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Globalization in the Call Centre
Globalization is a term that can be defined in a number of different ways. According to the Oxford English Dictionary, when used in an economic context, globalization refers to the decrease and elimination of barriers between national borders in order to assist with the flow of goods, services, capital, and labour. Large corporations such as American Express, HSBC, Hewlett Packard, GE, Microsoft and many others have adopted the practice of globalization. In the Call centre environment, globalization can be both beneficial and detrimental to the Canadian workforce. It has increased the overall level of productivity by having more representatives available to service customer’s needs. On the other hand, the consequences of globalization are said to push firms into internationalization. Many companies outsource labour to reduce costs resulting in fewer opportunities available for Canadian workers which can lead to an overall increase in unemployment. This paper discusses the pros and cons of globalization and how it is beneficial in the call centre environment. 
Globalization has transformed the Canadian workplace and worker’s place within it in many ways. It has encouraged multiculturalism by means of interactions with different countries around the world. At the same time, it reduces the availability of jobs for Canadian workers because many companies now seek labour in other countries to reduce costs of labour. This is the concern that one may have with the idea of globalization and how it impacts their economy. 
In the American Express call centre, globalization enhanced our availability to service the customer. It made it possible to have twenty-four hour customer service by employing representatives in India and the Philippines that operate in different time zones. This allowed for a better customer experience by being available at any time of the day thus increasing business and overall profits. An increase in profit for the business increases the overall economic security for its employees. In addition, the representatives in the call centre experience lesser call volumes by having multiple call centres open in various locations to service customers. High call volumes in the call centre can be very stressful and it is difficult to maintain organization and order in that type of environment. An employee may resign from their position if they feel the workload is overly excessive and unmanageable. Therefore, globalization has benefitted employees that work in a call centre, specifically, at American Express. 
Although many people are concerned with the effects of globalization in their economy, it has many benefits. In the call centre, globalization has helped both the consumer and the employees of the organization by making the company easy to do business with as well as making work life more manageable for its employees. Globalization can also cut costs and make the business more profitable by outsourcing labour to different parts of the world. American Express remains competitive because of globalization and how they`ve been able to expand and grow across the globe.
