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INTRODUCTION

Globalization is an immensely complex subject as there have been many books and scholarly articles written on globalization, yet it is ever increasing. As well, numerous books, scholarly articles, and media sources are increasingly available which focuses on the topic of call centres as a study. The focus on this annotated bibliography is designed to give you a comprehensive indication of readings regarding the relationship between globalization and the call centre industry. In addition, it provides a clear idea on the impacts of globalization in this environment.
Globalization can mean different things to many people. 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. The call centre industry is one of the most rapidly growing areas of work globally. Technological innovations have led to a restructuring and reorganization of work. Many corporations outsource their labour to different countries to reduce costs and also earn profit. Countries like India have long established their role in the call centre industry. How has globalization changed the call centre industry? Are the effects positive or negative? In the Call centre environment, globalization can be both beneficial and detrimental to the North American workforce, specifically Canada and the United States. The purpose of studying globalization in the call centre industry is to understand the effects it has caused in this environment as well as identifying the implications for other countries in the post-industrial world.


For this bibliography, general selection criteria was used to obtain information from peer-reviewed journals, books, academic articles, media, and personal interviews concerning the topic of globalization and the call centre industry. The information found in the various sources discusses topics such as language, technology, and time-zone advantages to name a few. The sources in this bibliography provide different outlooks on the topic while also offering an analysis and identifying its contents/conclusions. 
ANNOTATED BIBLIOGRAPHY

Abraham, M. (2008). Globalization and the Call Center Industry. International Sociology, 23: 197-210. 

In Abraham’s “Globalization and the Call Centre Industry,” the author provides a study of call centres in India and the Philippines. The article discusses collaborative and multidisciplinary approaches to studying call centres as well as an analysis of the challenges and changes in the call centre industry. The author also addresses one of the key issues that relates to my argument which is the wage cost gap between workers. Representatives in countries like India receive “higher wages in call centres as compared to comparable jobs offered in their home country, yet still work at cheaper rates than comparable workers in the West” (pp. 200). This can be seen as a “win-win situation in terms of profitability from the wage differential” (pp. 200). Although this may be beneficial to those workers in India and for the transnational corporation, it hinders the Canadian workforce in terms outsourcing their labour because it results in fewer opportunities available and an overall increase in the unemployment rate.
Ammah, J. (2011, March 2). [Personal interview with Jacqueline Ammah, Customer Service Representative at American Express: Markham, ON]. 
Ammah indicates that globalization has both negative and positive effects in her industry. She suggests that outsourcing their call centre to other countries causes unemployment in the Canadian workforce. However, it was beneficial to her because “it has allowed me to work for American Express, considering it is an American corporation.” Although Ammah works until 2am, she believes the different time-zones her company operates in enables the customers to receive “around the clock support and it lessens the call volume in our centre.” She discusses some of the issues that arise with the customers in the context of globalization. “Some of the American customers complain about our centres in India due to the language barrier…their accent sometimes causes a lot of misunderstanding.” In addition, she notes that sometimes the job can become very stressful because managers demand them to handle multiple calls in a single hour which can hinder the quality of the service. This interview was important because it provides a first-hand glance on the issues of globalization in the call centre in Canada.  
Basi, J.K. Tina. (2009) Globalizing India: the rise of the call centre and BPO industries. In Women, Identity and India’s Call Centre Industry (pp. 28-55). London and New York: Routledge. 

This chapter examines how India’s call centre sector has grown rapidly over the last few years. It discusses how off shoring and outsourcing have developed substantially. Basi indicates that it has been estimated to be “over $50 billion USD with revenues in 2008” (pp. 43) alone. She indicates that the Indian call centre owes many of its success to cultural and social factors such as widespread fluency in the English language, lower wages for employees and the time differences between India and other countries. This is a relevant source for my research because it provides insightful information on the progress of the call centre industry in India. 
Buchanan, R. & Koch-Schulte, S. (1999). Gender on the Line: Technology, Restructuring and the Reorganization of Work in the Call Centre Industry (Policy Research). Ottawa: Status of Women Canada. [Government Publication]

This report observes the impact of economic restructuring on the “construction of labour markets and particularly, the feminization of labour in Canada” (pp. 9). It presents findings of surveys that were conducted on managers of call centres in Canada regarding issues such as salary, labour force composition, applications, hiring, training, and promotions. The results from the survey indicated that women and youth make up a majority of the call centre workforce across Canada. In addition, it indicated that about 45 percent of all call centre workers were employed in precarious jobs. The report describes the “emotional demands dealing with irate caller and the high level of monitoring at these workplaces” (pp. 31). It concludes with identifying some recommendations for action to improve working conditions which includes “recognizing the feminization of labour as an equity issue, minimize stress-related problems and worker burnout, integrate the perspectives of workers” (pp. 63). This report is beneficial to my study because it offers great insight into the call centre industry not only in Canada but across the globe.

Gulati, S. (Director). (2005). Nalini by Day, Nancy by Night. [DVD]. United States: Women Make Movies. 

This documentary is a personal story told from the view of an Indian woman living the United States. Gulati explores complex issues of globalization and identity through a personal narrative of her journey into India's call centres. She investigates the effects of outsourcing telephone service jobs to India. In addition, she shows how foreign telemarketers take on Western names and accents to answer calls from the United States, Australia and the United Kingdom. Her observation on how call centers affect the Indian culture and economy introduces important questions about the complex outcomes of globalization which is important to my research.
Patel, R. (2010). Off-Shoring Customer Service: A New Global Order. In Working the Night Shift: Women in India’s Call Center Industry (pp. 27-47). Stanford: Stanford University Press. 

The chapter in this book examines the call centre industry and spotlights the role of geography in defining gendered conceptions of work. The author points out that a “significant percentages of workers now employed by the BPO industry are female” (pp. 30). Patel indicates that the emergence of call centres in India came about because of a national policy that welcomed the presence of multinational corporations. She discusses how call centre employment in India provides their young people with a chance to be part of a global work environment. In addition, it provides a level of income that “ten years ago were beyond the reach of eighteen to twenty-five year olds” (pp. 41). This author’s argument is very clear and intelligent. This text is valuable to my topic because it provides a brief understanding of some of the positive impacts globalization has on the call centre industry in India.
Persaud, R. (2011, March 2). [Personal interview with Roshan Persaud, Team Leader at American Express: Markham, ON].
Persaud believes that the effect globalization has made on call centres is positive. He states that “it has made call centers more cost efficient and the cost of doing business has decreased” which results in an “increase in our bonus payouts.” Persaud states one of the many problems they have encountered is that “many American customers don not like the fact that we outsource, politically, they feel American Express should remain on American soil.” This interview was important because it provided another perspective on globalization from a higher authority in the field.  
Steger, M.B. (2003). The Economic Dimension of Globalization. In Globalization: A Very Short Introduction (pp. 37-55). Oxford: Oxford University Press. 
The third chapter in this book explores the economic dimensions of globalization. Steger provides details about the surfacing of the global economic order, including the power of transnational corporations. The author also studies the role and history of the World Bank, the World Trade Organization and the International Monetary Fund. He suggests that they benefit from their position of enforcing and creating the rules of a global economy. Steger indicates that transnational corporations are important players that influence the political, economic, and social welfare of many nations. This chapter is beneficial as it offers a great overview of the economic aspect of globalization and evaluates its role in our world. 
Upadhya, C. & Vasavi, A.R. (2008.) Outposts of the Global Information Economy: Work and Workers in India’s Outsourcing Industry. In C. Upadhya & A.R. Vasavi (Eds.) Outposts of the Global Information Economy: Work and Workers in India’s Outsourcing Industry (pp. 9-49). New Delhi: Routledge. 
The first chapter of this book discusses how India has become a major position of the global economy over the past two decades. The authors debate on cultural and social processes of globalization, the nature of work in India and the surfacing of new categories of global workers. They indicate that in the earlier stage of globalization “manufacturing jobs moved from the industrialized economies to low-cost locations in the ‘Third World’, now it is primarily service jobs that are migrating” (pp. 28). Upadhya and Vasavi indicate that a range of white and pink collar work has been outsourced and off-shored to countries where “cheaper labour enables large amounts of work to be carried out round the clock” (pp. 33). This chapter provides a brief outlook on the nature of globalization in Indian in the 21st century which is significant to my research. 
Van den Broek, D. (2004). Globalising Call Centre Capital: Gender, Culture and Work Identity. Labour & Industry, Vol. 14, No. 3: 59-75.

Van den Broek indicates that corporate restructuring has changed the location and nature of work as well as nations, families, communities. The author identifies emotional and aesthetic labour as important factors that influences waged work. She states that one of the major challenges for the establishment of the call centres in India is the “cultural and linguistic diversity within India and between Indian and the West” (pp. 66). She focuses on issues of cultural identity through accent neutralisation in which Indian accents are neutralised “to desirable levels of westernization” (pp. 66). The author concludes with the critique of the Indian economy which “can’t or won’t create jobs that reflect the graduate qualifications and skill base of their economy” (pp. 72) due to the explosion of call centre employment. This article is important to my subject because it opens discussion around the ways emotional and aesthetic labour shapes and is shaped by the globalization of the call centre industry. 

Wilk, S.L. (2008). In the pursuit of quality and quantity: the competing demands in call centers. In P. Cappelli (Ed.), Employment Relationships: New Models of White-Collar Work (pp. 112-141). New York: Cambridge University Press. 

In this chapter, the author provides a basic overview of the call centre, highlighting the different types of calls/callers, and the power of technology to control both the quantity and quality of service interactions. Wilk studies how workers struggle to meet competing demands of quantity and quality. He indicates that a single representative in a call centre can handle “ten to almost 100 customers per hour consistently over a shift” which holds value for both the customer and employer. “Customers like the convenience of service or sales on-demand in a virtual 24/7 marketplace” (pp. 113) which allows for a better customer experience by being available any time of the day. He indicates that it increases business and overall profits as “call centres represent a large portion of customer transactions” and “that almost seventy percent of customer transactions representing some $700 billion went through call centres in 2000” (pp. 113).  He also states that some may believe that “call centres represent the modern-day ‘factory floor’” (pp. 138) as there are strict controls over quality and quantity of work. Wilk provides a relevant study on the call centre environment in North America. This is beneficial to my topic because it shows how globalization impacts call centre employees in the western world.   
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