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		ABSTRACT
This paper aims to provide a better understanding of call centre organizational development in India and its cultural impacts.  
The world of business is witnessing dynamic and multi-faceted changes at an ever increasing pace.  One of the past decade’s most important trends has been outsourcing, in its globalized form, offshoring.  Offshoring has become a major business, political and social issue and is being increasingly documented and studied.  However, the literature on offshoring, in particular offshoring of call centres, remains contradictory, generating extensive debate.
This study investigates and supplements current literature on offshoring of call centres, to India.  In the main, this preliminary study sheds light on the following four issues: 
1)	Has a new type of Customer Service Representative (CSR) been created in India who is 	required to cope with different tasks and pressures than those previously experienced in 	non-Indian call centres?  
2)	How Indian CSRs view their role.
3)	The impact of the call centre role on Indian culture and the impact of Indian culture on 	the effective functioning of the call centre.
4)	The effect of the developing work organization on resistance and unionization.
Call centres have created good paying and steady employment for many Indian youth who enjoy an income that many of their parents could only have dreamed of.  Indian youth now have more money to spend, financial independence, non-family friends to party with, frequently no longer live at home, are adopting Western dress, social values and lifestyle, and are becoming increasingly confident and overt.


INTRODUCTION
The 21st Century’s competitive landscape is being described as ‘hyper-competition’.  Gone are the days when economies of scale or megalithic advertising budgets established a competitive advantage.  Without innovation, firms will not survive their current business environment (Hitt, Ireland, & Hoskisson, 2005).  One such innovation is outsourcing defined succinctly by Hitt et al. as “the purchase of a value-creating activity from an external supplier” (2005: 91).  For Deloitte & Touche LLP outsourcing is “one of the decade’s most important business trends” (2004: 4) and for Bechtoldt, Blau, Isic & Zapf it is one of the “few booming operations in recent years” (2003: 332).  Many companies outsource functions, which are not a part of their core competence, using the practice to provide reductions in (primarily labour) costs (Hitt et al., 2005; Deloitte & Touche LLP, 2004; Datamonitor, 2004).  

India is a land of paradoxes where the 17th Century easily melds into the 21st Century, where an ox-drawn cart can be seen standing beside a Rolls-Royce in a traffic jam.  Here “tradition co-exists with modernity” (Ratnam & Chandra, 1966: 76).  It is commonly stated about India that “it is such a diverse country whatever you say of it, the opposite is equally true” (76).  It is a land of extreme climatic variation with many religions, with ethnic and culture diversification and numerous languages and dialects (Millen, 1968).  It may become the land of opportunity.	
This paper reviews some of the recent developments on the call centre frontier, utilizing interviews from my research with the self proclaimed ‘Call Centre Generation’ of India.  Diverse topics such as call centre operations, unionization and cultural impact are covered.  The paper opens with a review of the literature.
THE CALL CENTRE AND THE MOVE TO INDIA
Call centres have been called “the first distinctly new form of work organization to have emerged from the information and communication technology revolution” (Bibby, 2000a: 18) paradoxically reflecting Taylorism and Fordism of a once thought by-gone era (2000a).  The growth of call centres has had a major impact on both white-collar work and the consumer.  They have become part of our everyday Western lifestyle (Mahesh & Kasturi, 2006).  Call centres accomplish three main business functions: telemarketing, credit and collection and customer service (Armistead, Kiely, Hole & Prescott, 2002).  When making a product inquiry customers from the United Kingdom (U.K.) or the United States (U.S.) are just as likely to talk to an Indian customer service representative (CSR) or other offshore CSR as not (ABC News, 2006).
India has become the world’s outsourcing destination maintaining a 44% share of the global offshore outsourcing market for back-office services and software.  It is reported that 400 of the Fortune 500 companies currently have a call centre in India or are outsourcing to India.  Projections are that India’s market share will be increasing.  India is to become the world’s back office (Pradhan & Abraham, 2005).  
CUSTOMER SERVICE REPRESENTATIVE DEFINED
Employees whose primary function is to handle incoming or outgoing calls are called customer service representatives (CSRs), agents, telephone agents, telephone operators, sales representatives, customer consultants, etc. (Bagnara & Marti, 2001).  The Health and Safety Commission’s (HSC) Call Centres Circular defines a CSR as “an individual whose job requires them to spend a significant proportion of their working time responding to calls on the telephone whilst simultaneously using DSE” (display screen equipment) (HSC, 2005: 6). 
THE NATURE OF THE JOB IN INDIA
According to Ramesh, a typical Indian BPO operates 24/7/365.  Agents are expected to be flexible to various shifts and days off.  Firms in the survey normally practiced a 48 hour work-week, with two 9.5 hour shifts. Agents receive a 30-40 minute meal break and two 10-15 minute rest breaks (2004).  
Indian call centres operate on their customers’ time schedule, primarily U.K. and U.S. daytime hours, resulting in predominately night work.  Typical shifts are 8 p.m. to 4 a.m., midnight to 8 a.m. and 4 a.m. until noon.  The utilization of company transportation can add one to three hours as work traveling time (Mirchandani, 2003).  Work shifts are rotated causing employee adjustments. Explanations for the rotation, range from ensuring that no-one permanently works the worst shift, to a technique to prevent employees moonlighting (Mirchandani, 2004).
In general call centres are frequently noted for their lack of career advancement (Ramesh, 2004).  The lack of career progression opportunities often is the result of the flat structure of call centres (Bain & Taylor, 2002).  This problem has arisen in India as well (Bhattacharjee, 2003).  Armistead et al. found career progression to be an important issue.  Their studies, as well as Houlihan’s, verified the lack of advancement or opportunities for call centre employees (2002; Houlihan, 2000).    
INDIAN CULTURE
Indian culture has a long history, appears to be slowly evolving and has been described as follows.  Indian families are referred to as traditional, often encompassing three generations or more as a single household.  Elders are revered and hold a position of status and influence within the family.  Newlyweds often move in with the husband’s family (Breyer, 1998).  The Indian definition of a family unit goes well beyond that of the nuclear family of husband, wife and minor children to collectivism, which includes numerous kin as well (Bhattacharyya & Rahman, 2003).  Indian families have a firm grip on their members, controlling their fortune, a situation somewhat alien to British families (Popham, 1997).  High value is placed on family unity and acceptance of family standards.  Family duty plays a predominate role with all family members and the role of parents in arranged marriages and the provision of a dowry continues (Larson, Verma & Dworkin, 2001).  Budhwar and Baruch state that “the principle source of power in India is family, friends, caste and social standing of an individual” (2003:702).  
Parents can be very influential on where their children work and, as a result, employers often hold open houses for parents (Tribue, 2006).  Sierra Atlantic goes as far as to invite prospective employee’s parents to the job interview (Jones, 2006).  
Indian Women
Nath contends that since the 1970s the role of Indian women has changed, led by middle-class women.  A number of women are demanding greater equality both inside and outside the home and some are even finding a place in the business world of India.  The role of women in India is paradoxical.  Women have entered professions such as medicine, teaching and politics, and yet there is a history of women being oppressed and allocated subordinate roles (2006).  They remain a mystery to the Western mind, who often views them as “down-trodden and degraded, no better than slaves” (44).
Certainly India presents a conflicting history on women.  Wife battering is not unusual and the practice of dowry continues, yet women fought alongside men for Indian independence and India was one of the first countries to have a female head of state (1966).  The ongoing changes in the status of women is most obvious in the middle classes, where some women have opted for Western values such as love marriages, remaining single, leaving unsatisfactory marriages, obtaining an education and seeking equal employment opportunities.  Women are increasingly entering the urban workforce (Nath, 2000).
Love and Marriage
Whilst a U.S.A. Today report in 2006 claimed that at one call centre, female workers desired arranged marriages, there is a discernable trend towards love marriages in India.  This is specific to the middle class and is not occurring rurally, where 70% of the population lives.  Although such an arrangement may appear odd to Western thought, love marriages do not dominate the world. Yet, love marriages are blossoming in call centres as men and women work side by side in neighbouring cubicles.  For good or ill, Western culture has brought with it British and American style workplace diversity.  According to a survey by Career Builder.com 50% of U.S. workers have dated co-workers (Jones, 2006).    
A Change in Tradition
Indian CSRs are typically under thirty and single with a minimum of a bachelor degree (Mattingly, 2005).  Since it is the middle class that speaks English, it is this class that benefits the most from well paid call centre jobs, thus widening the gulf between the middle and the impoverished classes (Pradhan & Abraham, 2005). 
Call centre jobs are resulting in a large number of young middle class employees with disposable income.  India has experienced growth in the number of coffee shops, internet cafes and shopping malls. Men and women are mixing more freely and CSRs are being trained in the culture of the country where their calls originate.  They can distinguish regional accents, are up-to-date on Coronation Street, Friends and East Enders and are familiar with street names of cities they have never visited (Seabrook, 2003).  Some centres have enormous television screens showing the weather, plays and sports scores in distant foreign cities in order to enable small talk and hide the call centre’s location (Lakshmi, 2005).  Indians are being immersed in British and American culture.  Author, George Monbiot has commented “the most marketable skill in India today is the ability to abandon your identity and slip into someone else’s” (2003).  The Telegraph reports that the Bengali middle class is changing from a life of restraint and modesty to a less conservative outlook in dress, eating habits and social habits (Ray, 2006).  Call centre workers have become trendsetters, reshaping purchasing habits and conservative customs. With salaries three times that of the average graduate they spend their money in pubs and nightclubs living a life very different from their parents (Prasad, 2006).  Half the call centre employees or more do not live with their parents (Mattingly, 2005; Prasad, 2006).  At Energizer, 70% of the company’s employees reside by themselves in the city (Verma, 2006).
One female CSR stated “I love my job.  It has brought me freedom.  I moved out of my parents’ home.  I don’t ask them for money anymore.  I do what I want to.  I don’t ask for permission … In that sense, I am like an American” (Lakshmi, 2005: A22).  Being away from home, their social life no longer revolves around family but around friends and work associates.  A call centre training manager explains working during the Hindu festival of lights, “We celebrate here as if we are family.  This is like home” (Kalita, 2005a).  Dealing with the British and Americans and their credit cards, they have developed a comfort with debt, more than perhaps other Indians (2005a).
More than jobs are being exported to India, values are being sent as well.  Call centre jobs may be bringing new wealth to a young middle class but a clash with traditions is also on the horizon.  Employees are not allowed to leave work for every family function or religious event as is sometimes done by other Indian companies.  Instead, call centre employees get Thanksgiving, Labour Day and other U.S. holidays, while the rest of India works.  As a result, call centre employees spend these days off with other call centre employees.  Life revolves around the office.  The Washington Post describes the off night of a call centre employee, Pundir, who is sitting at TGI Fridays in a mall smoking a cigarette, trying to relax. This could be a CSR anywhere in the U.K. or the U.S., the CSRs not only work together, they party together and relate to each other (Kalita, 2005b).  Employees often feel cut off from their families and friends. (Mirchandani, 2004).  
The reputations of call centres and their agents in India may be plummeting.  The older generation find that their children do not attend weddings, festivals or visit relatives (Kalita, 2005b).  CSRs have abandoned their traditional garb and have donned skirts, jeans, tees and, in some cases, have joined the ranks of the tattooed. Many have acquired foreign accents and names.  Sumi will become Susan, Ratna will become Rita and they will pretend that they are not working 7,000 miles away (Bidwai, 2003).  
The Sunday Times has reported a work hard, play hard attitude in call centres where liberal attributes about sex and club drugs flourish, challenging India’s traditional social conservatism.  Reported surveys have shown that casual affairs occurred regularly amongst call centre staff, both single and married.  An Indian senior police officer has commented that “Western companies behind the call centres were causing a breakdown in the fabric of Indian family life” (Nelson, 2006).
In October 2006 the Catholic Church deemed it time to deal with the problem of call centre promiscuity.  The Church is offering week-long retreats and counseling to CSRs in an attempt to steer them from their new liberal ways.   In order to compensate for what some would call monotonous work, an American-style college atmosphere has been created with after-shift partying.  Normal socializing not being possible due to night shifts, office friendships and relationships have developed (Dhillon, 2006).  In Bangalore, a call centre mecca, abortions are up 50% over the past two years, often blamed on the call centre lifestyle.  The reputation for dating, drinking and partying is causing some parents to rethink letting their daughters work in call centres.  Bangalore’s Archbishop, Bernard Moras and every archdiocese are mobilizing to help young people see the dangers of adultery and casual sex (Haines, 2006; Dhillon, 2006).  But casual sex and abortions may not be the only issue facing call centres.  
There is a growing HIV epidemic in India.  Estimates range as high as 10 million infected, putting India at the top of the list.  India had thought it would be protected from the virus due to its chaste culture (Ananthaswamy, 2003).  The Telegraph reported that Ashish Mittal, vice-president, operations, Energizer Inc., New Delhi, stated “This industry has a young employee base that works odd hours.  Men and women live alone and work in close quarters … there is reason to believe that their vulnerability to AIDS is genuine” (Verma, 2006).  Call centres in India have instituted HIV/AIDS awareness programs for their employees (“Call center”, 2006).  
Recently, concerns have arisen over call centre staff committing suicide due to stress, unsociable hours, dealing with hostile and abusive customers, and long hours (“Suicide alert”, 2004).  Suicide rates amongst the young in southern India are the worst in the world (BBC News, 2004/4/02).  CSRs often must deal with abusive callers.  At one call centre a sign is posted ‘35=10’ meaning that a 35 year-old American has an I.Q. of a ten year old Indian.  Often an abusive caller will be put on hold and not hear the abusive back-talk from the CSR (ABC News, 2006).  Reports indicate that Indian CSRs are receiving excessive sexual harassment over the telephone from foreign callers (Kapoor, 2004; Chadda, 2005).  Pradhan & Abraham report that Indian CSRs are continuously confronted with rude, racial and abusive calls, frequently being labeled as terrorists and racially inferior (2005).  
ORGANIZED LABOUR CALLING
In order to discuss the future of trade unionism in Indian call centres, it might be beneficial to reflect on the unionization in more established call centre industries.  In general, worldwide there has been very limited success of trade unions in the call centre industry.  Barriers to unionization of British call centres was explored by Bain, Taylor, Gilbert and Gall.  They found that the inability of colleagues to interact, leave their work location, many varied shifts, high turnover, large numbers of young workers, female workers, and part-time workers, are all likely to play a part in inhibiting unionization.  Interestingly, the authors refer to the youthful call centre employees as ‘Thatcher’s children’ instilled with anti-union or individualistic sentiments (2004).
Notwithstanding the call centre industry in general being viewed as fertile ground by trade unions, union representation is uncommon (Hogue, 1998; Batt, Hunter & Wilk, 2002).  Head describes the call centre workplace as one of “overwhelming power” (2003: 109) without labour representation, devoid of regulation, where management works their employees as hard as they can (2003).  
As far back as 1987, a U.S. Congress report recognized that monitoring could be utilized to thwart employees’ rights to unionize (1987).  Perhaps it was prophetic that Castells in his trilogy on the Information Age spent so little time on the discussion of the role of trade unions in the new economy.  Devoting just a couple of pages to trade unions, Castells dismisses the ability of trade unions to represent the new composition of the work force (women, youth and immigrants) and to adapt to new forms of organization and globalization (2000; Hymen, Lockyer, Marks & Scholarios, 2003).
Deshpande and Joseph state that little research has been conducted on worker feelings toward unionism in developing countries (1997).  For the past century trade unions have existed in India representing less than 8% of the 380 million workforce (Ratnam & Jain, 2002).  Call cenres in India remain mostly non-unionized (Bidwai, 2003).  The reputation of trade unions in India has not always been positive.  Some have even credited them with making West Bengal an industrial wasteland (Ganguli, 2006).  Although this may appear to be an extreme stance, it does indicate some anti-union sentiment.  West Bengal, which is Communist ruled, loses 40-50 days a year due to strikes (Bhaumik, 2004).  A Wipro spokesperson claims that the call centre industry has made significant strides in India and that unions led to the flight of companies from West Bengal in the past.  It has been suggested that WBITSA, an association formed to protect IT workers in West Bengal, calls itself an association rather than a union in order not to worry investors.  The West Bengal government has been seeking foreign investment and has already warned that it is not about to allow strike action in the IT sector (Nahar, 2006).  Despite the International Confederation of Free Trade Unions (ICFTU) contention that the organization of call centres should be possible, this does not appear to be happening.
Trade unions in India are generally male dominated.  Participation by women in unions is low due to family responsibilities, stereotypes, cultural inhibitions, working in lower status jobs, night meetings, ‘old-boys’ network, little encouragement, lack of interest by unions in issues affecting women and less availability of training (Ratnam & Jain, 2002).  
Some young Indian CSRs have expressed a liking for their work, “Our performance is monitored, but you don’t feel like Jim Carrey in The Truman Show” Rawat said.  “I like working here … it’s amazingly interesting work.  You think you know everything there is to know about motor insurance, and then you find out something new” (Gentleman, 2005).  Rose and Wright found that there is a growing body of evidence that call centres are not entirely lacking in work interest (2005).  
Another possible reason for failure to join trade unions is that, by Indian law, it is very difficult to terminate permanent employees. All Indian states also have right-to-work laws denying unions exclusive representation in the workplace (Deshpande & Joseph, 1997).  Industry leaders in India reject the need for unions (Gentleman, 2005).  Bain and Taylor refer to management hostility towards trade unions stating “some companies establishing call centres have consistently and vigorously opposed union presence” (2002: 251).  Often trained in the West, Indian managers regularly follow Western patterns of management (Budhwar, 2003).
Call centres began in the U.S. and their management techniques and automatic call distribution (ACD) technology have been copied and accepted worldwide.  That is why many call centres have the same characteristics and philosophy (Bibby, 2000b).  One central North American call centre philosophy is that with low margins and pressures to reduce costs, unions are just an unaffordable expense.  Unionization costs are projected at between 20% to 30% of gross annual payroll (Field, 1987).  
Another factor working against unionization in Indian call centres is the competition for jobs (Millen, 1968).  Sinha reports high unemployment rates within the educated population (2004).  Attempts by an international labour union in Mumbai to organize call centre workers failed due, according to Landers, to employee satisfaction (2005).
METHODOLOGY
This study was conducted through on-site visits with Indian executives and CSRs in four Noida and Gurgaon call centres. Call centres studied ranged from the very small to the largest (100 – 2,000 CSRs) and reflected the various areas of service work conducted in Indian call centres.  Qualitative methods were used consisting of interviews and observation.  In addition, a small statistical survey was conducted with each interviewee.  Secondary data, such as employee’s average age, job descriptions, and policies and procedures were secured from call centre management.
Call centre interview candidates were generally selected on a skip number basis, unless a potential interviewee was on the phone, in which case the next agent was called upon resulting in a sequence such as 1, 3, 5 busy, skip to 6, 8, 10, 12 busy, skip to 13, 15 busy, skip to 16, 18, 20, 22, 24 busy, skip to 25.  Management interviews were selected on the basis of job responsibility and availability.
At the commencement of each interview, the purpose of the interview and interview ethics were explained to each interviewee.  This involved;
1)   the voluntary nature of the interview, their right not to participate and their ability to conclude the interview at any time without explanation or repercussion;
2)   the right not to answer any question without explanation; and
3)   that all answers would be given with the promise of anonymity.
In order to facilitate discussion, participants were requested to give a first name and last name initial.  Initials only will be used in any writings and some have been altered to ensure anonymity.  A semi-structured interview method was utilized and generally open-ended questions were used to facilitate discussion.  Interviews permit the asking of more complex questions and, more importantly, to proceed with follow-up questions, which is not possible with a questionnaire.  Also, non-verbal cues or body language can be taken into account by the interviewer.
The interviews were conducted in private and in a conversational style.  The order of the questions varied and probing questions were employed to gain further subject depth or to pursue interesting tangents to aid in meeting the research objectives.  Various types of bias were considered, careful consideration was given to the opening of the interview, appearance and terminology used.  The aim of the interview was to understand the interviewee’s world, which in some cases required the interview to advance into sensitive or confidential subjects.  Attention was also paid to the wording of sensitive questions, which were allocated to the end of the interview after a bond of trust had been established.
All interviews were recorded and stored on CD.  A transcript was subsequently made and coded by key words relating to the research.  The recorder eliminates the issue of memory failure and interviewer selectivity, while enabling the interviewer to concentrate more freely on conducting the interview (Belson,1967).  Although it is necessary to take some notes in order to establish markers, identify dates and times of interview, location, etc., it is not necessary to take copious notes to the extent that the note-taking distracts from the interview (Kovach, 2002).  Interviews were recorded openly, with the permission of both the subject and their employer and with the further understanding that the employer would not receive a copy of the recording, nor a partial or full transcript or summary of the recorded conversations.  Anonymity was guaranteed.
Interviews were conducted singly and in focus groups of up to four.  Forty-four individual interviews were conducted and 13 interviews were conducted in focus groups.  In total 57 interviews were conducted extending from CSRs to owners (see Appendix).
FINDINGS
New Type of CSR Created in India?
After visiting call centres in Canada, the United States and the United Kingdom, it came as no shock to see call centres organized and structured in a similar way in India.  There were some obvious cultural differences, such as religious shrines, work ethic and company benefits, but similarities were striking.  CSRs collected debt, sold products and services, conducted surveys, made calls on behalf of political candidates, performed legal processing, delivered product support and provided friendship via virtual chat texting.
Clients often require the use of a Westernized name, however, one Training Manager suggested that such a mandate also protects the CSR.
	Sometimes … you have to introduce yourself as an American, so in that case we have to 	provide an American name … this actually helps at the time of counseling our employees 	… an agent is very sad, OK tell me who was he talking to?  He was not talking to 	Krislay 	[Indian CSR], he was talking to Chris [alias], where is Chris?  Chris is nowhere, stop 	worrying. (K.M., personal communication, April 11, 2007)
CSRs in India can mask their identity and location by telling the customer, this is Mike (alias) calling from ABC Talent in London.  Others, when asked where they are calling from will give the Head Office location of the client on whose behalf they are calling.   If they state they are calling from London and are further queried as to where in London, they can merely click on their screen to get an appropriate answer.
A call centre Assistant General Manager explained the use of an alias as follows:
	The whole idea of giving them the alias … they should sound as if calling from the 	person’s location.  For example, my client doesn’t want to share basically that the staff 	has been outsourced to India or … somewhere else. (P.C., personal communication, April 	12, 2007) 
It was also stated that aliases made it easier for customers to understand.  A Training Manager commented “The client is specific that you can’t give out your name because it is difficult for the person to understand.” (G.K., personal communication, April 19, 2007)
A Quality and Training Head commented that they would mask their identity and location only if the client requested it, adding “Why should we hide our identity?  We are giving good customer service, why should we hide?” (K.M., personal communication, April 11, 2007)
A female CSR decided to go by the name of Sandra as a result of an enjoyable conversation she had with a customer named Sandra.  To her, the name Sandra relieves her of having to repeat her real name to customers who have not heard it before, it was a matter of convenience.  (U.J., personal communication, April 12, 2007).  
A male CSR used the name Alex in addition to numerous other aliases stating “If I use my real name they say, oh my goodness, what planet are you calling from?” He was not offended by using different pseudonyms for, as he put it, “I have to make sales” (N.B., personal communication, April 12, 2007).
One CSR used an alias “because people … don’t like to talk with Indians” (A.V., personal communication, April 12, 2007).
Aliases were not limited to Western customers.  Agents sometimes used aliases when calling other states within India suggesting that they were from that state in order to build rapport with the customer.  If the customer was located in Pakistan, a Pakistan alias might be used, or the CSR might state that they were calling from India and were Muslim.  Generally they said the bottom line is making sales (N.B., P.K., L.M., personal communication, April 12, 2007).
Although one member of management objected to CSRs hiding their identity, after spending extensive time with Indian CSRs, I did not detect a general reluctance to take on Western names or other aliases.  The burgeoning acceptance of Western style dress, culture and satellite television by the ‘Call Centre Generation’ may be softening the loss of identity in using Westernized names.
When asked about stress, one General Manager felt that it was a part of business “	Stress is everywhere in any business … whenever there is a pressure to perform you are bound to have stress, if you don’t have stress, then you are not doing the business.” (A.B., personal communication, April 11, 2007)
Many took a philosophical approach reflecting that stress is just a part of life and not really a problem.  One CSR acknowledged that stress can occur, but felt that they were able to deal with it. (N.G., personal communication, April 19, 2007)  
While some felt stressed in the call centre, the majority felt very limited stress.  The stress that was experienced most often related to performance standards rather than to their customers.  Others experienced stress when required to perform extra work such as training sessions or having to do double shifts.  One CSR experienced stress after working an unusual 72 hour shift where he was allowed periodic four hour sleep breaks. (N.G., personal communication, April 19, 2007)  Long shifts (beyond 12 hours) and night shifts were also referred to as a cause of some stress. 
Stress, when it did occur, was relieved by functions after work, talking to co-workers at the call centre, enjoying time in the canteen, enjoying their time in the company taxis, smoking, meditating, playing ping pong or watching television in the recreation area, or phoning friends in other call centres.  Good sales days, of course, always put them in a positive frame of mind.
One Operations Manager summed up the stress in the job as follows:
	Well, this job is about stress.  You can understand nine hours of taking calls everyday 	doing the same thing, that’s the monotonous part.  You do the same thing every day so 	stress is, of course, there, but at the same time we have developed such an atmosphere 	that people enjoy working.  The policies are so fantastic that people are happy to work 	with us, moreover, we keep on arranging parties after every fortnight or so, so that all 	people can enjoy … we work hard and we party harder. (R.L., personal communication, 	April 16, 2007)
The Indian call centres I observed engaged in extensive monitoring.  Studies generally show monitored employees with higher stress levels than non-monitored employees (Holman, Chissick & Totterdell, 2002; Electronic Monitoring, 2005; Boehle, 2000; U.S. Congress, 1987).  However, the CSRs’ I interviewed expressed positive feelings towards monitoring.  In the call centres I visited, all calls were taped and in some cases barged.  Monitoring was to ensure the quality of the call and to ensure that responses reflected the training CSRs  had received.  Quality Assurance (QA) staff interviewed said they determined the quality of the call by the CSRs’ product knowledge and whether he or she is meeting the parameters as set out by the client.  CSRs who score high on their calls are monitored less frequently.  The QAs confirmed that CSRs are not aware when live monitoring is occurring.  Although friendly with CSRs, since many QAs were promoted from the ranks, QAs maintain a distance from those they monitor.  After a call is barged, QAs provide feedback to the CSR.  Quality scores impact compensation and the possibility of overtime. (A.P. & T.D., personal communications, April 19, 2007)
Management felt that monitoring was for the employees’ own good and asserted that employees did not object to it.  One collections agent commented “It’s alright, it’s OK, they are giving feedback … whatever good in me today I have learned from this company, I owe it to them.” (P.H., personal communication, April 11, 2007)
A CSR stated:
	I have not heard my calls and I don’t know whether they have heard my calls or not, but 	 	quality is one thing which we can really make ourselves better  …  it is really a good 	thing actually, according to me I feel that is good. (C.D., personal communication, 	April 	16, 2007)
I found Indian CSRs perform similar functions as CSRs in the U.K. and North America, with slight job variations such as hours of work, exhibiting, however, as we shall see, what appears to be a greater appreciation for their employment circumstances.
Indian CSRs appeared not to experience more stress than CSRs in other call centres I had visited or been employed at in the West.  Stress, when admitted, generally related to performance numbers or long hours.  Surprisingly, stress as a result of monitoring was not admitted to by the interviewees.  This was somewhat hard to accept since the monitoring of improper calls, or the failure to use proper call procedures, could result in dismissal.  When pressed, the interviewees insisted that monitoring was beneficial to both the company and the employee, not unlike studies such as the Avis study, which found employees favoured monitoring due to the availability of feedback (Hartman & Bocci, 1998).
How CSRs View Their Role
CSRs were split as to whether their future lay in the call centre field.  Some saw a future, while others wanted to pursue jobs for which they had been trained, waiting for their chance in IT, journalism, architecture, etc.  Most CSRs had university degrees or were in the process of obtaining them.
An Assistant General Manager articulated:
	I’ve seen this company growing … there is no second thought about it … I have every 	reason 	to stick around the organization … I look at myself as a role model in front of 	agents 	as well … five years I have given to this organization … all these people 	[Assistant Managers and Deputy Managers] joined me as agents and they all stuck 	around. (P.C., 	personal communication, April 12, 2007)
Single and married women also saw the possibility of a career:
	I do see a career here in future … I would say that each and every day I’ve learned a lot 	of things here, every day’s a new day, you come across new customers, new people, how 	to handle them, tackle them … if I have the capability and I know I can prove myself … 	one and a half or two years down the line I do see myself as a manager in a call centre. 	(P.A., personal communication, April 16, 2007)
A Training Manager explained that whereas at one time CSRs worried about the volume of entry positions severely limiting future advancement possibilities, the situation was now changing.  Training institutes have arisen to provide improved skills and with the rapid industry growth more advancement opportunities are available. (G.K., personal communication, April 19, 2007)
Three young male CSRs viewed their future in a call centre as follows:
	This is my first job.  I’ve never been in any other sector, I’m still pursuing my studies … 	so I would say this would be the sector which I would follow for a period of time for five 	to ten years. (N.G., personal communication, April 19, 2007)
	It’s my first job as well, sir.  I’m just trying to see how this call centre works … It’s 	about one year working in this place.  It’s been fine until now.  I cannot say one hundred 	percent yes, but then eighty percent I think that there is a career in call centres. (A.C., 	personal communication, April 19, 2007)
	I agree, there is a career in call centre … the work environment in which we work is very 	competitive, so you need to be one of the best.  If you are one of the best, sure do you 	have a career, but if you are not up to the mark, if you are not providing the results, then I 	don’t think any person has a career in call centres, because it is a very, very results 	oriented industry. (A.S., personal communication, April 19, 2007)
Many felt that the tremendous growth experienced in the industry would provide future advancement opportunities.  Agents felt that their jobs were highly rewarding in terms of money and position.  
In response to a comment on the amount of competition for advancement, a male CSR stated:
	Competition is everywhere, if you are giving your one hundred percent, then you can 	grow in a very short span of time as this industry grows then you will automatically 	grow. (S.S., personal communication, April 19, 2007)
A female CSR summed up “You can grow at a tremendous rate in this industry with hard working and you giving your best.” (R.K., personal communication, April 19, 2007)
CSRs were also very cognizant of the benefits they received, such as transportation to and from work, meals and modern work environment.  
Cabs are supplied for employee transportation for two reasons, for safety since employees work the night shift, and to ensure that employees arrive on time for work, despite heavy and variable traffic patterns.  As one manager put it: “we have to log in at a particular time … can’t afford one minute late … [The perks reflect] how our industry works” (K.K., personal communication, April 19, 2007).  The cabs pick up four to five CSRs and return the employees home after their shift.  Cab rides can take from ten minutes to two hours, resulting in some CSRs spending as much as four hours a day sitting in a cab as it makes its rounds to each employee’s home.  CSRs travel with the same driver and fellow CSRs.  Oddly enough most enjoyed the ride and chance to talk to fellow CSRs, some however choose to sleep.  During the commute CSRs talk, socialize and listen to music, tell jokes, make mock calls, or just sing songs.  One CSR stated “It is really a nice feeling to be in a cab because you have time for gossips, you have the comrades … because when you are at your home you are always sleeping.” (M.J., personal communication, April 12, 2007)
When asked about the cab ride home after work, one male in a group of CSRs responded “We are talking … it depends on the situation, if you are not fit, then obviously, you will sleep, but then some friends are there then talk and talk and talk.” (A.S., personal communication, April 19, 2007)
In addition to being a social occasion, cab rides also provide safety and protection to female workers.  Drivers ensure that the last drop is a male employee.
When asked if she felt safe when working at night, a female team leader responded:
	No, you cannot say this thing.  In call centre industry you cannot say this thing … I not 	feeling comfortable in night time, I cannot go alone, I need some person …. In this 	company, someone is always there with me … In day time, I can manage, anyone can 	manage.  But night time … somebody will be there from our company say to accompany 	us. (K.G., personal communication, April 17, 2007)
A female Training Manager stated that families are still not open to girls working night shifts.  This is due in part to safety concerns and appearance. (G.K., personal communication, April 19, 2007)  
When I was told by a hotel reception worker that there was a great night life in Noida, I asked if it was safe, to which the hotel worker responded “for men, not women.”  However, some female CSRs interviewed actually preferred working the night shifts feeling that it left them with more time to perform family chores required during daytime hours or because, as a couple of CSRs referred to themselves, they were ‘night owls’.  Although these are plausible reasons, it may be just a means of making them feel better about their jobs through positive thinking.
Free meals were another well liked perk for the employees.  Often there were vendors as well for snacks and cigarettes.  Employees stated that they liked the free company food, which often comprised of rice and vegetables.  Sometimes they would pay extra for Pepsis or veggie burgers from a vendor.  One call centre served 3,000 free meals a day. (T.S., personal communication, April 19, 2007)
Employees often expressed to me great satisfaction with their jobs. “I’m sitting in an AC room, I am sitting on chair, I have cold water here, I have good food … in this world … I appreciate doing any work … I am happy with my life. (U.J., personal communication, April 12, 2007)
Many employees expressed satisfaction with their compensation and their interaction with fellow employees, customers and management.  In general employees liked their environment and the learning opportunities it provided.  However, several employees expressed homesickness after leaving their homes and family to seek employment in urban centres.  Employees whose education related to other fields, in general maintained the desire to work in those fields.  However, without potential openings in their chosen field they felt that the call centre industry provided them with the best alternative option.  The remuneration attracted them to the call centre industry and may end up binding them to it.  An architectural design student had convinced his employer to allow him to design the floor plan for a new floor in the call centre.  Often CSRs expressed longings to move to their chosen field, considering their CSR job as a temporary position.  The realization that the CSR job may be permanent could result in job dissatisfaction and may provide an opening for unionization.    
With the worldwide economic downturn, future promotional opportunities for CSRs in India will likely decline, causing a bottleneck for CSRs hoping to enter the supervisory ranks.  This may have a serious effect on how they view their future within the call centre industry.  Some of the women who work nights had hopes for an eventual management position in order to return to the safety of working the day shift and fulfilling family duties.  This dream may take much longer than they had envisioned.  The CSRs’ satisfaction with their unique employment environment may lessen with less promotional opportunities, and may present another opportunity for unionism.
Impact on Culture
Business family.  No doubt the biggest controversy surrounding Indian call centres revolves around the industry’s perceived impact on Indian culture.  Call centre employees spend ten to fourteen hours a day with fellow CSRs and they socialize with each other as well.  Shopping malls, movie theatres and clubs are often frequented by groups of call centre employees.  Staff become so attached that when they are away they call in to say they are OK.
Pictures and posters of actors from ‘Friends’ were in the canteens decorating the walls.  As one CSR put it:
	Our life is more like ‘Friends’ characters [American T,V. comedy].  In call centre in India, 	life is like that … we don’t live together but we party together, we are in cabs 	together.  I spend more time with my friends than my family so obviously we are like 	‘Friends’.  (N.G., personal communication, April 19, 2007)
A collection agent commented “This office has become our family now, because we spend most of the time in the office and we spend less time at home, so it has become our family.” (P.H., personal communication, April 11, 2007)


An employee who had lost  his entire family in a natural disaster stated:
	We [CSRs] all are in the family … I’m alone here, I can say someone is there to take care 	of me … my team … I can share something … get togethers … we having parties … we 	celebrate birthdays also … the moment I entered this company … I forgot all my 	aggravations. (M.J., personal communication, April 12, 2007)
An Operations Manager remarked:
	The fact is, when you start working for a call centre, your social life goes for a toss, you 	don’t get time for your family, for your friends, so you tend to make your colleagues your 	family, that’s the way we work. (R.L., personal communication, April 16, 2007)
Office Romances & Marriage.  Office romances are not uncommon in the business environment (SHRM, 2001).  A British survey by Human and Legal Resources Limited suggests 61% of respondents have had a work romance, making workplace romances exceedingly common (2004).  In contrast, Teamlease Services, an India staffing company, found that 16% (28% in Delhi) of those surveyed found romance at the office (2008).
Attraction in the workplace can result from spending a great deal of time in the workplace and working in cohesive teams (Human & Legal Resources, 2004).  Close proximity also can encourage relationships.  In the four call centres I visited, women represented approximately 40% of the workforce.  In general, agents interviewed were mostly single, in their early twenties and well educated.  Many were not living with their parents and resided alone or with other call centre workers or relatives.
One male CSR described working in a mixed gender environment as follows:
	I think that’s the best source to reduce our stress [laughs] … it makes us feel good, 	happy.  It improves our personality as well … we carry ourself in [a] better way … it is a 	good thing … if working in mixed gender you are having lots of fun as well. (A.V., 	personal communication, April 12, 2007)
Another male CSR stated “It is kind of good … in that kind of environment, we learn to know how they think … how … cooperative they are, things like that. (V.A., personal communication, April 17, 2007)
A female CSR commented “It’s good, it is a healthy relation between a girl and a boy … I speak to everybody, they are all my friends.” (U.J., personal communication, April 12, 2007)
A female Team Leader remarked “A person … learn[s] how to dress properly or to speak in the best possible light in front of a girl … how to control oneself, how to manage.” (A.A., personal communication, April 12, 2007)
Several employees credited their jobs with making them less shy and more communicative.  Some employees did not believe in dating and supported the concept of arranged marriages.  CSRs talked about arranged marriages where the parents of the children decide who the future spouse will be.  Others discussed like marriages where someone they are attracted to is presented to their parents for approval.  Finally, the more Western concept of love marriages was also discussed.
A female Manager, responding to the changing culture, commented:
	I would say it is completely call centre driven … what call centre does, it gives you a lot 	of independence … it gives you that little edge and gets you a little money and power to 	buy and do things on their own, which possibly can lead to few things like you end up 	smoking, you start drinking, you start dating men and women.  You know they date each 	other and they sleep … indulge in things … in India this whole culture all very new.  I 	think they blame it all on [call centres]. (G.K., personal communication, April 19, 2007)
A male CSR felt that call centres were not solely to blame for a changing generation:
	Call centre has played a role but it’s not the only reason for … the independence which 	we have got.  You can give credit to call centre but not all the credit.  This awareness is 	coming since the start of 90’s that people are moving away from arranged marriages, 	more into love marriages, dating.  Along with call centre, I’ll give credit to the media.   	The moment we started watching satellite T.V., everything changed in India.  I have seen 	it, I’ve experienced it myself. (A.S., personal communication, April 19, 2007)
The impact of satellite television in India has come under scrutiny.  International satellite television channels became available in India in the early 1990s.  Prior to this, Doordarshan, the state broadcaster, exercised a national monopoly.  According to Sinclair and Harrison many Indians referred to the introduction of satellite television as a cultural invasion resulting in culture liberalization (2004).  The introduction of Western values and culture is what McPhail refers to as ‘electronic colonialism’ (1987).  Johnson, in his study of rural India, found that television influenced economic, social and political standards (2001).   Malhotra and Rogers credit satellite television (Westernization) with creating a new world for the Indian woman causing her to reflect on the way she views herself and the world (2000; Kumar & Curtin, 2002).
A female Training Manager described dating as a problem for the call centre.  Employees are told to keep their relationship outside the office and not to ask for the same shifts.  According to her most of them end up getting married, adding “That’s when you have to kind of move on to the next organization because it’s not healthy for a couple to work in the same organization.” (G.K., personal communication, April 19, 2007)
Other agents confirmed dating was common.  When asked if dating was going on in the call centre one male CSR responded “for some lucky people”. (N.G., personal communication, April 19, 2007)  A group of three male CSRs felt that dating did not create problems at work and often led to marriage. (N.G., A.C., & A.S., personal communications, April 19, 2007)
When discussing the merits of various types of marriages, one male CSR commented:
	We believe in love marriage … I would like my partner to be a person with whom I know 	… the next generation … is not following in the same path … would you like to marry a 	girl whom you don’t know?  Things … change now. (M.K., personal communication, 	April 11, 2007)
But within the ‘Call Centre Generation’ new concepts are not being embraced by all.  A 19 year old CSR making 14,000 rupees (190 pounds) per month commenting on his independence, his love of spending money, his mobile phone, his stunt bike riding and girl friends, had this to say about marriage “If mother say I have to marry that girl, I will go with my mother’s favourite, not my favourite.” (D.B., personal communication, April 12, 2007)
The young women of the call centres showed a lot of determination, confidence and spoke their mind freely exhibiting a maturity beyond their years.  When asked about a future marriage, an 18 year old CSR strongly stated:
They are not gong to push me for an arranged marriage … this is a new generation … if we are capable of making our own decisions, marriage is a big decision … won’t let our parents do that … it is like we are getting married, not they … today’s women, we are self dependent so even if we are getting divorced they know that they will be able to take care of their kids themselves … take care of herself … so full right to choose the guy they want to live with. (G.B., personal communication, April 16, 2007)
Another female CSR commented:
	Today’s … women [are] actually independent, they want to do everything themselves, 	they get married to a person whom they like … we have a lot of live in relationship as 	well, try to understand each other, if work out all well and good … if it doesn’t work out, 	they just part ways. (C.D., personal communication, April 16, 2007)
Dual Cultures.  Times are changing in other ways as well as the ‘Call Centre Generation’ seizes upon their new opportunities to earn income.  Many call centre employees and youth are adopting Western culture.  Western dress appears in shopping malls and at work as well.  Jeans and tees are a common appearance, often with British or American logos or slogans.  Rupees are referred to as bucks, an American slang word for dollars.  
One CSR said that when they have a problem they solve it over a Coke or Pepsi. (J.D., personal communication, April 12, 2007)  Hamburgers, pizzas and other Western foods are becoming popular.  Performers such as Boyzone, Backstreet Boys, Justin Timberlake and Bryan Adams are in vogue.  Disco is still alive and well in India.  T.V. shows such as ‘Friends’ or ‘Seinfeld’ are popular, so much so that a number of CSRs are attempting to collect every episode. 
Despite numerous new influences, there is still a lot of Indianism [being Indian] according to one Training Manager. (G.K., personal communication, April 19 2007)  Scrase concludes his research illustrates that while a more liberal culture has evolved, many of the traditions within the family remain (2002).   One CSR commented that he liked Western culture but when he goes to the temple with his family, he’s an Indian. (N.B., personal communication, April 12, 2007)
Some CSRs don’t necessarily see a rift between their and previous generations as they share core values.  As one manager put it “we are sticking to our roots and we are exploring new paths as well”. (K.M., personal communication, April 11, 2007)
Many CSRs revere their parents.  One female CSR while extolling her new freedom yearned for the freedom presented by Western society such as having a child out of wedlock or living with someone, and yet knew she could never be totally free of her parental influence stating “my parents trust me, so I don’t want to break their trust”.  (A.S., personal communication, April 16, 2007) Many CSRs send money or gifts home to their families.
Working Women.  Although call centres may have originally raised some concerns for parents, CSRs now feel that their culture accepts call centres and the fact that women are working nights.  A General Manger commented:
	… thinking with suspicion, they are working in the night, God knows that they are doing, 	that perception is not right … whenever change comes in, whether personal life, business 	or in the nation, people always tend to take it more as a threat than as an opportunity, it is 	a human thing. (A.B ., personal communication, April 12, 2007)
One female CSR said her parents initially questioned her working nights when she started in 2006:
	I explain them that we working night shift, it’s not that only we are working, there are a 	number of people working together.  Our parents think OK everybody’s sleeping, it’s a 	sleeping time and you’re going in a cab … parents will think that way … night and they 	are going I don’t know where. (T.D., personal communication, April 19, 2007)
A female agent felt that the stigma of a woman working nights had passed since women in the hospitality and medical field also work nights. (R.K., personal communication, April 19, 2007)  Others felt that their parents now approved call centre work as a good opportunity to earn money and learn.  As one female employee reflected, my family is “very cool about it”. (S.K., personal communication, April 18, 2007)  Another stated that mentalities were changing as Indians saw call centres raising opportunities and causing a booming economy in which graduates could find work. (P.A., personal communication, April 16, 2007)
A Team Leader who had been married for seven years and had been working for the last six years, considered herself a career woman. (A.A., personal communication, April 12, 2007) 
Many CSRs felt that whether you were a ‘girl or a guy’ it didn’t matter in this industry.  An 18 year old female CSR summed up women in the Indian call centre business as follows:
	Absolutely women have an equal opportunity, why not … we’ve got so many women 	who are team leaders, who are supervisors, who are process managers, so of course I see 	my career in this industry as a … manager … I don’t believe in women cannot do 	anything, can do everything they want … just that only three or four years that women 	have entered into this industry because earlier night shifts are like, you know, frowned 	upon.  We are doing good and, of course, we are going to do much more better than what 	we are doing right now. (G.B., personal communication, April 16, 2007)
Women working in urban call centres appear to be experiencing a new liberation not experienced in other Indian industries or rural areas.  Although the female to male ratio in management reflects the ratio among CSRs (40-60), there is still a lack of females amongst the top level of management.  Many women are pursuing these opportunities and seeking a career in the call centre industry.  One female General Manager commented that job opportunities are sometimes better for women in call centres because women tend to be more loyal, better leaders, more expressive and sympathetic, hardworking, emotionally stable and made more balanced decisions.  She felt that it took courage and determination to work in the business world and work at home as well.   Traveling times in cabs and night shifts sometimes makes it more challenging for women.  She concluded that yesterday’s taboos were now becoming an accepted way of life in India. (A.B., personal communication, April 12, 2007)  Careers are opening up for women in call centres, however,  the topmost positions are still predominately male.  
Although both Microsoft and UBS in India have managing women directors, a Grant Thornton 2009 International Business Report showed that women in India only hold 15% of the senior management jobs.  In contrast 21% of women hold senior management positions in the UK, 20% in the US and a global average of 24% (Farr, 2008; Grant Thornton, 2009).  For now, it would seem that the glass ceiling is intact but appears to be cracking. 
Caste.  According to one Manager even the enduring caste system is fading “Society is changing … they are accepting new facts … [caste’s] irrelevant, young generation hardly care for caste.” (K.M., personal communication, April 11, 2007)  
Although the Hindu caste system was abolished upon India’s independence and a national affirmative action plan was introduced, segregation, economic exclusion and violence towards Dalits still occur (Ghuman, 2008).  There were hopes that the caste system would collapse but this has not happened (Wax, 2007).  Subsequent to the tsunami disaster in December, 2004 along the southern Indian coast, reports surfaced of severe discrimination towards the Dalit community (Gorringe, 2008).  However, some positive changes are occurring.  A low caste woman, Mayawati, (untouchable or Dalit) became the chief minister of Uttar Pradash, India’s largest populated state, and hopes to be India’s first Dalit Prime Minister (Sengupta, 2008).  There are now successful Dalit businessmen (Agra, 2007).  Johnson feels that television has made people realize prejudice is unacceptable and therefore, although the prejudice may still exist, it is less openly expressed (2001).  Call centres employ people from the upper and middle classes who have had the advantage of an English education.  The differences between these castes are not as profound as the gulf that prevails with the Dalits.
A new generation of young educated Indians are prepared to take over the business of the world’s most populated country, preparing to break from some traditions, while honouring others, falling prey to some vices, learning as they go and following a new strange path into India’s future.
Resistance and Unionization
Management in Indian call centres does not want unions to represent their employees or interfere with the work process.  The management that I interviewed operated in a very paternalistic fashion to the point of dictating personal religious beliefs, including food choices, reminiscent of the earliest Fordism or the idiom ‘an iron fist in a velvet glove’.
A General Manager commented:
	I tell you one more concept here, typically in this world, union is very cliché, it is very 	old and if you would go and look for the analysis on this, you would see it is mostly 	government run organizations who are still living with … unions. (A.B., personal 	communication, April 11, 2007)
A Human Resource Manager told me “Why need a union, we treat alright”. (A.S., personal communication, April 11, 2007)  A Vice President stated “We do not need a union to interfere with us, we treat employees well”. (S.K., personal communication, April 11, 2007)
While discussing the potential of call centre unionism a Director stated “An individual can get ahead on own merit and does not want the trappings of a union like seniority.”  In addition, he added that CSRs do not join unions because of family background and that they are not easily fooled because they can analyze union promises. (P.S., personal communication, April 19, 2007)
Generally employees had not heard of trade unions in call centres, which might indicate a failure on the part of the union movement to effectively direct their efforts at organizing call centres.  A female agent in response to her thoughts on unionism remarked “No, no, I don’t believe in that.  I have some problems, why should I involve other people as well in that.” (U.J., personal communication, April 12, 2007)
Interestingly, when one employee who had some knowledge about unions, was asked to comment, he stated that there was one in Calcutta and that it must have been an awful place to work. (A.B., personal communication, April 19, 2007)  Some felt that the unions had harmed the Bengal economy.  A male CSR stated “We’ll be fine … we have our team leaders, they represent us”. (J.D., personal communication, April 12, 2007)
The employees frequently expressed that the call centres were good places to work, that they were treated well and that their co-workers and supervisors were friends and like family.  One agent expressed gratitude that the company helped with personal problems.  Others told how the company helped to accommodate their schooling. One agent who had lost his entire family in a tragic accident could not express enough his gratitude to the company for their assistance.  When a CSR, whose mother lived 500 miles away, was worrying about her daughter’s new job, a Chief Executive Officer of the company phoned the mother to alleviate her concerns. (S.K., personal communications, April 11, 2007)
In general CSRs felt that the company officials and their peer group were friends.  An Assistant General Manager stated “Somebody’s there to take care of them … that’s why they call this a second family”. (P.C., personal communication, April 12, 2007)
When discussing her philosophy of management, a Team Leader stated:
	I sit with them, I eat with them, I chat with them … that works for me because even if I 	tell my agents that you can stretch for two hours, they listen to me.  It’s not a command 	going out so that you have to do it, it’s more let’s do it … my agents … can come and 	talk to 	me about anything under the sun.  They talk to me about their personal problems, 	even if 	they are planning to leave the job, they can come and talk to me about that … it is 	much 	more a friend relationship. (A.A., personal communication, April 12, 2007)
Another Team Leader stated “I never … say you have to do this thing.  I have given … freedom to my agents and all my team members … so they never feel stresses.” (K.G., personal communication, April 17, 2007)
Management’s stated philosophy was that they take care of their employees by developing an atmosphere where people enjoy working.  
Many CSRs expressed gratitude for their working conditions. One CSR stated:
	We have all the facilities out here, we have the food, we have the pick-up and drops, 	which we get from the company … free.  We have some functions, we also get time to go 	for parties, all that through the company … [it] motivates you to work more – you really 	feel happy.  We working so hard, but at the end of the day we’re also getting something 	from the company. (C.D., personal communication, April 16, 2007)
Some responses appeared to be right out of a cola commercial “When I have a trouble, I talk to the team leader … and have a Pepsi or cola … that solves it normally. (J.D., personal communication, April 12, 2007)
Many employees viewed the team leader as a friend “She [team leader] always stay as a friend … we all are in the family … every month we get together … in my Team Leader’s home we have a party.” (M.J., personal communication, April 12, 2007)
Management encourages an open door policy and practices management by walking around.  A Trainer stated “ It’s open door policy … Here everyone can walk into any of us and talk about their issues and it’s absolutely welcome.” (G.K., personal communication, April 19, 2007)
Human Resources representatives are available on all shifts to assist with employees.  While management stresses an ‘associate attitude’ and an open door policy there are still instances where a wide gulf between management and employee can be seen.  At one call centre, the senior officer stated his door was always open to anyone with a problem, he even ate the same food as the employees in the company canteen. (M.K., personal communication, April 19, 2007)  
Yet another senior officer stated in response:
	There is always the protocol … if you have a problem, you need to discuss [it] with your 	manager and if the manager cannot resolve, you can go to the next level … we maintain 	an open door policy. (P.S., personal communication, April 19, 2007)
Despite the rather rosy picture painted by both management and staff, I ran into two instances of organizing activity in the four call centres that I visited.  In one call centre ten agents had walked off their jobs in protest over their treatment by a Manager, and all were immediately dismissed. (S.M., personal communication, April 16, 2007)  In a second call centre where the cleaning staff started to discuss the formation of a union, they were all made redundant when the call centre contracted the work out. (S.K., personal communication, April 12, 2007)
As with North American companies, call centre management knows its way around labour laws.  In addition, there appears to be a noticeable gap between senior management and CSRs in both compensation and status.  In many instances employees work long hours.  In one case in point, a senior executive after we had dinner, decided to let his chauffeur go home at 2 a.m. in the morning.  The chauffer had been working since early the previous day.  The Manager told me he would take over driving and we stopped to let the chauffeur out on the way back to the call centre at a pitch black crossroad along a highway.  As we drove away, I asked the executive if his chauffeur lived close to this dark area, out of concern for his safety.  The executive responded “Oh yes, he lives just about a mile and a half down the road”.  Unbelievably the thought of driving the tired chauffeur, who was of a lower caste, that mile and a half down the road was never considered.
Although I seldom witnessed employee resistance, at one call centre, which was strictly vegetarian, no egg, no chicken or beef, employees related how they smuggled banned food into the building. (X.X., personal communication, April 12, 2007)  Being caught, would have resulted in instant dismissal.
In general, employees appeared to really enjoy their jobs and appreciate their managers.  Employees called the industry transparent, where you could speak your mind to your superiors and where they are helped to grow as individuals.  According to them, other industries were not like this.  It was a general feeling that the situation in which they found themselves today was better than the past.  They called themselves ‘professionals’. (R.K., R.S., S.S., & A.B., personal communication, April 19, 2007)
With changing economic times, possibly less promotional opportunities, increased education, call centre employees may begin to question their current work environment.  At one call centre, dissatisfaction with management, cost the employees their jobs when they felt that their only recourse was to walk off the job.   Speaking to management about their complaints had not resolved the issue to their satisfaction.  They all too soon found the open door closed.  As with Western workers, these employees may soon find themselves wanting more say in their day-to-day lives.  The opportunity for unionism may arise if unions can formulate a strategy to appeal to these educated workers doing fast repetitive jobs for long hours.  
Indian CSRs are in good paying but monotonous jobs outside their chosen field, not fully utilizing their skills.  Monetary benefits and the new freedoms this brings, however, make it difficult for them to leave.  It is up to future research to determine if the new-found monetary independence is truly the liberation of India’s ‘Call Centre Generation’ or are they shackled to a lifestyle, which they cannot leave, like a prisoner trapped within their own Bentham’s Panopticon.
LIMITATIONS OF THE STUDY
This study is limited to four call centres in the New Delhi urban area, all of which were mainly international in their scope of work, performing both inbound and outbound calls.  Entirely domestic operations were not visited and are thus not reflected in this study.
Due to the contemporary nature of a number of issues, academic articles were not always available, resulting in the use of some non-academic sources.
In addition, all interviews took place on company premises and, although interviews were held in private with anonymity guaranteed, some bias may be present due to the perceived possibility of repercussions from management.  Several employees did discuss, however, actions, which, if known by management, would have resulted in their dismissal.
Finally, India has over a billion people, with approximately 70% living in rural villages.  Therefore no broad generalizations should be made. 
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APPENDIX
	TITLE
	CALL CENTRE 1
	CALL 
CENTRE 2
	CALL
CENTRE 3
	CALL
CENTRE 4
	TOTAL

	Owner/Director
	
	
	2
	
	2

	President/Owner
	
	1
	
	
	1

	President/CEO
	
	
	
	1
	1

	Director – International Operations
	
	
	
	1
	1

	Vice President, International Operations
	
	
	
	1
	1

	Vice President
	1
	
	
	
	1

	General Manager of Operations & Business Devlt.
	1
	
	
	
	1

	Assistant General Manager
	1
	
	
	
	1

	Human Resource Manager/Assist. HR Mgr.
	1
	1
	Performed by
Agent
	
	2

	Head of Quality & Training
	1
	
	
	
	1

	Manager of Technology
	
	1
	
	
	1

	Deputy Manager
	1
	
	
	
	1

	Operations Manager
	
	1
	
	
	1

	Manager, Training
	
	
	
	1
	1

	Trainer
	
	
	Performed by
Agent
	
	0

	Quality Control
	
	
	
	4
(incl. in Agents)
	0

	Team Leader
	1
	3
	
	
	4

	Agent
	13
	11
	2
	11
	37

	
TOTALS

	
20
	
18
	
4
	
15
	
57




	
CALL CENTRE

	
Individual Interview
	
Interview with Two
	
Interview with Three
	
Interview with Four

	Call Centre 1
	13
	1
	
	

	Call Centre 2
	18
	
	
	

	Call Centre 3
	4
	
	
	

	Call Centre 4
	4
	2
	1
	1

	
TOTALS
	
44
	
3 interviews
6 people
	
1 interview
3 people
	
1 interview
4 people
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