elementary Forms. 
, New York. Harco~rt. Brace, and World~, 1901. 

_______ • Sentiment~ and Activitles. Gleneoe, Illinois. 
Free Press, '1962. ' il 

" 
_____ , 'The Hùman Group. London. r Rbutledge and Kegan Paul,' 

1957. j • '# 

, ' 

Hughes, Everett c. french Canada In Transi tiorf. 
Univer.sity of' Chicago Press, 194). 

Chicag01 

, ~linowski, Bronis1aw.. A Scientif'ie, Theo~ of Culture. 
Ydrk. 'Oxford "unlv~rsity Press, 19 o. ' 

New 
~ 

Martinda1e, Don. The Nature and TyP!S of Sbciological The,Ory. 
Boston,. Houghtdn-Mlfflin. 1960 • 

• 1 

~rx, Karl, elected Writi s in Socioio and Social Philoso h 
Edited y T. B. Bottomore and' l.n Rubal. London ... , 
Watts, l'56. '. " 

" . 
Mead, 

• ' • 1-!'\ Il 

George Herbart'. Mind. Self Md Sogiety. Chicago. 
University of' ChIcago Press, 19)ij. "~ . .' 

, Shibutani. T. ,Improvised Né.a. ft Indianapolis.', Bobbs-fIIIrri11, 
1968. 

• 
' ' 'Sl_l, a.ol"g. ~. SObi010~lt ~or'; 81_1. ,Edj, tell 'by' ~ur1j 

H •. Wolff. Gleneo., 1 lrnoIs. 'l'he Pree Press,' ·1950. ' 
r , ' 

, , 

. ' .. , . 
"'\ 9.. , .. ,' l !~'. i \ \ " ' . ( 

J < i \ •• 



o 

• 

, , 

.1 , , 
_ {, lL' 1...,., 

, 

Wallace, Walter, ~d. Sociological ~heory. Chicagpl Aldine, 
1969. 

formal'Organizations 

Blau, Peter M. The DYnamics of Bureaucr~cy. Chicago. Universit,y 
of Chicago Press, 1955. , 

Crozier, Michel. The ~ureaueratic Phenomenon. 
University of ChIcago Press, 1964. 

Dalton, Melville. '~~o~ge. New Yorks 
Sons, 1959. 

Chicago 1 

John Wil'!y and 

Etzioni, Amitai. 
Jerseys 

Modern Organizatione. 
PrentIee-Hal1, 1964. 

Englewood Cliffe, New , 
____ , ed. ReadinglS on Modern organizations. Englewood 

Cliffs, Ne~ Jerseyl P~ntice-Hall, 196~. 

Goffman"J Erving. Asylums. Harmons<;lworth, 'Middlesexl Penguin 
Books, 1968. ~ 

~ 

Gouldner, Alvin W. Wildcat Strike. YellQw Springs, Ohios ~ 
Ant~och 'Press, 1954. 

, 
_______ • Patterns of Industrial Bureaucracy. Gleneoe, I11inoi~ 

Free Press, 1954. 

~ Krohn, Roger G. "Contliet and Funetion1 Some Basie Issues i~ 
Bureaucratie Theory." BJS, 22, 1971, pp. 115-:132. ' 

1-

Krupp, s. Patterns in Organizational Anal~sis. 
Chil ton. 1961., ' 

Philadelphia. 
<1' 

Roethlieberger, F. J., and Dieklon, W. J~ ,Management and the 
'Worker. Cambridge 1 Harvard universf.ty Pre"S8, 1939; 

Stra uss, Anse lm et. al. 0 =-P-.SYlL,;c::.:h;;.:i::.;aï=-l*f~' i~,c;....::~_d.;;.._o.;lo;;,jgliali:.;e;..;:.:.....;:an ... ;;;;;:s1~IM~_ti=-t_U •• ~;:.:1::.::o~r)=s. 
" New YOt'kaFiii Press, 1~ .. 

, 

Si,lverman, David. The Theory ot 0t«anizations. Londons 
Heinemann, 1976. . , 

Oècupational S00101oo:,.. :(~ ..... ~~, ... "'\. ~ 
'BeCker, How~rd s. Out'fde~. Glenooe, 11lino~às 

196). . , r 

.. • ,-The Car..r 'ot th.' Chicago Pllblio Sàho01 
---AJS; . 51, 1951-52, pp. 470-77. ' 

. ' 

-----. _ L • 

\ 

i 
1 
1 . ' 

f 

, \ 

.. , 
1 , ' 

Pree pre.8, 

Teach.r~ " 

" 

,. 
\ [. 

; , 

" 

, , 



• 

. t 

" 

l' , 

,. 
,>. , , , 

. , 
" 

/ 

.\ 

370 

, and Carper, J. W. "The. Development of Identification 
-------with an Occupation."' AJS, 61~ 1955, pp. 289-98. 
~ ~ 

____ , and Stra'uss, Anselm. "Careere, Personality, and 'A ult 
. Social.ization." AJS, 62; 1956-1; pp. 253-6). 

_______ , !1 al. Boys in White. Chicago 1 University of 
Press, 1961 " . 

, ~ 

Bryan, James H. "Apprentioeehips in 'Prosti tution." 
l Problems, 12, 1965, pp. 28?-91. ,(.;ît'p 

\ ;-

J" 
Il 
,\1 

'. ' 

__ ~_. "Occupational Ideologies and. Indivldual Attitudes in 
Calt Girls. Il Social Probl,ems, 1), J.966, pp. 441-50. 

Chinoy, Ely. Automobiole Workers and ·'the American J1ream. qarden 
City, New York. Doubleday, 1955. 

DaI ton, Melville'. ' "Iflformal Factors in Career Achievement ... 
,AJS, 36, 1950-51, pp. 407-15. - ,.. ;~, 

Davis, Fred, .tThe Cabdr'iver and His Fare. ft AJS, 65, 1959-60, 
pp. 1;>8-65. 

1\ 

Freidson, Eliot. "Client. ~ntrol and Medical Practice." AJS, 
65, 1959-60, pp. 314-82. " 

)' Il 

Glazer, Barney G. Organizationa1 Scientists. Their Professional 
Careers. New ,York. BobbS-Merril1, 1964. 

1 

__ ,\ __ ' ed. Organizational Careers. Chicago 1 Aldine, 1968. , 

Goo.de, 

Ray. "Jani tors versus 'l'enants t A Statua-Income Dile~.", 
'ill" 51; 1951-52, pp • .486-;93. : 

'" l ' .. 

William j. "Com{uuni ty Wi th in a êommuni ty. The ____ / 
Professions."' ASR, 24, 195?, pp. 194-200. 

(0 

];{a~l, Oswald., ItThe Informai Organization ,of the Madi al 
Profession." ClEPS,' 12, 194~, pp. 30~44. 

» , , '~11 1 • 
", 1 ... 

____ a "The Stagea of a Medical Care'er~" 
pp. J2:1-)6 , .. t' 

AJS, 53. 1941-48, 

_____ .~ .•. "Types of Medlcal:Ca~ers.~ AJS, 55,1949-50, 
pp. 243-53. > -

~ -
• .. "' t J 

HUghes" Everett c. Man and Their Work. ..Gle'1coe,- Illinoi8~. 
Prée Press; -1936. . (~~ , . 

, " , 
Mi~ls, C. Wrigh~. White Collar •. Néw York. Oxt.ord University 

. , Press, ~9S1:' ~ 

1 
1 

" 1 

,1. 

1 • ~ • 

, ~ 

, 
, . 

1 , . ' 
, , 

. , 

. . 
" 

i , 
, ~ 1 

.. , ' 

.. ,(l' \ ,1 
\ d. ( '\ \.IJ 

\ 

.. 

, " 



~. 

, . 

'. 

. , 

" ' 
\ -

" . 

371 
, J 

Reisman, David. The Lone1y Crowd. New Ha~ent Yale ~niversity 
Press, 1961. 

Simpson, R. and Simpson. "The Psychiatrie Attendant. 
of An Occupational Self-Image in a Low-Status 

Deve lopment 

9-
Occupation." ~,24, 1959, pp. )89-92. • 

.' S~f m, Walter L~ OccuEatlonal Careers. Chicago 1 Aldine, 
1966. \:~tl 

Solomon, David ,Nathan. "Career Contingencies of ~ago. 
Physicians." Unpbblished Ph.D. Thesis, University of 
Chicago, 1952. 

\ 

Stebbins, Robert A. "Caree~.1 The Subjective .Approach." 'The 
Sociologieal Quarterly, l~, 1970, pp. )2-49. 

Whyte, William H. Ji. The Organization Man. 
and' Sehuster.. 1956. 

Hous.ing and Real Estate 

New- York. SimQn 

Abrams, Charles. The City is the Frontier. New York. Harper 
" . and Ro." 1965. 

) , ~ 

. . 

Alonso ~ Wm. nA Theory of the Urban Land Market. n· The Re~ional . 
Science Asàoclation Papers and ~roeeedings, 6, 19 0, 
pp. lli9-57. .. ~ 

, .. 
--:-___ ,. Location and land Use.. Cambridge 1 Harvard Un.iverslty 

Press,. 1964. . ' . " r, 
1 

Angris,t, Shirley S. Blo(),~stone. "Real" "Es~ate ·Salesmen l' The 
. Study ,of· a Sales 'Occupation."" Un~ub1ished _M.A. Thesis, 

McGi11 University, Montreal,· 1955. . G 
• Cl ,.. r 

Blank, David M. and Winnick, Louis. "The Structure .of the 
H012Sini MB.rket." ·Quarterly' Journal of Economies, 67, 
195)t pp. 181-208. , . '. li, 1 

Case, 

1 )/ 

, ' 



• 

ü , 

'. 
1 \ '1 

1 

\ " - ,l) 

. \ 

, ' 
~ !, 

~) 

372 

Cloward, Richard A., and Piven, Frances Fox. "Ghetto 
Redevelopmantl Gorporate Imperialism for the Poor." 
The Na,tion, Oct. 16, 19P7, pp. )65-67. t, 

) 
';'1 

____ • "Black Control of Cities. {·l) Heading It off by 
Metropoli tan Govèrmnent'·. New Republic, Sept. JO, 
1967, pp. 19-21. 

____ .• "Blaok Control of Cities. (2), How the Negroes Will 
Lose." New Republ1c, Oct. 7, 19~7, pp. 15-19. 

____ • ·'Rent Strike 1 D18rup~tinp; the SIum System.;' " New" 
Republic, neé. 2, 1967, pp. 11-15. ' -

ç Coons, 

l'Y 
'Corpora~on of Real Estate Brokers of the Province of Quebec. 

Real Estate Course II (Intermediate). Montreal, 
1967-68. ' 

Dowr1S', James C. Jr. princlïles of Real Estate Management. 
ed. Chicago 1 Inst tute of Real Estate, 1970. 

loth 

Fisher, Ernest M. Urban Real Estate Markets, Charaoteristics 
and'Financing. New York. Columbia University Press, 
1951. 

Form, Wm. H. "The Place of Social Structure in the Determination 
of Land Usel Some Implications for a Theory'of Urban 
Eco~ogy." Social Forces, 32 , 1954, pp. )17-2). 

, Friedman, Lawrence M. Govemment and SIUm Housing. 
Rand ~Nally! 1968. 

Chicago 1 

Gans, Herbert J. The trban Villagerl.' New Y~;kl The Pree 
'Press, 1962. 

,Hughes, Everet~ Cherrlngton. "The Growth of an Insti tu'tion. 
The Chicago Real ~8tate Board.- ',Unpub1ish.d Ph.D. 
Dissertation. Uniyersity, of Chlcago, 1931. .: 

d' ~, _, 

, . , 

Jacobs, Jane. The Death and Lite gr Great American Citi... New 
York. Bando. House'., 1961. , , ' 

Krohn, Roger G •• and 'l'ill,r, Ralph. ·Lancllo~d-!.nant ~.l.at1:on. 
in a 1)àélininc Montreal, Helghborb'ood. et 800111011,a1 
Studiea in Econo.iea &nd AdgQnietraitin, :Soc olog cal 
Revle.- iônograph.· Nu.Sir 14. eal t.a y Nul Hal_B'. 
Unlver.i ty of. Ke~le. Septe.ber. 1969. \' . 

- . ( , \ .. .. ; " 

l, 0 

1 
1 

" 
, 

1 

'" 1 
1 -, l' 

.. .. 
i 1 \ i i' ,II ',' 

1 
" .. 

" • 
.. , , 

'l, 

\ '\ 
::\1\ \ 

\ '. 
,- ' 

l , 
1 : 

/ 

, 
\ 

, , , 



• 

" 

) 

1 . 
~e 

.-
1 

1 , l" 1: , 
," 1 1 . » , 

. 1 
.' '~ . ,-. , , 

37J 

Krohn, RogerrG., and F1eming, Berkeley. "The Other Eeonomya A 
Study of Older RentaI Neighborhoods in Montreal." The 
Joint Center o~ Urban Studielt of Har\l'ard University and 
Mass. Institute of Teehnology" Working Papers. ·(To he 
published in 197~) 

Lo~ry, Ira S. "Filtering and Housing Standards. A Coneeptua1 
Analysis." Land Economies, 36, ,1960, pp. 362-70 

Lubove, Roy. The Progressives and the SIums •. Pittsburgh. 
, Uni versi ty of pi ttab\lrg~ Press, 196Z'f' 

Nevitt, Adela id~m, ed. The Economie Problams of Housing. 
New Yorkr Martin, 1967. ' 

Palmer, Edgar Z., and Murray, Francis X •. - The Omaha Real Eatate 
Market, 1950 - 12601 A Statistiea1 Study. NebraSka. 
University~f Nebraska Press, 1963. 

Poston, Elias MeCle11an. "Landlords ,and Tenants. An Exploratory 
Study of RentaI Exchange in a Low-Income Area." 
Unpub1ishe'd M.A. Théais, Ohio State University, 1969. 

Rateliff, Rich~rd U. Urban'Land Economies. ,New York. 
Gre.enwood, 1949. 

Smith, Wallace F. Housing. Berkeley. Univer~ty of Ca1ifornia 
, Press\, 1970. 

,Stern.lieb, George. The ,Tenemen:t Landlord. New Jersey .. , Urban 
,Studies Center~ Rutgers. Univers~ ty, 1966.

p 

"," 

Stokes, Charles,J. MA Th.ory of SIums," 
v 1962, pp. l87-9~? 

Land Economics, 38~" 
• 

l, 

Thompson, Wilbur R. A Preface to Urban Economics. Baltimore. 
Johns Hopkins Pre~s, 1964. Y""' 

Wheaton, Wm. L, C •. et al" ed. Urban' Housing. New.York.· Free 
Press, 1966:- -;- , 

l, 

Willhelm, Sidney W. Urbàn~ zoni, and land Un Theory. 
Il1inois, Free Pre ss, 962, ' , .~ 

.. .'. 1 

Glencoe., 

, 
Wilson, Jame. A., ed. 

, Controver.ey. 

Young, Michea1, and Willmott, Peter. Pamily and Kinah!; in East' 
IsndoP. Lond.0l1:'. Routledge and kegan paul, 19 • . 

Methodolog 
i 

1 1 

1 
1 

, , 

Bebker, Kowar4 s. '"Prôbl ••• ot Interence 
trl1.eJ1fttlDI1.\- ASR',,2], 1958, 'PP. 

1. 
, ' 

1\ ' 
. ", \ .,.". 

, .. \ ;, 
)\ '.',,-
'II \' \ " rI l,J,., 

, .. .1 :.. 

". '\\IP . " 1'\: 
.' ! \, 

'. 

, '~I 

0, 



• 

. , 

o ' 
~ , 

• 
1 ", 

.. \ " \ 

, and Geer, Blanche" S. "Participant Observation and 
----. Interviewing. A Comparieon." Human Organizati·ons, 16, 

1957, pp. 28-32. , 
/ 

_______ , !i al. Boys in White. Chicago 1 University of Chicago 
Press, 1961, Part I. 

o B1umer, Herber. "Sociological Analysie and the "Variable." 
!SR, 2 , 1956, pp. 683-90. 

' .. ftThr Prob1em of the Concep,t in Social Psycho1ogy." 
AJS, 4 , 1939~40, pp. 707-19. 

Campbell, Dona d r. and Stanley, Julian C. Experimental and 
Quasi-gxperimental Designs for Re@earch. chicago 1 Rand 

. McNally, 1966.' . , 

Durkheim, Emile. The Elementary Forms of the Re1igious Life. 
. Londons . Allen and Unwin, 1915. & 

Gans~ Herbert. The Urban Villagers. New York. 
'1962.~ ~ppendix. 

Free l?ress, , 

G1.a,ser, Barney, and Strauss" Anselm. The Discovery of Grd'unded' 
( ~ Theory. C~icagot Aldine, 1967. 

____ • Awareness of Dying. C)1.1cagol Aldine, 1966. 

Hammond, Phillip, ed. Sociologists At Work. Garden City,·New 
York. Doubleday and Anchor, 1967. 

eS ' 

Junker, Buford,H. Field Work. Chlca:gol University Of Chicago 
.1- Press, 1960. . '. ' ,. 

Kuhn, Thomas S. ;he Structur~ of Scien~ifi~ "ReVolution~8 
-Chicago. UniversIty of Chicago Press, 1962. ' . ) ~ 

tipset, SeYlDour Martin, !1 al. Union Democraey. New YÔrk~Fre. 
, Press, 19~6. 'AppendIx I. , 

, ü ( 

MacIver, R., M. " Social Oaus!tion. New York. Pe'teI: Slhith, 1 ~2. ,,' \ 

1 Mannheim, Karl. IdrîlOf and· Utopia .. , Lond,on. 
J Kegan Paul", 95 • ' 

Routledge and \ 

1. 

Mil18, c. Wright. The soOiOlogic,l Imagination. New Y~rkl 
Oxford Univ.rsity Prese, , 959. " 

Nagel~.lrnest. The Structure of Science. 
. ~egan.Paul, 1961. 

1 

. 
'-, . 

( .,--
" 

Lôndon. 
. , 

Houtledge &rut ,.1) 

.f 



, , 

\ . , 

, , 

• ' 
. 1 1 

1 
1 

, 
" -, " Il 

\ 

375 

Webb, Eugere J. et al. Unobtrusive Measureét Nonreaotive 
" Research in the Sooial Soiences. Chicago 1 Rand 

. MoNa11y. 1966. 

4 Whyte, Wm. fi'oo,te. Stre,e't:; Corner Society, Chicago: University 
of Chioago Pre'sd', 1955. Appendix, pp. 279-358. 

, 

" 

, A 

( 

.-
J\ 

,,' 
: 

\' 
1 
1 

,/ ,1 ~ •• 
" ' 

" 

" , 

\' Il ' 1 • 

\ 1 r 
, l' • 

) " \' 1. ,1 

',' 1 , 

1 . 
'" 

" 
" , 

li. 
/' \ 

1 
l , 

'1 \ 1 \ \, • " 

~! l \. 1 l , "'1 1 "\ ):\< ~\ \ ~ . , 
/ " 1 l -, 11

" \ . . , ,,\ ....., - 't \ \ . \ ., ~: 
, l'l 1'" • • l'l'CA' 
1 • '\ \. \~ •• )(\ -11J':~t 

." lilll' ''<<<.J1.l' .. 1 '_tl..~ L!A 1. ,,**bW l' J. rh t(·)J',.I; f'tt'i:' ri", Wîfè'ii 


