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This study scrutinizes the main features of theasiter industry of Turkey and how
the workers experience the work in multilinguall cainters. The expansion of call
centers is examined pertaining to the charactesisti workforce, the geographical
distribution of centers, the relations with theetand public institutions,
internationalization of services and the placehefTurkish call center industry in the
world. Semi-structured interviews are selected esaarch method in order to
examine what kind of employment is being generatetiese brand new
workplaces, who works there, workers’ skills, caesations of work, expectations
and job satisfaction; in this sense interviewscameducted with workers from four
different types of companies. Two different groopsvorkers are detected as
immigrants and non-immigrants and it is suggestati different life experiences
lead to different experiences of work. This stuthyras that contrary to widespread
assumptions, even in relatively high-waged mulgial call centers, the generated
employment is temporary and only those who havédualternatives consider call
centers as a job opportunity.



Bogazici Universitesi Ataturklkeleri veinkilap Tarihi Enstitisi’'nde Yuksek Lisans
derecesi icin Ataman Osman Avdan tarafindan HaZtdi0'da sunulan tezin 6zeti

Baslik: Telefonlar Kiminigin Caliyor? Turkiye Cgri Merkezi Endistrisi ve Cok-
Dilli Cagri Merkezlerinddsin Deneyimlenmesi

Bu calsmada Turkiye ¢g&ri merkezi endustrisinin anahatlari ve onun bikalt olan
cok-dilli cagri merkezlerinde caanlarin §i deneyimleme bicimleri incelenmektedir.
Cagri merkezlerinin yayginkanasi, $gtcinun niteliklerine, merkezlerin gaafi
dagihimina, devletin ve kamu kurujlarinin endustri ile ikkilerine, servislerin
uluslararasilgmasina girlik verilerek incelenmy, Turkiye ¢&ri merkezi
endustrisinin diinyadaki yeri gtailmistir. Bu yeni gyerlerinde nasil bir istihdam
yaratildgini, calsma kaullarini, buralarda kimlerin ¢ahigini, onlarin vasiflari se
yaklasimlari, beklentileri veg tatminlerini tespit edebilmek icin yari-yapilantms
milakat yontemi secilrngj dort farkl tiptekisirketlerden gcilerle gorigtulmastar.
Go6cmen olanlar ve olmayanlar olarak iki farklgiigrubu tespit edilmtir. Calisma,
farkli hayat deneyimlerinin farklgideneyimlerine yol agtini ve yaygin
varsayimlarin aksine, gérece yuksek ghagok-dilli cagri merkezlerinde bile gecici
nitelikte bir istihdam yaratil@ini, ancak secenekleri kisith kimselerirgga
merkezlerini bir § firsati olarak gordgiint iddia etmektedir.
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CHAPTER ONE

INTRODUCTION

This thesis focuses on a unique working envirortraaed those who are
employed in there. The call center is a recentioge social and economic
phenomenon; it is frequently referred to as thetmagadly-growing employment
generator in Europe. In the United States of Anagnaillions of people are working
in call centers and it is considered as a desicedpation by hundreds of thousands
of fresh university graduates in developing cowstrin this study, | will examine the
Turkish call center industry which has been calledhe “Hope of the Unemployed”
by a national newspap&ihe newspaper gladly announced that employment in
Turkish call centers would be doubled in the folilogvfive years. After almost a full
decade of the establishment of call centers in @yrkeralding the call center
industry a job generator is frequent in newspapelsyisions and websites today.
Journalistic accounts are very optimistic aboud tlew area of employment: Call
center work is promoted as a desirable occupatiompportunity to work in a shiny
office and get paid well and call center employaespresented as empowered,
skilled and responsible knowledge workers by tligigtry’s supporters. This thesis
guestions this image in the case of a particulangof call center workers and lets

bi- or multilingual call center workers talk abdbeir job; it investigates how they

! Sabah17 November 2009 i§sizlerin Umudu Cgri Merkezleri” Available [online]:
http://www.sabah.com.tr/Ekonomi/2009/11/17/issimeumudu_cagri_merkezleri” [15 December
2009].



experience the labor process in which their lingisbilities are commodified and
at the same time, their qualifications are undersel

Call centers can be defined as workstations wagmup of trained people
answer incoming calls (inbound), make outgoingsc@utbound) or both with the
help of computer-telephone integration technolagpnerally in order to make sales,
provide customer service, give technical suppogror other specialized activity.
The call center as a workstation looks like a tgpaffice where workers spend their
working days seated at their desks, usually orgah#s cubicles, wear headphones
and interact with customers, surrounded by walth wignboards that say “Smile!”
“What did you do for selling today?” “The clienttise boss here.” However, when
we move one step further from this physical outlar#tl centers vary in size, types
of call, workflows and purpose of calls. Taylorabtstate that despite the
commonalities in the integration of telephone aochputer technologies, work
organization in this industry is not uniform andfeliences in “size, industrial sector,
market conditions, complexity, and call cycle timébe nature of operations
(inbound/outbound), the precise manner of techno&bgtegration, the
effectiveness of representative organizations,raadagement styles, priorities and
human resource practicésfirectly affect the work organization and expecieof
the workers as well.

Apart from the inbound / outbound distinctionll canters can vary
according to organizational types. Some call cerdee parts of larger public or
private organization while others are independeitsuThe formers are defined as

in-house call centers, the latter as outsourcédasvice supplier” call centers. Paul

2 Phil Taylor, Gareth Mulvey, Jeff Hyman and PetairB “Work Organization, Control and
the Experience of Work in Call CentredVork Employment and Socidi§, no.1 (March 2002), p.
134.



and Huws separate outsourced call centers asdayemall centers; large
outsourced call centers are often partly ownedabyd companies in the
telecommunications, computer or banking sectordevemall outsourced call
centers carry out work for private or public clieacross a variety of sectSri-
house call centers are like any other departmeng@nization in the company.
Large outsourced call centers are often establiaeedubsidiaries” to escape from
regulations and trade union presence; not only thighsame motivations, but also to
reduce costs, focus on core activities, evadestrirature costs, companies can
contract out their call center to outsourcer congEn

Outsourcing call center activities can be madéiwibational boundaries, a
practice callednshore or companies can make Service Level Agreemeiht wit
outsourcer companies overseas, defineaffabore Beyond any doubt, call center
offshoring is directly related to capitalist glofzaltion. Advances in information and
communication technologies supply a “spatial fitd reduce costs for transnational
and multinational companies. Companies are ahleléeate their service functions
in countries faraway from their head-offices anggrtheap labor with relatively
high skills. In the case of call centers, sincesbevice is delivered over the phone, it
is not important where the phone is picked up. TTh&ance shrinking technologies”
give the opportunity of locating their call centarsywhere that they can reduce
costs, particularly labor costs, which constitud&or more of total costsin this
sense, offshored call centers contribute to treeafghe new international division of

labor in service work.

3 Jane Paul and Ursula Huvw$ow Can We Help? Good Practice in Call-Centre Ergpient
(Brussels: European Trade Union Confederation, Rq021.2.

* David Harvey, “The Geopolitics of Capitalism,” ravid Harvey Spaces of Capital:
towards a Critical GeographgEdinburgh: Edinburgh University Press, 2001), i2-345.

® Phil Taylor and Peter Bain, “Reflections on thdl Centre — a Reply to Glucksmann”,
Work, Employment and Soci&t, no. 2 (June 2007), p. 354.
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This thesis has two central aims. First, to dertratesthe establishment and
expansion of call centers in Turkey by paying paittir attention to the locational
distribution of these brand new workplaces, the aflthe state and public
institutions in the emerging call center industngl @he integration of Turkey into
global call center industry by the offshore-outsing activities of multinational
corporations. By focusing on the organizationatdess of call centers and
workforce characteristics, | will attempt to anayahat kind of employment is
rising at the crossroads of technological develags)ghe reengineering of business
processes and a changing understanding of thetstadeds a more unstable, flexible
and low-paid employment regime which shows the eogence of corporations and
the state in the case of the “magical word” of esgpient. To situate the Turkish
call center industry in its place in the globall cainter phenomenon is the final
attempt of the first aim of the thesis. By a distas of global call center industry in
the light of the findings of the existing researtths study seeks to find similar and
distinctive facets of Turkish call centers fromgkan other countries.

The second aim is to analyze how workers expegi¢ime labor process in
multilingual call centers. The thesis focuses @pecific work environment and
questions the nature of call center work in muilglial centers which is based on the
commodification of the linguistic abilities of waeks; at the same time, because of
the standardization of the labor process, workgusglifications are undervalued. |
investigate the characteristics of workers thates@rternational clients from Turkey
by using their linguistic skills: Who are they, wiaae their qualifications and
expectations, what brings them to the call centéy, they choose to work in this
workplace or did they really “choose”, why theyysta leave, what they enjoy about

their work and what they do not enjoy and, is thaarg correlation between their



experience with call center work and their brodderstories and backgrounds? By
stressing “life story” and background | am refegrio two distinct groups of workers
in multilingual call centers in Turkey. First, warcdetect a group of workers who
were born and raised in foreign countries as mesnsleimmigrant families. They
learned their vocational language in these countreal, for some reason, came to
Turkey and were employed in call centers. The ogneup of workers includes those
who were born and raised in Turkey and have picketheir vocational language in
Turkish schools. As will be seen in the relatedptbiaof the study, these two distinct
groups of workers hold different qualifications bat terms of formal education and
“soft skills”; they consider call center work infidirent ways; their expectations
differ according to these factors and they usuathysider and experience the call
center job as strongly associated with their bambgds.

As the research questions indicate that this shdxses not deal with the labor
process by only acknowledging workplace relationthe nature of the work. The
cultural, educational and family backgrounds ofwekers effect how they
experience the labor process in multilingual catiters. For this reason, | focus on
how they consider their jobs, and how they sittia¢ecall center experience in their
lives. | attempt to discover the strategies ofwloekers in constructing meaning for
their occupations and which factors shape diffestmattegies for workers of different
origins.

Furthermore, it would be a mistake to abstractkplaice relations and the
labor process from the broad political economy ewntin this respect,
contemporary trends in corporate circles such asdizing, business reengineering,
outsourcing, offshoring and as general model “téxiirm” should not be ignored.

The rapid growth of call centers and their extenaled/ities in peripheral and semi-



peripheral countries are related to these recenagement strategies. In other
words, twenty-first century capitalism manifestsimess process reengineering and
not only for the manufacturing sector, but alsodervice sector, a new international
division of labor occurs. Although offshoring toder-developed or developing
countries began with the manufacturing sector,ydkda low-skilled, low-waged,
degraded elements of service sector which requiviela employment pool and low
costs are subject to offshoring with the helpafanced information and
communication technologies. Call centers epitorthiiekind of white-collar work.

In this respect, growing outsourced and offshomdboenters are a product of a
neoliberal climate that proclaims liberalizationivatization, non-unionization,
deregulation or light regulation of employmentte tmacro level under the name of
globalization and atypical employment practicedcsumtracting, fixed-term
contracts and Service Level Agreements at the argaonal level under the name
of restructurind’ Therefore, this thesis, finally, aims to demortstraorking
conditions in a workplace which can be consideetypical to the twenty-first
century’s capitalist service economy and to anatiieestructure of employment in

these brand new workplaces.

Call Center Literature: Theoretical Insights andd®cal Implications

Call centers have been the subject of acadenuliestover ten years and

investigated from various perspectives including Floucauldian, critical labor

process theory, human resource management, regiemalopment, gender, and

® For a broad discussion of neoliberal impact onkplarces, see Chris Baldry, Peter Bain,
Phil Taylor, Jeff Hyman, Dora Scholarious, Abigdiarks, Aileen Watson, Kay Gilbert, Gregor Gall
and Dirk BunzelThe Meaning of Work in the New EconofiNgw York: Palgrave Macmillan, 2007),
Chapters 1-2; Marcus Taylor, “Power, Conflict anddiction of the Global Economy”, i@lobal
Economy Contesteddited by Marcus Taylor (London & New York: Routied 2008), pp. 11-32.
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sociolinguistic perspectives. There are numeroesiapjournal editions, collected
books and hundreds of articles. In a decade thptagment and investment in call
center industry has risen and reached milliongjewdécs have not been able to
ignore this new source of employment. In additieith the help of “distance
shrinking technologies,” call centers always hokpatial dimension and uneven
distribution of centers across the globe pavesvnefor analyzing globalization, the
new economy and the international division of lainathe case of call centers.

The first studies on call centers were concernigld thre surveillance
practices which are evident in the call center mmment and by a Foucauldian
approach, scholars defined call centers the “neassthops.” The managerial usage
of information and communication technologies d®¢hll centers “archetypical
organization to represent Foucault’s applicatioBefitham’s Panopticon to the
workplace.” This Foucauldian evaluation of the call center writicized by many.
Among others, Peter Bain and Phil Taylor, two “fdung fathers of call center
literature,” claim that the first students of cadinters had erected a simplistic and
false model which ignored the complexities of thgpyment relationship and the
labor process and also underestimated, even elietintne potential and actuality of
workers resistance.

Considering Bain and Taylor as “founding fathefrsall center literature” is
not an exaggeration. They have published moretthey articles in books and
periodicals since 1999 and have discussed calkcasta unique labor process which

exemplifies various features of twenty-first cegtaapitalism. Deriving from the

" Sue Fernie and David Metcalfyot) Hanging on the Telephone: Payment Systertieein
New Sweatshopg&ondon: Centre for Economic Performance, Londohd®l of Economics and
Political Science, 1998), p. 8. See also, Michaldawlt,Discipline and Punish: the Birth of the
Prison (New York: Vintage Books, 1995).

8 peter Bain and Phil Taylor, “Entrapped by the tfienic Panopticon’? Worker Resistance
in the Call Centre,New Technology, Work and Employm&st no. 1 (January 2000), p. 3.
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critical labor process theory of Braverntatiey put the call center labor process as
“an assembly line in the head” and demonstratedofiay® elements that are
embedded in call centef’.

The managers’ constant attempt to control labdrtha labor process in
every possible way is central to Braverman’s analgbthe capitalist mode of
production. Managers tend to control the organiratif work, the pace of work and
standardize every single movement of the workéhénworkplace to maximize
productivity. Since the managers are obsessedawittrolling labor, the separation
of work execution and work conception is unavoidaln this sense, workers are
expected to follow management-determined ways wfgda job which is forced
organizationally and/or technologically. This segien leads to deskilling on the
workers’ part, and the execution of work is demdtedcting like a tool or a part of
machine. In this way, workers are transformed chahbtg objects of the labor
process and as long as the execution of work inglatdized and routinized, labor
and training costs are reduced significanfly.

Braverman rightly matches the twentieth centupitedism with Frederick

Taylor’s “scientific management.” Taylorist managarhseeks to find “one best

° Harry Bravermanl.abor and Monopoly Capital: The Degradation of Warkhe Twentieth
Harry Century (25th Anniversary EditioiNew York: Monthly Review Press, 1998). See alsmkie
Krasas Rogers, “Deskilled and Devalued: Changésior Process in Temporary Clerical Work,” in
Rethinking the Labor Process, edited by Mark Wayddlomas L. Steiger amd Peter Meiksins (New
York: State University of New York Press, 1999), pB-79.

% For Taylorism see, Frederick Tayl@cientific Management, Comprising Shop
Management: The Principles of Scientific Managenagiwt Testimony Before the Special House
CommittegNew York: Harper, 1947).

™ Taylor et al. “Work Organization, Control” Phil Jlar and Peter Bain, “An Assembly
Line in the Head’: Work and Employee Relationshia Call Centre,Industrial Relations Journa30,
no. 2 (1999), pp. 101-117; Peter Bain and Phil diayEmployee Relations, Worker Attitudes and
Trade Union Representation in Call Centres,” pgpesented in the 17th International Labour
Process Conference (Royal Holloway College, Lond2®-31 March 1999); Phil Taylor, Chris
Baldry, Peter Bain and Vaughan Ellis, ““A Unique Yimg Environment’: Health, Sickness and
Absence Management in UK Call Centrédjork, Employment and Socidty, no.3 (2003), pp. 435-
438.

12 Braverman|.abor and Monopoly Capital.
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way"*? to perform a job, it separates mental work frormo@d work and has a

monopoly over planning and organizing the work exien. Taylorism insists that
workers perform every single task in a determinauke“best way” and workers are
controlled by close supervision and monitoring.aly) Taylor suggest that workers
salaries are motivating tools, hence, to increasduyztivity, performance related pay
should be in effect!

Following this analysis and criticism of the cafigt labor process in the
twentieth century, Taylor and Bain adapt the Brenagrian approach to twenty-first
century workplaces, particularly call centers. Acliog to scholars, the development
of the Automated Call Distribution (ACD) system, ialinroutes the incoming call to
the first available worker, lies at the heart df canter work and the capitalist
exploitation of new communication technologies de$ what a call center is.
Nevertheless, scholars cautiously have avoidedtdobical determinism and paid
attention to putting their analysis in a socio-emoit context. In this sense, Ellis and
Taylor strongly stress the role of privatizatiolglialization, deregulation and as a
whole the neoliberal environment in what call ces@merged and expandednd
Taylor and Bain point to the cost-efficiency andffirmaximization logic behind the
call centers?

Although they harshly criticize Fernie and Mettsafferspective, the works of

Taylor and Bain also acknowledge the manageriahgits to control workers. They

13 George RitzerThe McDonaldization of Socieffhousand Oaks, California: Pine Forge
Press, 2000), pp. 28-30.

1 E. Taylor,Scientific Management.

15vaughan Ellis and Phil Taylor, “You Don’t Know Vih You've got till It's Gone’: Re-
contextualizing the Origins, Development and ImpEdhe Call Centres,New Technology, Work
and Employmeri1, no. 2 (July 2006), 107-122.

18 Phil Taylor and Peter Bain, “India Calling to tRar Away Towns’: The Call Centre
Labour Process and Globalizatiolyork, Employment and Socidt§ no. 2 (June 2005), pp. 261-
282.



demonstrated to what extent call center managerstaigets” as controlling tools
and make workers accountable objéétEhey employ the term “team Taylorism” to
define team working as a controlling strategy ia ¢all center environmefit.Call
center work is very individualized and cannot Hatezl to team-working
organization in any meaningful way; however, van Beoek et al. demonstrate the
hidden logic behind team-working is to create cotitipa among workers?

The usage of scripts in the labor process is anatbntrolling tool in the
hands of management; in this way call center weidtandardized. Workers have to
hold on to scripts during the conversations witardk, usually in inbound services.
Taylor and Bain claim that the use of scripts ‘fisadtempt to structure the very
speech of workers into a series of predictablejleggd and routinized queries and
responses® Furthermore, just like targets, scripts are useelaluate the worker’s

performance, in other words, make him or her anau@ble object' The

" peter Bain, Aileen Watson, Gareth Mulvey, Phil [6aynd Gregor Gall, “Taylorism,
Targets and the Pursuit of Quantity and QualityClayl Centre ManagementNew Technologywork
and Employment7 no.3 (2002), pp.170-185.

'8 Chris Baldry, Peter Bain and Phil Taylor, “BrigBatanic Offices”: Intensification,
Control and Team Taylorism’, Workplaces of the Futuredited by Paul Thompson and Chris
Warhurst (Basingstoke: Macmillan, 1998), pp. 163-18

9 Dianevan den Broek, , George Callaghan and Paul Thom§eams without
Teamwork? Explaining the Call Centre Paraddegbnomic and Industrial Democra&p, no.2
(2004), pp.197-218

2 Taylor and Bain, “An Assembly Line,” p.109. On tbiher hand, Leidner claims that in
some situations service scripts “help workers ax#daheir will over others, protect them from
mistreatment, bolster their confidence in theilia®ds, or at least offer them some psychological
distance from disagreeable interactions.” Robirdher, “Emotional Labor in Service Worlkhe
ANNALS of the American Academy of Political andé&@®&rienceno. 561 (1999), p. 93.

2 Bain et al, “Taylorism, Targets,” Vicki Belt, RadaRichardson and Juliet Webster,
“Women'’s Work in the Information Economy: the Casgé& elephone Call Centerdfiformation,
Communication and Socie8y no.3 (2000), pp. 366-385; George Callaghan and Phompson,
“We Recruit Attitude’: The Selection and ShapinfgQall Centre Labour,Journal of Management
Studies39 no.2 (2002) pp. 233-254; Stephen Deery, Rodévielson and Janet Walsh, “Work
Relationships in Telephone Call Centres: UnderstanEmotional Exhaustion and Employee
Withdrawal,” Journal of Management Studig8, no.4 (June 2002), pp. 471-496; Nick Kinnige S
Hutchinson and John Purcell, “Fun and Surveillan€ae Paradox of High Commitment
Management in Call Centrediternational Journal of Human Resource Managemidnho.5
(2000), pp.967-985.
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Taylorization of work by the exploitation of tecHogy, team-work and scripts
results in worker alienation, dissatisfaction antb&8onal exhaustion. On the part of
management, the call centers face high employ@ever because of the ruthless
working conditions. The Taylorization of work is necevident in outsourced and
offshored call centers. In this sense, scholarg lamcumented high controlling,
measuring and standardizing mechanisms in calecdaibor in developing
countries?

The “skill question” in call center work also hasen well analyzed and
discussed in the literature. Stressing job stanzaiidn and work intensification,
Ellis and Taylor raise the deskilling issue in tase of British Gas’s transition from
traditional clerical work to a call cent&fUrsula Huws suggests that call center
workers are Taylorized, deskilled descendants ieedorms of office workers,
such as bank tellers, insurance salespeople, bpalérks and telephone operatbts.
In addition, the skill question divides scholarshil some insist on the term
deskilling or deskilled work, others claim that rditcall center jobs are deskilled,
rather some forms of call center work create nmakiiing.

In a very early study on call centers, Frenkelletlaimed that call center

workers are employed according to their strongpaesonal skills and they should

% Taylor and Bain, “India Calling to;” Phil Taylond Peter Bain, “Work Organization and
Employee Relations in Indian Call Centres,Oiavelopments in the Call Centre Industry: Analysis,
Changes and Challengesdited by John Burgess and Julia Connell (Londautiedge, 2006), pp.
36-57; Rosemary Batt, Virginia Doellgast and Hy#won, “Service Management and
Employment Systems in U.S. and Indian Call CeritiasBrooking Trade Forum 200%®ffshoring
White-Collar Workgdited by S. Collins and L. Brainard (WashingtorC.: Brooking Press, 2006),
pp. 335-372; Pawan Budhwar, Arup Varma, VirendagBiand Rohin Dhar, “HRM Systems of
Indian Call Centres: an Exploratory Studinternational Journal of HumaResource Management
17, no.5 (May 2006) pp. 881-897; Karin MirchanddRractices of Global Capital: Gaps, Cracks and
Ironies in Transnational Call Centres in Indi&fbbal Networkst, no.4 (October 2004), pp. 355-373.

Z Ellis and Taylor, “You Don’t Know.”

2 Ursula Huws, “Material World: the Myth of the ‘Wigitless Economy,” irSocialist
Register 1999edited by L. Panitch and C. LefRendlesham: Merlin Press, 1999), p. 40.
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have been considered “semi-professional work&rsldwever, this approach has
been criticized by researchers’ themselves in l&®search. No consensus exists on
whether call center work is skilled or not. Fortaree, Houlihan writes that “the
agent job is mythologised as simple and routingckvis a surface fact beyond
which there are many complex role and skill dem&AtSome scholars

acknowledge the workers’ “perceptual skills.” Irettall center environment it
means recognizing nuances in clients’ voices orptisme and responding
accordingly?’ Colin-Jacques and Smith demonstrate some forroalbéenter work,
like professional services, require strong skilld a strong occupation, nursing in
their case, are able to influence specific desfgeahnology and shape work
methods®

While Taylor and Bain, among others, insist onléss skilled nature of
offshored call centers in the developing world tisatarly in India®® and claim that
those which may be characterized as “high volume Malue, routinized”
workflows, in other words, those suitable for mpssduction model are subject to
offshore® Russell and Thite argue that other aspects ofioffisg such as additional

emotional labor that getting heavily into a cultuaad linguistic duality, locational

and identity masking and accent neutralization ¢oohke call center work more

% Stephen J. Frenkel, May Tam, Marek Korczynski iiacen Shire, “Beyond
Bureaucracy’: Work Organization in Call Centersiternational Journal of Human Resource
Managemen®, no. 6 (December 1998), pp. 957-979.

% Maeve Houlihan, “Eyes Wide Shut? Querying the BegtCall Centre Learning?Journal
of European Industrial Trainin@4, no.2-3-4 (2000), p. 231.

" Haridimos Tsoukas and Efi Vladimirou, “What is @nisational Knowledge ZJournal of
Management Studie&d8, no. 7 (November 2001), pp. 973-993.

#Caroline Colin-Jacques and Chris Smith, “NursingtanLine: Experiences from England
and Quebec (Canada}iuman Relation§8, no.1 (January 2005), pp. 5-32.

29 Phil Taylor and Peter Bain, “Call Centre Outsongcio India: The Revenge of History?”
Labour and IndustryL4, no.3 (2004), pp.15-38; Taylor and Bain, “Worig@nization and.”

% Taylor and Bain, “India Calling to.”

12



rather than less skillett. They employ the term “semi-skilled work.” Accordito
them, two different forms of “multi-skilling” arevé&dent in offshored call centers.
First, “depending upon call volumes and the comipjeof services on offer, workers
could be assigned to two, three or even four digrdrkflows simultaneously in
designated ‘multi-skilled’ work teams®Second, in what they call “flexible
deployment of labour,” one group of workers (team)ld undertake a whole suite
of functions® However, this level of flexibility from team toam, task to task does
not necessarily imply highly skilled work desigrchase of the “marketization of
work processes and social relations that are entailitsourcing

Investigating the skill question in call centessalways based on the
distinction between hard or tangible skills and sofintangible or social skills and
the latter labels “have more potential for pejamatind gendered connectioridfh
addition, studies patrticularly refer to Hochschsldoncept of “emotional labor.”
Emotional labor is defined as the management dihiigéo create a publicly
observable facial and bodily display. In call centase we may add “vocal display.”
“Emotional labor is sold for a wage and therefaaséxchange valug™® It is evident
that emotional labor is a characteristic of thé canhter labor process which
transcends its deskilled and standardized feah&esuse it is not possible to

determine the customers’ attitude, needs and behaa managerial prescriptions

1 Bob Russell and Mohan Thite, “The Next DivisionLafoour: Work Skills in Australian
and Indian Call CentresyWork, Employment and Sociét®, no. 4, (December 2008), pp. 615-634.

3 bid., p. 625.
3 bid., p. 628.
3 Ibid., p. 630.

#Marek Korczynski, “Skills in Service Work: an Ovéw,” Human Resource Management
Journall15, no.2 (2005), p. 5.

% Arlie Russell HochschildThe Managed Heart: Commercialization of Human Fegli
(Twentieth Anniversary Editior{Berkeley: University of California Press, 2008),7
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cannot be adequate for every interaction. CallagimahThompson claim that “far
from being passive providers of emotional labourpyees are active and skilled
emotion managers in their own righit.”

Bradley et al. have claimed that contemporaryisemwork is considered to
be related to stereotypical “feminine qualitiesjtk as caring, communicating and
making people feel gool.In this sense, employment relations emerge imaeyed
way. Callaghan and Thompson observe the centi#lityocial competencies” in the
intensive recruitment and selection processes Bdoagoing training in call
centers’”® Call center studies with a feminist perspectivess gendered relations in
the workplace and demonstrate to what extent this #kat call center work requires
are considered “feminine skills” by management ewneh the workers’ themselves.
For instance, Belt et al. provide evidence for \tskills call center managers
demand from workers and how these skills are assaménternalized by women.
They rightly observe that “good communication sKithre absolutely crucial and
“womenare recruited by employers in part because they agendd to ‘naturally’
possess the kinds of communication skills requif@durthermore, their
interviewees stated that work in call centers nepuipeople skills,” which are
associated with team-working, “team spirit” andéfrdly competition.** Most
importantly, Belt et al. documented how employeesfeank about how they pay

special attention to recruit people “with the dlitio deal with repetitive and highly

37 callaghan and Thompson, “We Recruit Attitude, 248.

3 Harriet Bradley, Mark Erickson, Carol Stephensnd &teve WilliamsMyths at Work
(Cambridge: Polity Press, 2000), p. 78.

% callaghan and Thompson, “We Recruit Attitude.”

“0vicki Belt, Ranald Richardson and Juliet Webst&¥omen, Social Skill Interactive
Service Work in Telephone Call Centerléw Technology, Work and Employmé&nt no.1 (2002)
p.26. [Italics in the original.]

“Lbid., p. 27.
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pressured work” and the scholars claimed thatencddl center environment, women
were assumed to have the kind of personality stitedpetitive, yet high pressure
work.*> Mulholland also claims that gendered relatiorseanbedded in the call
center environment in different ways and statesftimation, charm and sexual
banter which are encouraged by the managementdtednternal parts of the
gendered labor process in call cenférs addition, Durbin investigates women's
career progression in call centers and althoudtteaters need women with their
“customer service skills and personalities,” threpresentation in management is
very low. This situation can be explained by gerukesed stereotypes of a male
managerial elite and barriers to career progredsiowomen, such as training,
promotion opportunities, lack of support and fantigmmitments?

As noted above, the spatial dimension of call@enand their uneven
distribution all around the world supplies a broasearch agenda for scholars. In the
case of call centers, scholars study globalizativmpnew economy and the
international division of labor. Particularly stedion Indian call centers, the most
popular offshore destination for call center atigdd, document not only the work
experiences of the workers but also the cooperaigtvween state and corporations,
and the governmental support behind the call centlerstry. This thesis will focus
on Indian and other experiences with call centethé developing world in the
related section of the second chapter. Howeveorbehat, scholarly attempts at
analyzing to what extent national differences intgad center management should

be noted.

“2 Ibid., pp. 29-30.

3 Kate Mulholland, “Gender, Emotional Labour and ife#rking in a Call Center,”
Personnel Revie®l, no. 3 (2002), pp. 283-303.

4 Susan Durbin, “Gender, Skills and Careers in UK Cantres,” inDevelopments in the
Call Centre Industry: Analysis, Changes and Chajlesiedited byJohn Burgess and Julia Connell
(London: Routledge, 2006), pp. 117-133.
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Some scholars have paid attention to nationatwifices between call center
activities. For instance, by challenging existitgdses which stress the Taylorist
tendencies of offshored call centers, Koskina caiimat foreign call centers in
Greece have internalized Greek attitudes towardk wad “distinctive cultural
dimensions of Greek workforce” have forced managem introduce a more
flexible managerial stratedy.By relying on her findings, Koskina claims thatét
Greek call centre workers involved in this studguquy work roles in which the roles
of different forms of control are far from ‘Taylsti traditions.*® What is
significant in the labor process in both in foremguned and Greek call centers in
Greece is the absence of electronic surveillanggh&rmore, there are no reported
qualitative or quantitative targets and workersxdbhave to rely on scripts except
for the billing section of the surveyed foreigremmmunication company. The only
tools that the workers have, as a manager state&hair intelligence, confidence,
expertise, knowledge and diplomady.Job discretion and autonomy is evident on
the part of Greek workers, whether they work foe€kr or foreign employers. This
situation also leads to a high level of job satisém, as is obvious from the workers’
own words®® Although it is very controversial, Koskina expleinthis working
environment which is far different from other casedies from different countries,
by the cultural characteristics of the Greeks. Adiow to her, the political history of
the country has shaped the cultural traits of thekers which are individualism,

autonomy and internal control, and these traitelshaped the management style in

“5 Aikaterini Koskina, “How ‘Taylorised’ Is Call Cerg Work? The Sphere of Customer
Practice in Greece”, iDevelopments in the Call Centre Industry: Analy€isanges and Challenges,
edited by John Burgess and Julia Connell (Londautiedge, 2006), pp. 170-188.

% Ibid., p. 176.

" Ibid., p.179.

“8 |bid., p.180.
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Greece. In line with Koskina, Lindgren and Sedeatiilave explained the term
“flexible autonomy” in the Swedish context, whicashmade companies stay in
busines$? They exemplify flexible autonomy by documentingshmanagement has
allowed workers to choose their own working hourd aupplied them with “coffee
percolators, the fax machine room and the dinirmgmé Scholars “read” these
managerial favors in a positive way; they claimsth&cilities give employees
autonomy, freedom and privacy; but also they ackedged that all these attempts
intend to balance high levels of technical contfddn managerial strategies, van
Jaarsveld et al. investigated effects of nationstitutions on call center management
and found significant differences between call eenin liberal market economies
(UK, USA and Canada)- Another study has focused on temporary work in
coordinated market economies (Austria, DenmarkpégaGermany, Spain and
Sweden) in the case of call centers and finds tatwktent differences in regulatory
regimes shape managerial strategies and employratices’” The second chapter
of this thesis will deal with the differences beémenational experiences with call
center industry more broadly.

There is a considerable literature on the effettsall centers on regional
development. Particularly geographers have lookdideaeconomic relationship

between call centers and the areas in which thegited. Bristow et al. analyzed the

“9 Antoni Lindgren and Per Sederblad, “Escaping tleetEonic Birdcage: Workplace
Strategies in Swedish Call Centres,'Developments in the Call Centre Industry: AnalySisanges
and Challengesedited by John Burgess and Julia Connell (Lon&Rwoutledge, 2006), pp. 189-198.

0 |bid., pp. 196-197.

*1 Danielle D. van Jaarrsveld, Hyunji Kwon and AnnFEost, “The Effects of Institutional
and Organizational Characteristics on Work ForexiBility: Evidence from Call Centers in Three
Liberal Market Economiesfhdustrial and Labor Relations Revié&, no. 4 (July 2009), pp. 573-
601.

52 Karen A. Shire, Hannelore Mottweiler, Annika Schdéar and Mireia Valvarde,

“Temporary Work in Coordinated Economies: Evidefroen Front-Line Service Workplaces,”
Industrial and Labor Relations Revié&, no. 4 (July 2009), pp. 602-617.
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distribution of call centers in the United Kingdoegions and stated that “spatial

division of labour is likely to continue to be urmen>®

According to them, the low-
cost advantages of peripheral regions are attefbivcompanies to locate a call
center. On the other hand, “other factors suchiasmize the risk and to stay close
to existing premises, allied activity and suitatbmcentrations of labour supply exert
a significant influence on locational decisiof$Richardson and Marshall define
two principle locational requirements as telecomitation infrastructure and
available labor, but financial incentives offergddovernment, low occupancy costs
and transportation facilities are also taken cogmie of by compani€s.Russell, on
the other hand, claims that locational decisiorsralated to the type of work
conducted and the labor and skill markets cre#t&ichardson and Gillispie asked
the question of to what extent call centers candmesidered as on opportunity for
rural areas and scholars identified the benefitslamtations of call centers for rural
development’ According to them, first and most obviously, a@hters create
employment in less favored regions; however, thpgleyment can be characterized

as low-quality: “Call centers perpetuate a rurat lsage economy>® Other benefits

can be listed as “bringing new capital and techgick investment to a region,” “the

%3 Gillian Bristow, Max Munday and Peter Gripaiosal0Centre Growth and Location:
Corporate Strategy and the Spatial Division of LatfoEnvironment andPlanning A32 (2000), p.
535.

*bid., p. 534.

%5 Ranald Richardson and J. Neill Marshall, “Telegms, Call Centres and Urban and
National Development,The Service Industries Journi, no. 1 (January 1999), pp. 106-107.

% Bob Russell, “Making, Re-making, Managing and @olling Customer Service Agents:
Brownfield and Greenfield Call Centre SiteRé&search and Practice in Human Resource
ManagemeniO, no.1 (2002), pp. 35-52.

" Ranald Richardson and Andrew Gillespie, “The @&the Wild: Call Centers and
Economic Development in Urban Area§towth and Chang&4, no. 1 (Winter 2003), pp. 87-108.

*8 |bid,, pp. 100-101.
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potential to bring new types of employment” and-tlading of skill sets in regional
areas.”

Call center work and workers also have been thgstiof academic studies
with a sociolinguistic perspective. The languageaeds of call centers and the
standardization of interaction with customers veithipts were questioned. In her
analysis of call centers in the United Kingdom wathinguistic approach, Deborah
Cameron offers the term of “styling the worker"define commaodification of
language in call center indusffy.She rightly states that as long as the profeasion
persona of the call center is created entirelyufhospeech, call centers are a good
example of service work as language work wheretimemodification and
regulation of language are at their p&aBhe says that “scripting standardizdsat
is said, but styling is an attempt to standartiia®it is said.®> Furthermore,
Cameron demonstrates that “styling the worker”qois a reflection of popular
consideration of “female speech styles,” includaxgressiveness, caring, empathy
and sincerity’ In line with Cameron, Monica Heller discusses Hamguage turns
into a marketable commaodity on its own, rather thaimg a maker of ethnonational
identity in francophone Canada in the case of tlecenter industry and also

tourism®* Also, Alexandre Duchéne focuses on how multiliigma emerge as a

%9 |bid. It should be noted that Richardson and §ilk: also acknowledge the ongoing skills
debate on call center literature, although theyr@a “up-dating of skill sets.”

9 Deborah Cameron, “Styling the Worker: Gender dedG@ommodication of Language in
the Globalized Economy,Journal of Sociolinguisticd, no.3 (August 2000), pp. 323-347. See also
her larger work on “commaodification of languageglidrah Camerori;ood to Talk? Living and
Working in a Communication Cultufeondon: Sage Publications, 2000).

®1 Cameron, “Styling the Worker,” p. 328.

%2 bid., p. 331.

% Ibid., p. 342.

% Monica Heller, “Globalization, the New Economygdaihe Commodification of Language
and Identity,”Journal of Sociolinguisticg, no. 4 (November 2003), pp. 473-492.
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key promotional and marketing strategy and comnatiua skills, particularly when
a diversity of languages becomes a selling poiatdall center in Switzerlarfa.

In addition, scholars have paid attention to thtire of multilingual call
center work and accent neutralization processeffshored call centers in the
developing world. Apart from Taylor, Bain and oth&ork on Indian call centers
that serve in English and require a neutralizeeai®€ philologists also have
investigated the commodification of language indffshore environment. In her
ethnographic study of a training agency which spomsible for neutralizing call
center workers’ accents, Claire Cowie argues ttepnetation of “neutral” and
trainees’ responses to accent training and she wEmates the attempts to erase
mother tongue influence and make workers’ Englishlable commodit$’ Tariq
Rahman, on the other hand, observes that the hizettraccent may cause the
alienation of worker from his/her society in Pakist® The accent that corporations
demand and workers desire to have in many casatedra new identity which
belongs to a corporate culture but is alien to $taki culture around % In addition,

in a very recent article, Selma K. Sonntag discu$ise broad and contrasting

% Alexandre Duchéne, “Marketing, Management anddPerénce: Multilingualism as
Commodity in a Tourism Call Centrd,anguage Policy3, no.1 (March 2009), pp. 27-50.

% Taylor and Bain, “Call Centre Outsourcing;” Taylmd Bain, “Work Organization and;”
Mirchandani, “Practices of Global Capital;” Karinitghandani, “Making Americans: Transnational
Call Centre Work in India,” paper presented atThe&d Critical Management Studies Conference
(Lancaster University, Lancaster, UK, 2003 ); Mahuyal and Patrice Buzzanell, “The Indian Call
Center Experience: A Case Study in Changing Digesuof Identity, Identification, and Career in a
Global Context,’"Journal of Business Communicatid, no. 1 (2008), pp. 31-60.

%7 Claire Cowie, “The Accents of Outsourcing: the Miegs of ‘Neutral’ in the Indian Call
Center Industry, World Englishe26, no. 3 (2007), pp. 316-330.

% Tariq Rahman, “Language Ideology, Identity and@menmodification of Language in the
Call Centers of Pakistanl’anguage in Societ$8, no. 2 (2009), pp. 233-258.

% Ibid., p. 250.
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conceptualizations of linguistic globalization aswgests the “linguistic hegemony
framework” for analyzing multilingual call centefs.

Call center studies in Turkish literature are r@md there has been no large
academic call center survey. Umit Akcay’s two aescshould be mentioned. Based
on the early call center studies of Taylor and BAkcay employs the critical labor
process theory to investigate the working condgiofcall center workers in Turkey
and collects his data from an online survey ofAksociation of Call Center
Employees* Akcay refers to the “electronic Panopticon” debate the Taylorism
approach and shows examples of the call center [@baoess in the call centers of
Turkey. Furthermore, he demonstrates how Turkistkers resist managerial
strategies; in other words, he adapts Taylor and'8approach to the Turkish
experience. However, he neglects other debaté®iature. Another study on
Turkish call centers focuses on emotional laboreBgmining two call centers in the
banking sector, scholars investigate how workerskyshape and are forced to
commodify their emotions in call center work ancksfion the space of resistance on
the workers’ parf? Apart from these mentioned studies, there ardrptostrial,
non-academic articles in corporate journals whishally are dedicated to giving
“advice” to the management floor and also develeywy managerial strategies.

Additionally, a master’s thesis should be notedn&Belinda Neitzert’'s study on

0 Selma K. Sonntag, “Linguistic Globalization ane tBall Center Industry: Imperalism,
Hegemony or Cosmopolitanism?,anguage Policyd, no.1 (March 2009), pp. 5-25.

™ Umit Akgay, “Geng, Ucuz, Esnek, Orgiitsiigci Sinifinin Yeni Uyeleri-Cari Merkezi
Calisanlar”, Turkiye Sinif Argtirmalari Merkezi, 3. Sinif Camalari Sempozyumu Kitabi, “Tarkiye
Isci Sinifi ve Emek Hareketi Kiireselior Mu ?” (Istanbul: SAV Yayinlari, 2008), pp. 377-397;
Umit Akcay, Cari Merkezlerinde Emek Siireclerine BakmakgGaMerkezleri Orngi”, Iktisat
Dergisi, no: 494-495 (2008), pp. 47-53.

2 Fuat Man and Cihan Selek Oz, “Gériigtligibi Olamamak ya da Oldu gibi
Gorunememek: Gau Merkezlerinde Duygusal EmekCalisma ve Toplun20, no.1 (2009), pp. 75-
94.
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German call centers in IstanBtivhich shares the same case to some extent as this
thesis. From a sociological-anthropological perspecNeitzert investigates the
relationship between return migration and the catiter industry. Her findings are
based on her own experience in a call center wétezdhad worked for nineteen
months. However, this attempt was unfortunatelytéohto one case and mostly
neglects the non-immigrant workers in the industry.

Although call centers have been the subject ofynaaademic studies in
universities around the world for about ten yearscles and thesis are still limited
in the Turkish social science literature in thedi In this sense, my study intends to
fill the gap of in-depth academic studies on Tunkiall centers by a multi-
perspective analysis of the industry in general, gmecifically the work experiences
of multilingual call center workers. Thus, it dexs/its analytical concepts from both
critical labor process theory and a broader paliteconomy perspective. This thesis
analyzes the structure of the employment in caiters by focusing on workers’ own
experiences. It seeks to cover all facets of nidpilal call center work, and hence,
to derive evidence from different organizationgley, different workflows and

different elements of workforce and then, compé#nes to each other.

Sources and Methodology

The data that | used in this thesis come fromrs¢weurces; different aspects
of the study demanded different methodological apgines. First of all, in order to
understand the Turkish call center industry wishpliace in the global call center

phenomenon, | used the findings of an internatipnajlect entitled “Global Call

3 Alina Belinda Nietzert, “German Call Centers itatsbul: Beyond the Global and the
Local”, (Master’s thesis, Biazici University, Istanbul, Turkey 2008).
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Center Report: International Perspectives on Mamageé and Employment.*
which was led by Cornell University, and also nuousrcase studies on national
experiences with call center industry which maimywe been published in academic
journals. The Global Call Center Project is a paidi three years (2004-2007)
work covering almost 2500 call centers and 475g&#)0center employees. Under
the leadership of David Holman (University of Skedtf), Rosemary Batt (Cornell
University) and Ursula Holtgrewe (Working Life Raseh Center, Vienna), research
teams from 17 countries conducted the first maoge scale international survey of
call centers. This study gives us “a detailed antotithe similarities and
differences in operations across widely diversénat contexts and culture$>The
participating countries are Austria, Brazil, Canddanmark, France, Germany,
India, Ireland, Israel, the Netherlands, Polandit&éfrica, South Korea, Spain,
Sweden, the UK, and the US. Thanks to this gianjept and individual articles
which address different national contexts (sucthad?hilippines, Malaysia and New
Zealand) from different perspectives, | have bdaa t detect international trends
and national distinctions in the call center indusAfterwards, | employed these
findings as a background for assessing the Tudaditcenter industry.

| used mainly sectoral publications (eGall CenterMagazing, company
documents, websites, brochures, a catalBgukich covers a large amount of
registered call centers in the country and alsentdeicted informal interviews with

two call center managers and the edito€afl Center Magaziné order to

" The global report and national reports are avkiléiom
http://www.ilr.cornell.edu/globalcallcenter/.

> David Holman, Rosemary Batt and Ursula HoltgreWee Global Call Center Report:
International Perspectives on Management and Enmpémt.Available [online]:
http://www.ilr.cornell.edu/globalcallcenter/uplo&IZC-Intl-Rept-US-Version.pdf [10 July 2009], p.
V.

" Turkey Call Center Catalogue 2009-2010 Call Centard SuppliergIMI Fuarcilik,
Istanbul, October 2009).
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understand the establishment and expansion ofealérs in Turkey. In this way, |
attempted to put Turkey in its context in the gladzl center industry. Especially,
searching company websites gave me the opportt;gge how Turkish companies
promote themselves and the Turkish multilingualkfance to international clients.
By scanning business journals, brochures and netenewspaper articles, | was able
to understand industrial trends, demands and petsgdeurthermore, the surveys that
has been conducted for business circles whichratunately limited in scope,
supplied some statistical data for me. To see vehattually happening in a call
center and physical conditions, | visited two calhters in Istanbul and one in
Yalova, as an ordinary guest.

In order to find out what kind of skills are dendad by multilingual call
center work and the skill perceptions of workeng, ¢haracteristics, qualifications
and expectations of them, in what ways they aiisfgat or dissatisfied with their
jobs, and finally, how their “life-world” as a cantt impacted their work experience,
| conducted seventeen interviews with workers wigoast were employed by a
variety of companies, Turkish in-house, Turkishshiire outsourcer, foreign in-
house and foreign offshore outsourcer so that lidvba able to see the differences
between different types of companies. These wemtacted via friends, the Internet
and the Association of Call Center Employees. dlggiecial attention to select them
from different origins, educational backgroundsssgnd gender. The ages of
interviewees vary between 23 and 50, the avera2®. iEleven of them came from
immigrant families and had lived in foreign couagripart of their lives. Six
interviewees who did not have a “migration stoma@ined their vocational languages
in Turkish schools. The educational levels of titeriviewees demonstrate a variety.

Six of them are or were students while working,rfolithem were university
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graduates; one was a college graduate, five helshslary education diploma and
one had only a primary school education. Partibyléhe workers from immigrant
families include those with relatively fewer yearschools. Six interviewees were
dealing with English calls and other six with Dutdlls, five worked in German
services. Nine interviewees were female and eigmewvnal€.’ Interviews were
semi-structured and the questions aimed to unchetskeeir life-narratives, work
experience, skill considerations and job satisfactl particularly focused on these
themes that emerged out of the interviews, althdbglparticipants mentioned about
various aspects of call center work.

| conducted seventeen semi-structured interviewagch means | had a
framework of the questions prepared to understasctlfacts about their
background, their motivation to take this job awavithey considered their work
environment, their qualifications, the skills thia¢y brought the job and the skills
that they developed during the call center expegeRurther questions were asked
depending on the responses of the intervieweedstauns. | particularly tried to
understand where they situated the call centerreetpee in their life stories; for this
purpose | encouraged them to share their life datdie workplace with me.

All interviews were recorded on a digital recorded lasted between 20
minutes to one hour depending on the oral skillgasficipant and obligatory
situations; some had to return to their work-saatsoon as possible. | conducted
interviews in several places, eight of them wenadewted in their workplace in a
separated room where | had the consent of manageéomeerview employees.
Others were conducted in public coffee shops ardima media building where an

interviewee was working at the date of researchirdérviews were conducted in

" For detailed profiles of interviewees, see Appendi
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Istanbul, except for one which was conducted iroval All were on a one-to-one
basis. | explained them my research intereststandttucture of my study,
guaranteed them that | will anonymize their statet:mand they could stop recording
and if they wished | could delete it completelypartially at any time during
interview or later. These interviews constituted thajor source of analysis in

Chapter Four.
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CHAPTER TWO

THE GLOBAL CALL CENTER INDUSTRY

Call centers constitute a vast economic and sphenomenon. The number
employed in this industry and growth ratios areresgive. Furthermore, call centers
can be considered as the best exemplary of thetywiiest century capitalist
workplace in many ways. In this sense, Bob Rustaiins that call centers resemble
the same thing as automobile factories or textileswere meant for their agfé.

Journalistic and academic attention in call cenkers been rising for over a
decade. However, the first type of call center established in the late 1960s when
the Ford Motor Company and AT&T developed the ‘800mber to facilitate the
recall of faulty cars in order to comply with a &gbligation’® The fundamental
innovation that paved the way for the mushroomihgadl centers as a dedicated
unit was the Automated Call Distribution (ACD) s#st, “enabling calls to be routed
to available operators within (of for that mattetween) call centre$® During the
1980s, business became more aware of the potehtrdbrmation and
communication technologies (ICT) to increase tlieiehcy of their operations and

to provide a wide range of customer serviteBontacting customers via telephone

8 Bob Russell, “Call Centers: A Decade of Researtttigrnational Journal of Management
Reviewsl 0, no. 3 (2008), p. 195.

9 Sebastiano Bagnara and Patrizia Marti, “Human WiokRall Centres: a Challenge for
Cognitive Ergonomics,Theoretical Issues in Ergonomics Scie@¢ceo. 3 (2001), p. 224.

8 Ellis and Taylor, “You Don’t Know,” p. 109. Seesal Marcela Miozzo and Matias
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bean to supply a competitive advantage to compaesgecially where similar
services were providetd.In this sense, the banking and finance sectoralveays
the trail blazer of the call center industry.

The rise of call centers can be “situated at titersection of rapidly
expanding information and communication technolegi€Ts), reengineered
business processes, a changing (or changed) pobfilestomer needs and
expectations and prevailing culture of occupatioratructuring.®® Since the service
was delivered over the phone, it was not imporntergre the phone was picked up.
The “distance shrinking technologies” gave the apputy of locating their call
centers anywhere that they could reduce costdcpianty labor cost§? which
constituted a least 60% of total costs. Movingeamdustrialized towns where large
labor pool was attractive for profit maximizatiomsvthe first trend. For instance, the
Highlands and Islands of Scotland were “discovereian ideal call center location
in the United Kingdom and the number of call cemterkers in the region increased
from 300 to 2,300 during the 199%sFinally, the 2000s have witnessed a move of
call center activities to periphery countries. Camigs have exploited the
technological advances to relocate service sectivitées internationally?®
However, all of this process can not be explairadlyg by technological advances.

It would be a mistake to abstract the relationsi@fween technological

advances and the world of work from its larger fozdi-economic context. In this

8. Richardson and Marshall, “Teleservices, Call Ges)tr p.98.
8 Bristow et al, “Call Centre Growth,” p. 521.

8 Houlihan, “Eyes Wide Shut,” p. 228.
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respect, contemporary trends in business circlels as downsizing, business
reengineering, outsourcing, offshoring and as @&gg#model “flexible firm” should
not be ignored. The rapid growth of call centerd #reir extending activities in
periphery or semi-periphery countries are relatetthése recent management
strategies. In other words, twenty-first centurgitaism manifests restructuring
business processes and not only for manufactuterséeat also for service sector,
the cost reduction and profit maximization logives the way for a new
international division of labor in the case of aa@hters. Bristow et al. clearly state
that the two distinct facets of corporate orgamiretl change lead to the
mushrooming of call centers: First, the procesgemientralizing back-office or
routine corporate functions in-house to sites aft@y the corporate core and
second, the process of contracting out of noncomngatate functions to a third party
outside the firm, that is, outsourcififgAlso Ellis and Taylor, among others, strongly
emphasize the role of the political and economigrenment of neo-liberalism,
deregulation and privatization, the financializatmf markets and the growth of the
“new economy” in the expansion of call center wéfi¢h this climate, not only
business but also state or local governments hatieed the importance of call
centers. Governments have begun to make generfaus tif companies as tax
reductions, forgivable loans, and incentives t@tean specific areas. State and
business cooperation in establishment and expaos$icall center industries in many
national contexts is evident.

This chapter aims to present the dimensions aatdres of call center
industries in the world. In order to understanel global call center phenomenon,

the findings of the first major large scale intd¢imiaal survey of call centers, Global

87 Bristow et al., “Call Centre Growth,” p. 521.

8 Ellis and Taylor, pp. 108-110.
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Call Center Project is used. The survey, which avpsoduct of three years (2004-
2007) work, covers almost 2500 call centers and@0tbcall center employees from
18 countries. This study gives us “a detailed antofithe similarities and
differences in operations across widely diversénat contexts and culture&®Not
only a global report, but also individual counteports which constitute the main
source of this chapter are available onffheemploy theProjects “varieties of
capitalism” typology which emerges as the subhegof this chaptet' Beyond

any doubt, the claims, suggestions and data ioviatlg pages are not limited to the

Project.

Call Centers in Liberal Market Economies

It is estimated that three percent of total wor&éoin United States of
America is employed in the over 50,000 call cenie2004% In the United
Kingdom, 790,000 people (2.8 percent of total wor&€) work in call centers.

This employment number is 500,000 in 14,000 caitees in Canad&. The numbers

are significant; it is obvious that in liberal matleconomies, call centers are one of

8 Holman et al.The Global Call Center Repopt, v.
% http://www.ilr.cornell.edu/globalcallcenter/

L However | refer their “Recently Industrializing ransitional Economies” as “Developing
World.”
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December 2009].

30



the major sources of new employment. Call centetiberal market economies
“with more relaxed labor market regulations and liefluential labor market
institutions™®® demonstrate similarities frequently. For instareg, centers in the
USA, the UK, Canada, Ireland and Australia are c¢hamily in-house organizations,
dealing with inbound calls, serving the nationatkerather than the international
market?® The majority of the workforce are female (percgetaaries between 63
and 69, Ireland and Canada, respectively) andethding sectors in the call center
industry are always telecommunications, bankingfarahce.

On the other hand, the educational levels of eygas vary in national
contexts. The percent of call centers that primdnite college graduates is higher in
Canada and Ireland, 54.1% and 40%, respectiVélfie participation of college
graduates to call center workforce is below 20%h@USA, below 30% in the UR
and only 6.1% of Australian call center workersdsoh three-year university
education degre€s This discrepancy between the educational levetstgiloyees
can be understood according to target markets.

Although call centers in liberal market econonmesstly serve national
markets rather than international markets, Canaddraland represent different
situations in this context. Call centers that sémternationally are much more

common in these countries: 33.1% in Cardtand almost 40% in Ireland are

% Holman et alThe Global Call Center Repom, iv.
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Ibid., p. 13.
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http://www.ilr.cornell.edu/globalcallcenter/resdatupload/Australian-CC-report.pdf [10 July 2009],
p. 21.

31



international call centers. On the other hand, dmds in Australid®® 5% in U.S™%
and 15% in the UK* serve international market. The Canadian and &igieriences
with call centers epitomize serving the developeddavirom the developed world;
these two countries are the first destinationsatifaenter offshoring, or as it is
sometimes referred “near-shoring”. Lots of big La8d European corporations have
found it “cost-efficient” to locate a call centensCanada and Ireland thanks to the
countries’ locational, cultural and linguistic ckreess to the US and Europe.

The governments in these two countries have plagating roles in
attracting foreign direct investment (FDI) to loeatll centers in Canada and Ireland
as a means of employment creation. Furthermordittreand rise of call centers in
Canada and Ireland have been at the same time agdhiberal transformation. For
instance, Joan McFarland demonstrates that thblisstaent and expansion of call
centers in New Brunswick, a western maritime progim Canada, has emerged
under globalization and neoliberal preconditibfisIn the historical context of the
region New Brunswick, which is marked by traditibhegh unemployment and low
labor participation, McFarland shows the attemptte neoliberal McKenna
governments (1987-1997) to develop a knowledgeebssevice sector which

includes mainly call centers in order to achieveedbal of job creation:

1% panielle van Jaarsveld, Ann Frost, and David Walkee Canadian Contact Centre
Industry: Strategy, Work Organization Human ReseuvianagementAvailable [online]:
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Industry in New Brunswick”Socialist Studies: The Journal of the Society fwi&ist Studie$, no.1
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The new strategy signaled a major departure friohstyle development
strategies, which had focused on expanding mal@pportunities in the
resource extraction and manufacturing sectors.nemeapproach meant that,
for the first time, the government’s job creataxtivities were aimed at non
core segments of the labour markét.

This state-sponsored project succeeded in atigpathumber of American
multinationals to operate in New Brunswick and teddl 5,000 jobs; in other words
one out of fifteen job in province, by the yea26D1°’ The government directly
support focused labor costs of companies, the arbaidget item for most call
centers and offered cash incentives to busineedesadte call centres in the
province. These incentive agreements were signétthiee-year forgivable loans”,
which meant it was not necessarily need be repae ispecified employment
targets were meéf® The total amount of forgivable loans was, as dthgethe author,
close to $50 million.

The government’s neoliberal strategy was not 8ohito subsidiaries. The
McKenna government also followed a way of “makihg &lternatives to paid work
increasingly unattractive, rather than making thil pvork more attractive through
improve wages and labour standartf§.In this sense, cutbacks to social
programmes and restrictive fiscal policies produttedstagnation of falling real
incomes and this situation lead women to partieip@employment, in particular
call center jobs under the pressure of additiorejenecessity. Furthermore, the
cost of non-participation in the workforce was gesed for students and mainly cuts

in governmental grants for post-secondary educatn@hhigher tuition fees forced

the students to have part-time jobs. This processwery beneficial for call center

1% pid., p. 28-29.
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companies and, in one example McFarland givespgaay made a deal with a
local university “in which the company designatedtain part-time positions for
students and the university provided the workeffdltthem.”*'° The scholar also
points to the anti-union industrial relations pgland the attempt to create a weak
and divided workforce of neoliberal governments.

Wendy Larner also investigates the New Brunswighegience
comparatively with New Zealand! Both of the surveyed areas are in need of
foreign investment in order to accomplish econognawth and job creation.
However, in respect of call center strategies, Bewnswick and New Zealand have
significant differences. Larner, like McFarland, @masizes the “McKenna miracle”
and claim that New Brunswick resembles the “devaleptal state” found in
Southeast Asia and Ireland. On the other handew Kealand, private sector actors
played the leading role while state was positioa®d facilitator rather than an
instigator'*?> The scholar accepts that the most call centersrze to serve
domestic markets, but the growing trend of tranisnat call centers can not be
ignored. Larner’s contribution to understanding rileeliberal policies of McKenna
government is worth noting. As an addition to the\ae claims by McFarland,
Larner points to a different facet of the neolibassault on the working class: “The
term of ‘accident’ was also redefined to excludess-related diseases; with the
consequence that claims for soft tissue and repestrain injuries became all but

impossible.**?
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Larner insists on the New Brunswick experiencthasstate policy of
attracting FDI and in this way creating jobs exefrgd a shift in the economic
practices of the state: A shift from protecting d®tic economy through
inventionalist strategies and federal subsidigategrating local activities into
global flows and networks through market driven Eypment*'* In this changing
strategy, the province’s historical features likghhunemployment, official
bilingualism and advanced telecommunications Hedpieoliberal governments to
open borders to the call center activities of nmaliional corporations.

This is also the case for Ireland. Proinnsias Biezh gives important
insights into the Irish call center industry, inrfpaular offshored call centers in
Dublin in his early articlé™® Depending on the very early data that gathered fro
different surveys of the late-1990s, the scholanalestrates the birth and rise of
offshored call centers in an industry-supportedexin The turning point for the
Irish call center sector was the Industrial Develept Agency'’s introduction to its
call center programme in 1992, which means thattlmtry began to promote itself
as an ideal pan-European call center locationeavény beginning of the call center
offshoring phenomenot?® The highlighted advantages of Ireland as an oftsh
destination were “existing grants and tax incerstjthe cheapest rates in Europe for
international freephone calls as well as low-cbih-calibre, flexible bilingual
staff.”*'’ By the date of the article, the sector was emplip@000 persons in 50

centers. US-based companies strongly dominatedabltenters and employ 80% of

4 bid., p. 142.

15 proinnsias Breatnach, “Globalisation, Informaticecthnology and the Emergence of
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the total workers. Also, it is worth to note th&02 of all employees are foreigners.
Breatnach claims that call center activities haspdéd Ireland to escape the bounds
of geographical peripherality. This does not meawdver that being the call center
hub of Europe has changed Dublin’s dependent pasiti the international division
of labor*® As a conclusion, although FDI has raised the ¢j\standards in Ireland
to that of the world’s core economies, the schaiams about the externally
determined future of this process.

Public assistance for companies that locate eallers in less-favored areas is
not limited to the Canadian and Irish contexts. 45f%all centers in the USA use
various forms of public sources including local ggyment incentives and subsidies,
public job recruitment and placement services, ipulaining resources or
programs:?° Likewise, 42% of call centers in the UK use palsiburces a lot or a
great deal, 16% not at all and in about 10% of eyges participate in a publicly
funded training programmié’ Also, Australian call centers benefit from federal
state or local public resources: 41.9% use pubkources for recruitment, 51.5% for
training and 11.5% take incentives for locatingdrgeted zone¥?

To conclude, call centers are one of the dramtidaing employment
generators in liberal market economies. Most ofctilecenters in the USA, the UK,
Canada, Ireland and Australia are in-house orgaairg handling incoming calls
and serving national market rather than the intewvnal market. However,

particularly in Canada and Ireland a considerablegntage of internationalization

18 bid., p. 482.

191bid., p. 484.

120 Batt et al,;The U.S. Call Center Industrg,27-28.

121 Holman et alHuman Resource Management in Call Centpeg7.

122 Erenkel et alThe Australian Call Center Industry, 85-6.
36



is evident. Since these countries have linguistat @ultural ties with two biggest call
center offshorer countries, the USA and the UKsludfred-outsourced call centers
have grown significantly. The governmental rol€Cianada and Ireland to attract big
multinational companies to locate their call centarerseas by offering generous
incentives is undeniable. Simultaneously with titerinationalization of call centers,
the educational level of the workforce rises. Thenes in the case of Canada and
Ireland, multinational giants enjoy a more educatedkforce with cultural and
linguistic ties and governmental support in theedeped world. The following pages
will focus on the offshoring phenomenon in the depig world, but before that,

call centers in more regulated economies shoulkikbenined.

Call Centers in Coordinated Economies

In their global report, Holman et al. employ teem coordinated or “social
market” economies to refer to countries with refly strong labor market
regulations and relatively influential labor markestitutions'** These countries in
the report are Austria, Denmark, France, Germarggl, the Netherlands, Spain and
Sweden. Also it is possible to add other Europeamuies like Belgium, Finland,
Greece, and ltaly to this list by acknowledging sivailar market conditions,
employee demographics, organizational structurdsegulations?* Their national
experiences with the call center industry can motdnsidered as uniform, but call

centers in this type of capitalism are quite simitaeach other.
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The domination of in-house call centers and inlobservices, serving mostly
national markets rather than international marlkaetsminized workforce,
concentrating mainly in urban areas but tendingado more peripheral areas are
common features of call centers in these counivlash also resemble a great deal
of international trends in the call center induskygditionally, the most important
common feature of these countries is a high peagentdf trade union representation
compared to call centers in liberal market econsraied the developing world. For
instance, 70 percent of call centers in a Swedipbnt state that workers are
represented by trade uniotf868 percent of Dutch call center workers are cavere
by collective bargaining agreement§Half of the call centers in France are under
union representatiotf’ Also, labor market regulations like “by law, arsnf in the
Netherlands with more than 50 employees is requrdthve a works councif®®
and the presence of unions directly affects ondhejuality, pay levels and
employee satisfaction. It is evident that turnavage, absenteeism and quit rates are
low in these countries. On the other hand, everceaters in coordinated economies

tend to make greater use of subcontracting anetipaetcontracts as strategies to

125 Christer Strandberg and Ake Sandb@gll Centres in Sweden: A Description of
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Available [online]: http://www.ilr.cornell.edu/globalcallcenter/reselafigpload/Swedish-CC-report-
English.pdf [10 July 2009], p. 45.
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2009], p. 57.
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increase organizational flexibility in order to@imvent labor market regulatioffs.
However, diversity between national experiencesikhoot be ignored.

It is estimated that there are about 300-400ceaiters and that the industry
employed between 20,000 and 25,000 workers ine¢lae gf 2004 in Denmark. This
number constituted around 1% of the total Danisrkfeoce >*° Danish call center
workers generally hold permanent contracts. Orbypgrcent of the workers work
on a temporary bast& A typical Danish worker has some sort of vocationa
education; however, only 8 percent of call centanagers report that they mainly
employ university graduaté® The majority of call centers in Denmark are lodate
in big cities where the headquarters of companieslacal public support, like
special education programs and unemployment s@ssate used at a very low level
by only a few independent centers. For instaneethe low wage area around the
Danish city of Vordingborg, where the local busseshool has developed a
vocational call centre education programme baseal gnant from the EU ‘Social
fund’, in cooperation with one of the largest Damisdependent call centre&*®
Although there is no dedicated trade union for catiter workers, nearly half of the
call centers negotiate wages and working conditiitis trade unions$®* However,

as it is expected, management trends like buspresgss reengineering, downsizing
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and outsourcing directly affects the union presearmkindependent call centers have
less union representation than in-house call center

The Netherlands has the second (after Irelandhesigpoercentage in Europe
of its population employed in the call centers. ea.5 % of Dutch workforce is
employed in almost 2,000 centéfsNevertheless, the most important feature of the
Dutch experience with the call center industryhis high presence of international
call centers in the country: About one third of Ehutall centers handle international
calls and 55% of subcontractors serve internatiokets**® In the 1990s,
particularly, but not exclusively, US-based trarigral companies established their
multi-lingual call centers in the Netherlands tmtiie their pan-European
operations3’ The main factor for companies to choose the Nkthds as a hub for
their European calls is the country’s multilingeapacity. It is estimated that “no
fewer than 77 percent of the population speak oredn language fluently, with 44
percent speaking two other languag€s.”

As is evident in many other national contextsretie a positive correlation
between serving the international market and thee&iibnal level of workers. In the
Dutch call center industry, 52% of workers havehkigsecondary education and
18% have tertiary educatidf, Because international orientation is more freqirent
subcontractor call centers, the more educated war&fparticipation is higher in

these workplaces; 24% of workers in outsourcedasadters have university
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educationg®® Subcontractors mainly employ workers on a panetbasi&* (77%),
which can be understood as high student participati outsourced call centers.
Students who do call center work often quit becdhisg have finished their
educationg?®? In this respect, it can be assumed that internaticall center work
particularly in English is considered as a pockehay supplier by students.
Furthermore, Dutch subcontractor companies enjogl Ipublic funding for new
developments in the peripheral areas where unemyanytends to be high&t

In the French context, the development of calteenis a recent
phenomenon. The scholars who have prepared thenonkprivate/non-business
report on French call center industry state thraerfactors that have influence call
center development: The liberalization of the tetemunications market, raising the
strategic importance of customer relations manageared rapid progress in
information and communication technologtéHowever, all these movements have
been relatively slower in France:

The French telecommunications market was libezdlet the end of the

nineties. Deregulation of banking and insuran@toss is still underway.

French companies have taken a long time to rethlegecall centre operations

involved a major organisational innovation at ldnel of the corporatiof*®
By referring to previous research on the Frencheeadter industry, the scholars

estimate that for 2004, there were 3,300 call esrard 205,000 call center workers

in France. This number constitutes 0.75% of thal tebrkforce of the country. Also
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it is estimated that between 9000 and 12,000 wenkerre employed in foreign
countries including Morocco, Senegal, Tunisia, Btadirice Island for the French
market in 20044°

The French call center industry is typical in terof domination of in-house
call centers, serving generally a national mankeét) a high percentage of female
participation in the workforce. Only 12% of cafirder activities in France target the
international —probably European— market and itééonal affairs are more frequent
in retail (catalog selling) and business-to-bussn@sservices, 21 and 23%,
respectively**’ Although pay levels are relatively higher in Paggion, it is the
most attractive localization for call centers (26%4otal call centers); however, there
is no detection to what extent this choice is eslab access to skilled labtf
French call center workers seem highly educatechdders in the report state that
they primarily recruit those who have two yearsenfiary educatiod?® Only 14% of
workers are employed on a part-time basis and oaeter of the workforce is made
up of temporary workers?

Using public resources is common in the Frenchoegiter industry. As the
report states “local and state governments oftempbete to offer incentives to new
companies seeking to locate call centre operatibi©bviously, this generosity is
about creating new jobs in certain areas that baffered high unemployment rates

for a long time. 20% of call centers in the Fresample reported having benefited
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from tax incentives. Taking advantage of tax ince&® is more common in
subcontractors than in-house call centers; schakssme that it is correlated with
relatively larger sizes of subcontractor centefsictv mean more job opportunities
for local people. Additionally, call center manegyeeport that they use public
recruitment and placement services and trainingrarames at very high level®

Half of the centers in the French sample repdnadng a union present, as
quoted above; however, the union presence is wariet in outsourced call centers,
“especially in outbound call centres, where threartgr of establishments do not
have any union®®® The union presence directly affects pay levelsytes, quit rates
and absenteeism. For instance, the median annyah ganters with union presence
is 7% higher than that in non-union centers; catiés are approximately 50% higher
in non-union centers. On the other hand, mediamréeis 50% higher in centers with
union presence, compared to non-union cerérs.

According to a German report, there were 2,700ceaiters in the country for
the year of 200%>° The report is based on a sample of 300 center8%&8f which
are in-house, 33.1% is service contractors anbeaseport introduces a category of
call centers that are legally separated, but wakecties to their mother companies,
13.2 % of the centers are outsourced subsidiatiéghe internationalization of

German call centers is very limited, compared &dbuntries like the Netherlands
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and Ireland: Most of the centers serve at the natievel (58.8%) and only 13.7%
of all centers are serving internationally; othems regional or local call center¥.

In Germany, 74.3% of call centers are collectigeeament-free workplaces;
furthermore 85.2% of subcontractors and 80% ofautsed subsidiaries are not
covered by collective agreement&Based on these numbers and the low
percentages of other worker organizations like waxduncil in outsourcer or
subcontractor centers, Holtgrewe rightly claimd tleatsourcing and subcontracting
strategies ‘work’ for German companies — in thessethat they provide escape
routes from collective agreements and co-deternoinan the core industries
Companies do not use the entire range of flexibte@ntingent working
arrangements for institutional reasons and labaketaegulations in Germary®
nevertheless companies seek to create flexiblefaaex through part-time work:
“On average of 42.5% of CSRs [Customer serviceasagrtatives] in the call centres
work part-time.*®* As can be expected, most of the part-time workeerman
call center industry are womé?ff

The educational level of German call center wasleam not be considered to
be low. An average worker has a lower secondargathn (62.4 %), and 39.6% of
workers have higher secondary education certifs;ate managers in the report
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state.”” However, workers with university degrees are qrate, 10% and university
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students constitute 9.5% of the total call centerkfiorce in the report sampté&*
The great majority of students, as is evident irepnhational contexts, are employed
as part-time worker€?>

The Swedish experience with call center indusrgiso typical. For 2002, it
is estimated that 60,000 employees in 1290 catiecenvere working in Sweden; in
the report sample, 73% of them are internal, 248 aternal and 3% are mixed
organizations®® Female participation in the workforce is very high%:*’ as is
evident in elsewhere. A typical Swedish call cemterker has upper secondary
education but only 2% of workers have a 4-year ensity degreé® Swedish call
centers are dominantly (71%) serving the domestitket while only a few
companies are international centers; others afenaigor local*®® Although the
number of international call centers in Swederiiislew, Lorentzon acknowledges
the role of the Investment in Sweden Agency (ISAithority for the support of
foreign investment in the country, in substantirease in the number of employees
during recent years? Nevertheless, using public resources is not vergraon for

call centers in Sweden. Only a few centers repgirtgutax reduction and special

loans or grants, 9 and 10%, respectiélyGrants for localization in a specific area
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are used by only 16% of centers. However, usageilolic training resources is more
frequent, 61% of centers use this kind of publispsart!’2

To sum up, as above examples indicate, call ceimearoordinated market
economies epitomize the international trends inndestry. However, in these
countries where relatively strong labor institusand regulations are more frequent
and influential, trade unions and other forms bblainterest representation can still
affect working conditions. In this sense, the Gldball Center Industry Report
documents relatively a high quality of jobs, lowrtover rates and low wage
differences across call centers in coordinated eta&onomies’® Companies in
these countries, beyond any doubt, seek to exteribility in working relations and
subcontracting/outsourcing seems instrumentabtestrending tradition structure of
industrial relations and regulation. Employmentafl centers is significantly rising,

in some cases with the help of governmental orgdioizs, particularly together with

the externalization of workforce by business preagegngineering.

Call Centers in the Developing World

In this section, | will examine call centers irttieveloping world with an
emphasis on the growing tendency of multinatioahpanies to move their call
centers overseas. In the case of call centerangev developed world from
developing world has a history of less than 15 ydaowever as will be seen in
numbers, employment in and market size of callemsrgrow significantly in the

developing world. Particularly, former colonies batie advantage of linguistic and
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cultural awareness to call center-sending counimi¢ise competition of attracting
foreign investment. Besides, multinational compsu@ejoy low labor costs and
governmental support in terms of tax incentives atheér means. As Holtgrewe et al.
rightly observe that “Lower cost is a central metfer international relocation in
labour-intensive services specially, and that autsed and offshored services are
connected to a standardization of work and an gifieation of monitoring.” Call
center offshore-outsourcing is a contested tertenge, this section is devoted to
the tensions and contradictions of call centethéndeveloping world. These
emphasized facets of call centers in India, Phitipp, Malaysia, South Africa, South
Korea and Brazil will give us some insights withiahto assess the Turkish call
center industry in the following two chapters aktktudy.

According to the survey, in 2003, it is estimatieat between 75,000 and
115,000 were employed in Indian call centérsThere are five organizational types
in the Indian Information Technology Enabled Seesi¢ITES) and Business Process
Outsourcing (BPO) market which are captiv&shird-party providers, Indian
software/IT firms, Indian business houses and glthand BPO companie<! The
first generation of offshoring service sector ati#g in India was not call centers,
but back office processing centers, which weredose, directly owned
organizations, in another word “captives”. This esence paved the way for

offshoring call centers to India by demonstrating tapabilities of the Indian

" Ursula Holtgrewe, Jessica Longen, Hannelore Maktwvand Annika Schénauer, “Global
or Embedded Service Work: The (Limited) Transnalisation of the Call-Centre IndustryWork
Organisation, Labour and Globalisatid®y no. 1 (Summer 2009), p. 13.
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workforce and the required infrastructure in thel#h990s'"® Among others, Bain
and Taylor strongly emphasize the role of centnal lacal governments’ policies,
including telecoms deregulation, tax exemption famahcial incentives in India and
their commitment to be an ideal offshore destimafar call center activitieS”?

In the largest study on Indian call centers awédlawhich covers sixty
centers in six cities and a total workforce of 39 2mployees, Rosemary Batt et al.
state that 74% of Indian call centers serve intésnal market:® This situation
makes the country the only one among 17 countfast(ia, Brazil, Canada,
Denmark, France, Germany, India, Ireland, Isrd&e,Netherlands, Poland, South
Africa, South Korea, Spain, Sweden, the UK, andiB¢ that dominantly serve the
international market rather than national mafkefhe growing academic interest in
Indian call centers can be understood better ithirék of this exceptionality. The
leading sector in international call center adigtin India is banking (41%), which
is followed by telecommunications (19%) and uggi(10%). International call
centers primarily make both service and sales (48%y sales centers constitute
39% and 9% of call centers performs only serviéesimportant feature of
international call centers is that they are 7 titaeger than domestic operations:
“While international centres average 741 employmsvorksite, domestic centres

average 104 employee¥?
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Almost every international call center employeeaksoon full-time basis
(99.1%). Scholars also state that a typical Ind@hcenter employee has a
bachelor’s degree. Initial training takes six weeksaverage in international call
centers, and the typical employee in these cedtsls with 90 calls per day. 41% of
international call centers India obligate their éogpes to rely on scripts and they
dominantly employ electronic monitoring systems%f)2Batt et al. suggest that
“script use may be driven by multinational clienmt#$o may not be comfortable with
allowing subcontractors to have discretion ovey ttespond to international
customers®® A worker in call centers that serve internatiomairket earns US$
2,687 (in 2004) per annum on average. There aoesalsie indicators of worker
dissatisfaction in this study. For instance, altjftoit was not confirmed officially,
Batt et al. claim that turnover can be higher t&@mercent annualf{?*

Furthermore, the percentage of “employees promitéigher positions” that call
center managers in the survey report is only 1ichvllso needs a justification by
workers. As Batt et al. state that “As anecdotai@vce has suggested, this data
confirms that call centre jobs typically do notvaeas entry-level positions for
careers outside of the centres in the larger catjmor.”*®® Also, call center managers
in the survey report 5.6% of absenteeism on a&piay. This number also needs a
justification as is stated by the management itsglfer than worker¥®

Beyond this statistical data, qualitative studiased on the experiences of
worker’s themselves can provide a better way taewstdnd the other aspects of

Indian call centers that serve the internationalketa In their numerous works which

183 bid., p. 12.
34 bid., p. 17.
%5 |bid., p. 18.

188 |hid.
49



rely on labor process theory, Phil Taylor and PBiEn insist that more
standardized, routine, repetitive and low-valuesrants of the service sector are
being moved offshore and that call center offstgpgpitomizes that kind of white-
collar work. In this sense, what makes the offstpof call centers possible is the
Taylorist characteristic of call center waf¥.In their own words, “India largely
hosts an extreme version of the mass productiorehd®

Scholars suggest that the types of services a#shio India resemble those
outsourced within the UK; they are both outboundriow and out-of-hours
calls'®® The main reasons for offshoring call center atiéigiare cost reduction,
which seems to be the logic of going overseas laaavailability of a low-waged
and relatively skilled workforce. “A review of evd@dce suggests that cost savings in
the range of 40-60% could occur when ITES processatsourced to Indiad>®
Also the colonial history of India makes it possilidr firms to find a skilled, in other
words, English-speaking, workforce in India. Furthere, the competitive drive to
improve customer service by receiving calls 24 kasianother leading advantage
behind offshoring call centers to India. Howevhlere are also disadvantages of
India as an offshore destination. First and fordirtbe language accents or cultural
differences seem challenging issues about offsgotifficulties in exercising
control over distant and remote operations” and-sia costs are other
disadvantageous factors of migrating services dalriraylor and Bain claims that

the size of firms and their call centers are relatedecisions to go overseas. In this

187 Taylor and BainCall Centres in Scotland;aylor and Bain, “India Calling to the Far
away Towns...;” Taylor and Bain , “Work Organizatiand Employee.”
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respect, larger centers which have higher callmelsi are those that tend to be
offshored***

In the sense of labor process, Taylor and Baiistitisat the types of calls
handled in India tend to be routinized, repetiwel with short cycle times and also
since the Service Level Agreements are translatiedtargets for workers aggravate
the burden on their shoulders: “India is no exaeptd the internationally recognized
phenomenon that much call centre work can be exipegd as intensive, demanding
and frequently stressfut® Additionally, there is no significant differenae the
case of technology employed in Indian call censéaid those in developed countries.
As Taylor and Bain describe it:

ACD systems distribute calls, electronic wallb@adisplay queue numbers

and waiting times, and agents in Mumbai receiVis tdarough headphones

plugged in to the same turrets as found on watikstsin Melbourne or

Manchester. Agents navigate familiar screens a@dus, entering data on

globally-branded computetg?®

However, the Indian call center “agents” or “cusér service
representatives” as they call themselves who woikternational centers experience
a different labor process in many ways from thelteagues in parent-company’s
home country. Indian workers have to adopt angitigseudonyms, hide their
Indian locations, speak in “neutral” accents orregmulate their customers’
dialects'®* As noted above, scripts are largely employed terivational call centers

to secure standardization. In this respect, Tagthal Bain note language and cultural

training are central priorities and quote from k canter manager that “accent
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training is perhapthe most important criterion**® Also, Mirchandani’s work gives
examples of how Indian call center workers encautigeriminatory, humiliating
and racist customers such as “One day a person yanknow, | don’t want to
speak to you. You have broken English. Please m@someone Americart® On
the other hand, there could be some customers ik ol be talking someone from
India, even if they recognized that they are béiedto over locatiort?’

In a comparative study, Batt et al. investigameilsirities and differences
between three types of call centers: in-house ceimdhe United States, outsourced
centers in the US and offshored centers that areedwand operated by
subcontractors in India and serve the US maR&cholars found that “in-house
centers tend to adopt more quasi-professional apprto employment than either
outsourced or offshored centef€*They employ fewer call monitoring and
performance management systems than outsourcedcdamern offshored Indian
call centers. Workers in American in-house callteeshhave more discretion over
their work and opportunities for problem solvinga @e other hand, although the
Indian workforce is more educated and relied oulletime basis, the work system in
offshored Indian call centers is the most tightipstrained and standardized one. In
other words, Indian workers in offshored call cemthat serve the US market have
the lowest level of work discretion.

The nature of call center work in internationattegs is a contested terrain.

On the one hand, work in offshored call centersitite demonstrates the Taylorized
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elements of service work, that is most routinegtiépe and low-skilled. This kind
of work is in need of a broad unemployment pookose the turnover rate and
absenteeism tend to be high. On the other hangeR@nd Thite also acknowledge
that since their work is under rigorous surveillvand closely scripted, Indian
workers have less discretion and less autonomytowerthey perform their work.
However, in their comparative study scholars clthat the work in call centers that
serve international market demonstrates more joletyamore involvement in
special off-line and use of greater numbers ofvgfé programs than their
Australian colleague®?’

Russell and Thite strongly emphasize that as BRR®golymorphic
creations, they provide whatever processes oveseagers or parent company’s
demand,; this situation paves the way for greatgatran in the work and a necessity
for “multi skilled” team-working: “Depending uporalt volumes and the complexity
of services on offer, workers could be assignetvtp three or even four
clients/workflows simultaneously in designated ‘thakilled’ work teams.?®*
Another aspect of this multi-skilling is evidentanother case as the movement of
team members from task to task, is what scholdrsflexible deployment of
labour.”®? However this level of flexibility from team to ter task to task does not
necessarily imply highly skilled work design becao$ the “marketization of work
processes and social relations that are entailesorcing. %

As Russell and Thite note a specific aspect ofaimevorkforce, “[w]hile in

Australia university students may be recruited ¢@naporary basis to work in call
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centres as a means of funding their studies, imladiversity graduates assume
permanent positions in similar work environmerft§.Another study focuses the
managerial discourse of professionalism in Indiahaenters. D’Cruz and Noronha
demonstrate how organizations invoke the conceptafessionalism in their
employees and results of this managerial attempt) as the internalization of
employee-defined professionalism by work&rsScholars define “being
professional” as the notion at the heart of orgatmonal control. The managerial
demand of a “professional attitude” contains amde®i satisfy customers, putting
aside personal problems and concentrating on ssvaccepting stringent
monitoring and shift timings, being able to withedahe tensions and pressures of
work, and being sympathetic to the idea of takinganother identity in the interest
of the organization and the custom&rArticle documents noteworthy experiences
of workers as “prideful professionals.”

On the other hand, less-critical studies alsoiagmbrtant dimensions to
research Human Resource Management strategiedianlpall centers. For
instance, Budhwar et al. claim that in order tovjde “total customer satisfaction,”
the work structure of Indian call centers that santernational market is highly
structured, tightly controlling, bureaucratic, fahzed, monitored, and scriptéd.
However as an effective HRM tool, “employment cam&velopment strategies” is

not generally in use because of large unemployadugite poof®
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It is obvious that the Indian case has been vesikarched and well-
documented by numerous case studies. However, dnei@her national experiences
with call center offshoring to the developing wowdich are equally important but
still waiting for broader research. In the follogipages, | attempt to complete the
“global picture” of the call center offshoring pleenenon by using available studies
that focus on different national contexts and tiegstomize different aspects.

Call centers in the Philippines are also muchriv@onalized. It is estimated
that there were over 150 U.S.-based call centeipeoias and over 50 other
international call centers from Australia, the Ukdaother European countries
located in the country in the year of 2007 and @utsed call centers employed
around 150,000 and 170,000 Filipinos as of MarddB2@roviding services to
Americans?®® Obviously, the “Philippines is becoming a heafdyored alternative
to India®*®in terms of call center offshore-outsourcing. Acting to scholar, the
most important competitive advantage of the couisthyigh number of English-
speaking college graduates of the Philippines. i®gpcing over 400,000 graduates
with English as a second language, Philippinesccampete with heavily populated
countries like India and Chirfa* However, the cultural difference between
costumers and overseas workers is still a probiethd Filipino context. In this
sense, Friginal suggests “a well-designed langaageculture training” and
programs aiming to build cultural awareness for camter agents:

While focusing on the voices of women workers thelves from a gender

perspective, Cecilia Ng and Swasti Mitter produew mmpirical data and discuss
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the relationship between the burgeoning call cantirstry and the feminization of
work in Malaysian and Indian contexX{s.The authors note from previous research
that Malaysia is considered as attractive offsli@sination, thanks to its well-
developed, low cost infrastructure and strong gavemntal support. “Currently,
Malaysia has 320 contact centers with 12,000 enggleylustered around financial
services, telecommunications and the IT sectrtiowever, there is no exclusively
third party international call center in this caynand fewer than 10 companies serve
both domestic and foreign clients. But in recerdrgesome big multinationals like
Shell and HSBC have begun to locate their regioakilcenters in Malaysia, though
these centers are totally owned and operated bpaoies themselves, in other
words, they are “captive$®

Research demonstrates that young, single and dgrestluated women are the
preferred workforce in call center industry as daie type of dynamism,
communication and IT skills are required to handleall center work. By
highlighting the worker women’s own experiences,awgl Mitter claim that they are
relatively satisfied and enjoy what they do at wdfldlthough there is still a gender
bias in the work structure, scholars are optimiatiout a more equal gender division
of labor. As a conclusion, scholars emphasize &weel of state attention in
developing countries to ensure the sustainabifithe industry so that poorer
women and men can become accredited and profekzamhaall center workers.’

Even if the scholars seem to acknowledge thatcealter work can become routine
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and boring, they appreciate the managements’ tiasilike “reading rooms, Internet
browsing centers, gymnasia, free transportaticer aifight shifts and recreational and
cultural activities for the staff*®

Chris Benner draws a more colorful picture (goaayed and skillful) of
work South African call centers. Since the couigrigeing thought as an ideal call
center offshore destination from United StatesBnpe, the author suggests the
government take the initiative and develop a largatperspective for economic
development through attracting multinational comesio operate call centers in
South Africa?*® According to Benner, low educational levels, &latcustomer
service management skills and inattention to thepteal challenges of call center
work seem the disadvantageous factors that governsheuld face and deal with.
As a previous survey noted it, there are curreB@¥00 workers in South African
call center industry, which is greater than thé¢ cahter industries in Ireland,
Scotland, Wales, the Philippines, Italy and Spgaitowever, foreign investment
participation (30% of all operations) in this intihyss not satisfactory for the
scholar, but it can be hoped to incre¥3d@enner claims that since South Africa’s
land-line telecommunication infrastructure is under monopoly of Telkom, the
competitive telecommunication cost advantage otthetry is in danger. In this
sense, Benner’s between-the-lines suggestion caortsdered to be realized by
neoliberal governments in different contexts, pattrly in Canada’s New

Brunswick as mentioned above.
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On the other hand, the South African call cemdustry is distinct in many
ways from other national contexts. First of alkrénis still a race issue in
employment. Africans are highly under-representeithé industry; only 27% of
workers in the agent positions are African who tituies the vast majority of the
total population. However, the colored and whiteydation is significantly over
represented in call centers. For instance, ovetale the colored population makes
up 9% of the total population, they comprise 35%ak workers, 33% of team
leaders, and 22% of managers in the largest sufvae industry in South Afric&?

Furthermore, female participation in the call eentorkforce and the
educational level of workers are quite below glabadrages in the industry. Only
57% of call center workers in the survey samplenaymen and a typical South
African agent is less-educated than his/her colleagn other countrigd® Only 2%
of workers hold a university degree, and vast nigjof them (84%) have a matric,
high school certificate. Trade union representaiticime South African call centers is
also below global average. Overall, only one quarteall center in the survey have
a recognition agreement with a trade union foremive agreemerit?

According to a national survey of Korean call ezgst the call center industry
is becoming an important service and employmenéigear in this country, as
elsewheré?® One of the important feature in the Korean catiteeindustry is

externalization. The non-regular employment of caltter workers constitutes
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90.8% for in-house call centers, 39.2% at subcoturs; in this sense, 93% of total
workers are externalized in various forms of nogutar employment. In scholars’
words “the employment of Korean call centres idéexalized’ to an extreme
extent.”?® This situation paves the way for a union-free mient in the Korean
call center industry and the scholars claim theifémation of workforce as another
factor of the low unionizatiof?’ The Korean call center workforce is the most
feminized one in the surveyed countries for the@ldall Center Projeét®

Usually there is a correlation between the intionalization of call center
activities and the education level of the call eentorkforce, but the Korean
experience with call centers represents an exaepiibhough only 1.6% of call
centers in the country serve international mafkaworkers in Korea are highly
educated with 38.5% of them holding 2-year colldggrees and 28.7% have 4-year
college degrees and abd7€ On the other hand, governmental support for Korean
call centers is very low; only 7% of workers in theveyed call centers had
participated in government-supported training paogs. Also the usage of other
public resources subsidized by local governmentsh 8s job placement services,
site location assistance, regional aid incentitasabatements and special loans or
grants, is very lovi®

The Brazilian call center industry is another epéeof the high

externalization of the employment. According toational report, 53% of centers in
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the sample are subcontractors, unlike the globalidation of in-house call
centers>2 On the other hand, the vast majority of Brazikaf center workers are
employed on a full-time basis (87%)Y.Internationalization of Brazilian call centers
is still low (2.6%)>** although 22% of workers hold college degf&elhis situation
can be considered as a result of the languageshdPortuguese-speaking world is
very small comparing to English-speaking one arrddpcing a sufficient number of
English speakers remains a challenge for Bral.”

As seen, considerable research has been dondl gerdars in the
developing world. Studies on India and other popoftshore destinations for call
centers have documented not only work experienctgeavorkers, but also the
cooperation between state and companies, and tleergoental support behind the
call center industry. Call centers are some obiggest employment generators in
these countries. Although, used technology, orgdiniaal structure and employee
demographics are quite similar to those in liberatoordinated market economies,
call centers and call center workers in the devetpworld have distinctive
characteristics. In the case of labor force, wakerdeveloping world are more
educated than their counterparts in other countiiey usually hold a bachelor’s

degree. Furthermore, it is not a “just passingughs®®’ industry in India and other
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offshore destinations for many fresh college gréekiacontrary to their peers in
liberal or coordinated economies who tend to see#tl center as a temporary
pocket money supplier. Hence, companies can takadiantage of more skilled,
more “professional” and loyal workforce when thelocate their call centers in the
developing world. Governments in these countriee alelcome call center
investments in order to create employment andudatie their countries to global
capitalism. As the above examples indicate, calters bring not only employment
overseas, but also socio-cultural problems. Acoentralization, hiding location and
identity are considered prerequisites of workingniernational call center service.
Besides, the labor process in the call centersetieveloping world tend to be more
routine, standardized and closely monitored thasdhn other experiences. Since
the twenty-first century capitalism has manifedteslbusiness process reengineering
internationally, a new global division of labor fermerged not only for the
manufacturing sector but also for the service seétithough offshoring to under-
developed or developing countries began with thaufacturing sector, today the
low-skilled, low-waged and degraded elements ofsdreice sector which are in
need of a wide unemployment pool and low costsabgect to offshoring with the
help of advanced information and communication etbgies. After this evaluation
of global call center industry, now the focus aéttihesis moves on to the Turkish

experience with call centers.
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CHAPTER THREE

MAPPING THE TURKISH CALL CENTER INDUSTRY

Turkish Call Centers at a Glance

Between January-February 2008 and 2009, the nuoflzeailable job
positions in call centers increased from 1010 t832&n a popular career website. At
the same time applications rose approximatelytiimes and reached 247,542,
which means a quarter million of people in Turkegling to be employed in a call
center today>® But where and under which conditions will they WdiVhat are the
features of the Turkish call center industry? Whators impact the establishment
and expansion of call centers? In this chapteselamd related questions will be
answered.

In the absence of official data, an accurate dieteof the number of call
centers and call center workers in Turkey is difticThe call center industry is not
classified in traditional government categofigsAdditionally, since there is no
generally accepted definition of a call centerdsts which are particularly
conducted for business circles can vary in thadlifigs. The disparity in number of
centers could be due the methodology used. Addilipnt is estimated that there is

a remarkable number of call centers which are ustergd, usually referred as

238 Ekonomik Krizde Firmalar G& Merkezi Elemani AriyorAvailable [online]:
http://www.callcenter.com.tr/sizden_gelenler/sg teeden_gelismeler/423-ekonomjek-krjezde-
fiermalar-zarri.html [10 December 2009]

239 Ministry of Labor and Social Security puts calhter labor under the large category of
“Commerce, Office, Education and Fine Arts,” Repaiof Turkey, T.C Resmi Gazeteo.27200, 14
April 2009.
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“below stairs.” Another reason for the disparitynimmbers which can be understood
by the nature of call centers; for example, a@atiter supplier company may
operate various “projects” of parent-companieghls respect, there is no standard
to determine how we can calculate the total nurobeall centers if a parent-
company outsources its call center service to riwe one call center supplier
company; or a call center supplier company, aslueparates more than one
“project.”

The latest catalogue of Turkish call centers idekithe most recent survey;
however, the published findings are limited to nearkize, usage trend in vertical
sectors, service utilization by functions and textbgy usage level. According to
John Morton Institute’s study, in 2009, the numdiecall centers in Turkey is
estimated to grow by 4.1 percent, reaching 979;@4Bese centers are owned and
managed by larger companies, in other words inansl 31 call centers are
outsource service provide?®.In addition, the growth of outsourcers has begidra
the number of outsourcers has grown from 18 tan3.two-year period. In this
sense, although in-house call centers are domindnirkish industry, as elsewhere
in the world, the outsourcing activities are ingieg dramatically. The most
common function of call centers in Turkey is outbdwollection calls; that is, call
center activities mostly focused on calling custmsrie collect their awaiting
payments. This situation can be understood byatgelparticipation of the banking
sector in the Turkish call center industry. Alsongbanks outsource their collection

call activities to suppliers. Customer serviceshtecal support, tele-sales and tele-

240Tyrkey Call Center Catalogue 2009-2QBepared byMi Fuarcilik,istanbul: October
2009, p. 25. [HereafteZatalogué.
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marketing come afté*! The high number of collection calls in total azéhter
activities makes the sector resistant to econonises, even strongéf?

The general manager of Global Bilgi, a leading cahter company, and
president of Call Centers Association, Bahadir Bakkays that the total investment
in last five years reached a level of 150 millidndnd that the sector size would be
doubled in the next five yeaf& According to another source, in 2008, the market
size of industry is about $250 million and thereevapproximately 35,000 workers
employed in Turkish call centef&’ Call center workers are predominantly young
and female as elsewhere in the world. Sources tstat&9 percent of call center
workers in Turkey are female; and only one outivd Df total workforce is above 30
years old. According to one source, 44.9 percemiarkers are between 25 and 29
and 24 percent is between 18 and 21 and 45.5 gestemrkers have university
degreeg®

The leading sectors in the call center marketelezommunication and
banking; both constitute 40 percent of total catiter activities in Turkey, according
to CMCT. However, this percentage is much highegMiD’s estimate, more than

half of the total call centers are dedicated totehecommunication and finance

21 pid., p. 27.

242«ekonomik Kriz Cari Merkezlerini Tget mi Gegiyor?'Call Center Magazineo. 9,
(February-March 2009), p. 10-12.

23]lker Pehlivan. 28 January 2009. ‘@amerkezleri bu kez tahsilat icin ariyor.” Availab
[online]: http://www.radikal.com.tr/Radikal.aspx2gle=RadikalDetay&ArticlelD=918991&Date=0
7.02.2009&CategorylD=80 [4 August 2009].

244 Ccustomer Management Center Turk@iirkiye Cari Merkezi Pazar Ozet Raporu.
Available [online]: http://www.cmcturkey.com/crm-dunyasi/crm-ipuclarikiye-cagri-merkezi-
pazari-ozet-raporu-2008.aspx [24 July 2009] [HeexaEMCT].

245 casri Merkezleri Derngi. Diinya ve Tiirkiye’de Gan Merkezi SektoriiAvailable.
[online]: http://www.cagrimerkezleridernegi.org/iexiphp/sektorumuz/browse/sunumlar/ [31 July
2009]. [Hereafter CMD].
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sector; the figure below which is taken from CMwsis the percentages of call

centers according to the sectors:

Telecommunicatioh

] 30%

Financel | 24%
Technology(&e-Trade]m ] 79
Travel and TourisT—1 5%
Media and EntertainmeRf—"""1 4%
Production/ Durable goodsT——1 3%
Public =1 2%
Retail T 2%

Finance others (Insurance efe)d 2%
Logistics [ 2%
Health [0 1%
Offshore ™ 8%
Others/| 110%

Fig. 1 Sectoral Breakdown

Source: Cgri Merkezleri Derngi, Diinya ve Turkiye'de Ga&l Merkezi Sektord,

(www.cagrimerkezleridernegi.org)

On the other hand, the John Morton Institute estid® that the
telecommunication and healthcare sectors are #tediagrowing sectors; call center
usage in these sectors grew by 26.7% and 17.2%ectegely, in 2009. However, the

main driving factor behind the overall growth whe tncrease in the seat capacity of

existing center$?® Further, the public sector grew during 2009 byddticing new

outsourced call centers or enlarging the traditigogernmental call centers. State

and local governments’ call center activities Wil examined later pages of this

chapter.

According to the employment sizes of 61 in-house 22 outsourcer call

centers in th€atalogue outsourcer call centers are larger organizatibéf the

246 Catalogue p. 26.
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outsourcers employ more than 100 workers and thfrdeem employ more than
1000. Since the outsourcers are usually not destidatone sector and operate
“projects” from different sectors at the same tithey tend to be huge organizations.
For instance, the biggest company in outsource enafkTurkey employ
approximately 7000 workers and operates the catiece of a telecommunication
giant, an Internet supplier company, a digital B/wsce and many other parent-
companies. In-house call centers, on the conteaeydedicated to one company and
are managed as any other department of organizétyashefinition. Hence, they are
smaller units; only one of them, a call center diuakish bank employs more than
1000 workers and half of the in-house call ceneenploy fewer than 50 workers.
This discrepancy in employment size is evidenttireonational experiences and
previous research usually consider this as anatali®f a mass production model in

outsourced call centefs’

Locations of Turkish Call Centers

“Though call centres are locationally mobile, tlteynot find all places equally
appealing;” Richardson and Marshall state eightnf@itors considered by firms
when locating a call center:

1. The availability of advanced telecommunicatiengable for data and
voice transmission and capable of hosting intetiighetwork services;

2. Telecommunications costs are also importamtiqodarly when the call
centre can be located in several countries;

3. A pool of labour of sufficient quality to caropt the particular tasks
required in the call centre;

4. Labour costs;

5. Financial incentives offered by government;

247 For a discussion of mass production model inaatliter environment, see Rosemary Batt
and Lass Moynihan, “The Viability of Alternative IC&entre Production ModelsPuman Resource
Management Journdl2, no. 4 (2002), pp. 14-34.
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6. An attractive living environment to attract rmgement and other key staff;

7. Low occupancy costs, e.g. rents, rates, sexyiand parking;

8. Access to good local public transport; andoime cases national and

international transport systerfi$.

Most importantly, large call centers which oper2dehours a day require
sufficiently large labor pools to keep the opematituring “anti-social” hours.
Because of this, companies tend to find locatiohere a large pool of quality,
flexible and low-cost labor is availabt€ Buchanan and Koch-Schulte emphasize
the main factor behind choosing a call center iocat suitable workforce at a
relatively low cost:

Labour costs compromise the great majority of cafiter operating expenses

and can range between 60-80 percent, dependititedgipe of center.

Therefore the quantity, quality and most impoftgrdost of labour in a given

location will play a significant role in the firmlocation decisions?

If they did not offshore their call center actieg, companies in liberal market
and coordinated market economies found the solwtidimd low-cost skilled labor
by locating their call centers to deindustrializedions where unemployment is
high. Significant studies demonstrate to what eixtempanies take advantage of
high unemployment rates in peripheral regions dsal lacal governments that
herald the call center industry as a job generatampete to attract companies to

locate their centers in their areas by offeringimtoves and offer other kinds of

public support>*

248 Richardson and Marshall, “Teleservices, Call Ges)trpp. 106-107.
249 Bristow et al., “Call Centre Growth,” pp. 522-523.

20 Ruth Buchanan and Sarah Koch-Schultender on the Line: Technology, Restructuring
and the Reorganisation of Work in the Call Centetustry,Report for Status of Women in Canada,
(2000), p.5.

*1Bain, “Some Sectoral and Locational,” Lorentzonallentres: a Swedish,” Ed Rose and
Gillian Wright, “Satisfaction and Dimensions of Gmai among Call Centre Customer Service
Representativedhternational Journal oHuman Resource Managemds, no.1 (January 2005), pp.
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However, the call center is still an urban phenoomein many countrie?

The pattern is locating a call center which hanthescore activities of company that
require more skilled labor to city centers but iegdo move the sub-activities to the
periphery where it is possible. For instance, theking sector, which constitutes the
majority of call centers in almost every countrgeds an available labor pool with
some university education, particularly in opergtiields like banking, finance or
insurance. Because of that, companies in this statd to locate their call centers in
urban areas; nevertheless, some of them might lm@erches or outsource to call
center suppliers in small cities to operate then-kkilled operations, like collecting
awaiting payments.

In the Turkish case, beyond any doubt, the lealtiogtion for call centers is
Istanbul. The major factor for locating a call aans the city’s traditional
dominance in the country’s economy. Choosing Istéab a call center location can
be considered obligatory in the case of availakilées labor. Since call centers
usually employ university students or graduatesantsul has the largest population
with some university education in the country. mike call centers are usually
settled close to existing concentrations of alaetlvity or as a department in the
company’s head-office. Hence, Istanbul as a trid@ncial and industrial center is
also a hub for telephone services activities. Adddlly, call center service supplier
companies tend to locate their centers in Istambatder to be close to parent-

companies. Closeness can be a demand from thetqgarapany or it can be a must

136-160; Weinkopf, “German Call Centres,” On thieeothand, some scholars claim that “There is no
evidence that labour costs influence call centeations.” Paul Bishop, Peter Gripaious and Gillian
Bristow, “Determinants of Call Centre Location:r&® Evidence for UK Urban AreadJrban
StudiesA0, no. 13 (December 2003), pp. 2751-2768.

2 Richardson and Gillespie, “The Call of the Wilg,”92; Bagnaralowards Telework in
Call Centres Yoshio Arai and Kazuhiro Sugizaki, “Concentragasf Call Centers in Peripheral
Areas: Cases in JapamNétwork and Communicational StudiEg, no. 3-4 (2003), pp.187-202;
Breathnach, “Globalisation, Information Technoldgy.482.
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to establish business-to-business relations; bedatenbul with country’s top
(national and international) transporting facikti@nd also business activities like
expos or conferences. Call centers in Istanbul dvew are not in the heart of the
city. They are usually located in districts awaynfrthe center, such as Kartal,
Gunali, Umraniye and Maltepe, where office rents atatreely low. Also, the
Istanbul hinterland, particularly Gebze and Yaldvaye significant concentrations.

On the other hand, recent years have witnessedrma n call centers in the
provincial areas of Turkey. Although, they havetkiye existing ones in Istanbul,
some companies have opened second call centersihgties. A few outsourcing
companies also have moved some of their “projeotgrovincial areas. Migrating to
small cities is not so common for outsourcing comgsthat operate at the
international level because of language requiremdtdtential international call
center workers are usually bi- or multilingual mers, language graduates or foreign
spouses. These categories of staff are not easiliable in provincial areas. Even
so, there are a few call center locations inteonatily served in Anatolia, especially
in touristic regions. Former employees in the temrsector in cities like Denizli and
Antalya constitute the labor pool for multilinguslll centers in these citiés’

Cities in which at least one call center is lodadee Istanbul, Ankara, Izmir,
Antalya, Denizli, Yak, Yalova, Erzurum, Erzincan, Diyarbakir, Malat$amsun,
Sivas, Gebze, Gumgliane, Kahramanmag,aand Kayseri. According to the Council
of Ministers’ “Decision on State Support for Invegnts” in July 2009, regions were
divided into four groups and state support in vagyilegrees and shapes were

offered to investor§>* Erzurum, Erzincan, Diyarbakir, Malatya and Gijhine

23 Call Center Manager-1, interview by the author Sitan Erensti, note taking, Istanbul,
Turkey, 29 July 2009.

%4 Republic of TurkeyT.C Resmi Gazeteo. 27290, 16 July 2009.
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where bigger call centers were located situateterfourth group; hence, companies
are offered support for the social security coniiitn of their workers for 7 years
and tax breaks reaching 90%sdl, Samsun, Sivas, Kahramanmaaad Kayseri
were listed in the third group; thus, social segurontribution support for 5 years
and 60% tax breaks were offered in these citiethodigh public support as tax
reduction is not dedicated only to the call cebigsiness, call center companies
constitute one of the biggest benefiters of inc@wiin provincial cities, particularly
in Erzurum and Diyarbakir the most popular andiiggiest locations. Traditionally,
these cities also offer a large unemployment pebich is a prerequisite for call
center locating, since the turnover rate is comaialg high. Furthermore, labor and
occupancy costs are lower in provincial areas.

Although companies promote their investments ovicial regions as
“social responsibility projects,” the main logichied it is significant cost savings.
One of my manager interviewees claimed that woddaost is 30-40% lower in
distant cities than in metropolitan aréasCall centers managers also accept the fact
that the main pull factor of provincial cities iseap labor. Nonetheless, they
strongly stress the role of call centers as jokegaor in provinces where people
suffers from unemployment. For instance, the aamstst director of Global Bilgi
emphasizes their contribution to the people of Emmf>° the company has become
the biggest employer in the city just in one yéarman resources director of Ban
Call Center, which operates in Gughéne, stresses the social and cultural role of

call center more: “Back in the day, a universityswaought to be the only vehicle to

25 Call Center Manager-2, interview by the authotertaking, Istanbul, Turkey, 13 January
2010.

20 «Anadolu’nun Kapilari Cari Merkezlerine Acildi,"Call Center Magazineno. 10 (April-
May 2009), p. 28.
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modernize a particular region. But, nowadays weeplesa similar trend in the cities
in which call centers are located. Nowadays, Amafakentral Turkey] is modernized
with call centers®’ The manager of the Finansbank call center poitfied
employment of women in their Erzurum branch, wig#&o of workers are

female?®® However, he did not mention the wage differentiatbetween them and
their colleagues in Istanbul. On the other handlendmalyzing location’s specific
influence on human resource management practicealinenters, Paulet claims that
workers tend to compare their salaries with otbbsjin the same place, not with the
same job in other (metropolitan) citi&S.It may be evident for call center workers in
Turkey; nonetheless, further research is requibe@ fgenuine analysis of this wage
differentiation and workers’ consideration of it.

Another advantage of moving to provincial cities fompanies is low
turnover rates and workers’ professionalism. Mamagtate that the Anatolian
people are very self-disciplined, loyal and hard«irg; workers tend to consider
their jobs as life long occupations and turnovereisy low comparing to Istanbul;
additionally the CFO of a large outsourcer compeayms that employees can focus
on their job better because there is no chaos atdlian cities, contrary to
metropolitan citie$®® In actual fact, workers in provincial cities tetocbe more
conscientious of their jobs in the absence of egmpent alternatives. The director of

Dogan Call Center very frankly indicated that low ratéurnover was related to the

%7 |bid. “Onceleri bir bélgeye universite kurulursa oraniaggaslastigi belirtilirdi. Ancak
artik ¢cagri merkezlerinin kuruldgu yerlerde bdyle bir yonelim goriyoruz. Artik Anadyu ¢cagr
merkezleri ¢gdaslastiriyor. Cinkld bu merkezlere blyiiten yatirimlari yapiyoruz.”

28 |bid., p.29.

9 Renee Paulet, “Location Matters: The Impact ot®lan Call CentresJournal of
Industrial Relation$0, no. 2 (2008), p.314.

2% Anadolu’nun Kapilari Cari Merkezlerine Agildr.”
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absence or rareness of other employment choidég iprovince®* This is evident
also in other national contexts. For instance, &idhon and Gillespie demonstrate
how call center companies took advantage of limitedk opportunities in

Highlands of Scotland, where this situation reslitelow turnover of staff®?
Furthermore, the presence of a university in thestpplies a young and skilled
workforce to companies; managers’ statements alsbrm that. Beyond any doubt,
the university factor is not unique to Turkey. he tSwedish context, Lorentzon
states the role of a local university in supplyinalified and flexible labor well
adapted to call center tas®d Also, Kirov and Mircheva demonstrate the
cooperation between the local university in a bigrt in Bulgaria, which is trying to
prevent its young population from migrating to krgities, and two foreign call
center companies; under the terms of the agreeitienginiversity provides office
space and the call center offers part-time jokstudents and recent graduat®dn

the Turkish context, it would be asserted thatestablishment of new universities in
every city during the Justice and Development Pgotyerments may have increased
the locational alternatives for companies relateaviailable workforce.

The entrance of a call center to a provincial bitypgs not only employment
opportunity, but also social and cultural probleds.call center managers
acknowledge, the accent of workers is somethingdiauld be modulated according
the companies’ customer relations policies. A doeclaims that their “accent

neutralization training” which is obligatory for goyment in call centers, aims to

21 hid.
#2Richardson and Gillespie, “The Call of the Wild,"q¥.
%3 orentzon, “Call Centres: a Swedish,” p. 217.

#4yassil Kirov and Kapka Mircheva, “Employment inl0@entres in Bulgaria, Work
Organization, Labour and Globalisatid) no.1 (Summer 2009), p.147.
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meet their customer-oriented approdtHrurthermore, another call center manager
states that the company he works for is not moitsgall center activities to
Anatolia because of the “accent problem.” They hgvened their new branch to a
city close to Istanbuf®® Accent neutralization as an issue arises usualbffshore

call centers in peripheral countries which targeEaglish-speaking market and is
well documented by scholars. For instance, Mirclaanthsists on regarding the
extensive training and involving practices as lisga and cultural imperialism and
claims that “the justification provided for ‘neuli@ng’ accents draws heavily on
discourses of human resource development wherelgrimabour is constructed as a
flexible commodity that can be trained to meetrtlieeeds *’ D’Cruz and Noronha
also demonstrate evidence for the emotional impzEfatsducing the mother tongue
influence as a job requirement on work&fsHowever, as is clear by managers’
statements, workers’ accent is an issue in domealicenters in Turkey which
operate in Eastern cities. On the other hand, Shrkiultilingual call center workers
do not seem to have an accent problem, becaubke &dt that the majority of them
were born and raised in the country of their vaal language; this situation
constitutes one of the main themes of the followdhgpter. Further research should
penetrate into the workers’ consideration of trestralized accent obligation in call

centers in the Eastern cities of Turkey.

25 «Anadolu’nun Kapilari Cari Merkezlerine Acild.”

%6 3abah, 22 July 2009, “Yeni Tevikler Siemens'i Diizce'ye Yatirimi Cekti,” Availadbl
[online]:
http://www.sabah.com.tr/Ekonomi/2009/07/22/yenivilder _siemensi_duzceye_yatirima_cekti
[17 January 2010].

%7 Mirchandani, “Practices of Global Capital,” p.360.

28 p'Cruz and Noronha, “Being Professional,” p. 353.
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Turkey As an Offshore Destination

The term offshoring means locating a functionhaf firm abroad. While
categorizing outsourcing activities, the World Teadrganization defines two
different types of offshoring: Captive offshoringhich describes a situation in
which future supplies are sourced from an affitigfiem abroad, and non-captive
offshoring which refers to the case when the neppber is a non-affiliated firm and
located abroaé®® In the case of call centers, as was obvious is¢ftend chapter of
this study, popular offshore destinations for comea are India, Canada, Ireland
and more recently South Africa and Philippines.Keyris, nevertheless, considered
as an ideal offshore destination by many compapasicularly by those which
serve the German and Dutch-speaking world. Howeftsthore call centers in
Turkey are still limited, constituting 8% of totanters. Before focusing on why
companies move their call centers to Turkey asiweajatffshoring and how Turkish
call centers promote the Turkish workforce to rmaltional companies which seek to
find a destination to non-captive offshoring, teasons behind offshoring should be
mentioned very briefly.

Srivastava and Theodore state a set of factorshatave made developing
economies attractive and accessible locationdrelocation of customer service
functions. These include:

1. Improvements in telecommunications capacityraaadictions in

telecommunication costs;

2. Increased use of standardized enterprise satplatforms that allow for a

common set of employee skills across organizations

3. Widespread fluency in English (as well as SglanFrench and German) in
parts of developing world; and

#YWorld Trade Organizationorld Trade Report 2005: Exploring the Links betw@eade,
Standards and the WT@uvailable [online]:
http://www.wto.org/english/res_e/booksp_e/anrep oelilv trade_report05_e.pdf [10 July 2009], p.
310.
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4. Marked pay differentials between US workers andkers possessing
equivalent skills but who reside in low-wage coigs’’°

As is well documented, the central motive for thignation of call centers to
developing world is reducing labor co$tS Additionally, companies can afford more
highly skilled labor forces for lower skilled joby moving to peripheral countries
where the desire to work for an international conypia high among recent
graduates, although the offered jobs are standaidind low-value addéd® For
instance, Batt et al. demonstrate that offshordcteaters in India have the lowest
levels of work discretion with work processes mstiandardized, constrained and
highly monitored compared to their counterpartthmsending country, US® The
workforce in offshore destinations tend to be ndyanore educated but also
indicate a better work ethic, professionalism ailtingness to learri’* Besides
these favorable advantages of workforce, the imoestand support offered by
developing countries’ governments provoke the conigsato relocate their customer
service functions, particularly call centers to tleeloping world.

The internationalization of call centers in Turketill limited; however this
Is not an exception in the world of call centersother national contexts, the
majority of call centers are dedicated to domasidcket. The striking point about

offshored call centers in the country is their &rgountries. Although, as a global

2% gnigdha Srivastava and Nik Theodore, “Offshoriradl Centres: The View from Wall
Street,” inDevelopments in the Call Centre Industry: Analy€isanges and Challengesdited by
John Burgess and Julia Connell (New York: Routle@§€6), p. 20.

2IRosemary Batt, David Holman and Ursula Holtgrevilgheé' Globalization of Service
Work: Comparative Institutional Perspectives onl Cainters,”Industrial and Labor Relations
Review62, no. 4, (July 2009), pp. 453-487.

2"Holtgrewe et al, “Global or Embedded Service,” p.13

23 Batt et al, “Service Management and Employment.”

2% prCruz and Noronha, “Being Professional,” Visi&ah and Rejendra K. Bandi,

“Capability Development in Knowledge Intensive ITdbled Service,European Journal of Work
and Organizational Psychology?, no. 4 (2003), pp. 418-427.
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phenomenon, offshored call centers target the Emgpeaking world, the Turkish
offshored call center sector is mainly dedicate@é&many and the Netherlands.
Nonetheless, there are also call centers servieggiish, Russian, French and
Greek. From a leading German commercial economsgpaper, Niklas Hoyer
claims that there are 3000 workstations (seatstambul serving the German market
and workers make 800 Euro per month in these centieite the average German
call center worker makes 1700 E@fdThe general manager of an outsourcer call
center which specialized in German and Dutch maskates that a call center
worker serving Dutch customers earns 750 Euro mertimin his compan$/° while

in the Netherlands the average hourly pay of ealter workers is about 13.8 and
11.4 Euros for in-house and subcontractor callasntespectivel§’’ In both cases,
the average monthly salary of Dutch workers is d®@wob triple that of their
counterparts in Istanbul. Deriving from these nurapthe cost advantage of Turkey
is evident, which constitute the basic logic ofsbiffring of call centers.

Call centers have a less than 15-year historyitkdy; and the offshore
outsourcing of call centers to Turkey is a morené@henomenon. The entrance of
Siemens Business Solutions (SBS, one of the biggesbmpanies in this sector
worldwide) to the Turkish market in 2003 was a tgpoint for the Turkish call
center industry. SBS located a major call centéstenbul, and then in Ankara. Just
after SBS, with an investment of approximately #ion Euros, Lufthansa opened

up a center (one of seven international call cepiarlstanbul, mainly to serve

25 Niklas Hoyer. 15 October 2007. “Istanbul lockt teine Call-Center.” Available [online]:
http://www.handelsblatt.com/unternehmen/it-med&afibul-lockt-deutsche-call-center; 1336688 [1
August 2009].

7% Call Center Manager-1, interview by the author Sittan Erensii, note taking, Istanbul,
Turkey, 29 July 2009. It should be noted that thanthly salary is for workers in the Istanbul siati
Workers in the other locations of the same compeamy 10-15 percent less.

2" de Grip et alEmployment and Industrial Relations.
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German-speaking customers. The director of Lufth&@iebal Tale Sales, Jurgen
Husemann clearly stated that Siemens and Avaya iwgrartant references to locate
a call center in Istanbdl® Furthermore, Husemann added that the technicplostip
facilities are better than those of other offshgriandidate states (Czech Republic
and Italy) and bi- or multilingual personnel araiable at low costs in Turkey?

By 2003, there are more than 100 workers employedifthansa’s call center in
Istanbul, mainly take incoming calls to make reaéions and other ticket operations.
Furthermore, some Turkish call center outsourcommanies began to serve
multinational companies and to operate pan-Europeaters by employing
multilingual workers. In th€atalogue 14 companies advertise themselves as
offering services in foreign languages. As a cosidin, in the offshored call centers’
part, Turkey has “captives”, foreign offshore outscers and indigenous third-party
providers.

Apart from those cited above, generally acceptkéatages of Turkey for
handling pan-European calls are listed as an aermgdow cost workforce; the
availability of a large number of qualified peoplao are able to speak fluent
German (also other European languages); low stafbtver; dynamic and practical
culture, “can do” attitude; general interest in Wog in call centers; flexible labor
laws (monitoring, extended working hours); the &hlity of qualified blue chip
suppliers; low set up and operation costs and pridkito Europe?®® According to an

article from a Turkish daily which stresses thecgss of SBS in handling calls from

28 seyma Oncel Bayiksel. 1 June 2003. g@karda Sanal Dénem.” Interview with Jurgen
Husemann, Available [online]: http://www.capitalro.tr/haber.aspx?HBR_KOD=937 [17 July
2009].

219 bid.
20«Tyrkey: A Strong Candidate for Offshore Call Cen®utsourcing.” Available [online]:

http://www.crm2day.com/content/t6_librarynews_ 1.pldEpVyykkZAVsNbDgZrm [1 August
2009]
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the United States, Canada, Germany, Austria, Belgibe Netherlands, Luxemburg,
Spain, England, France, Italy, Scandinavia, Pol&odea, Singapore, Malaysia and
Chinain Turkey, and India, the most popular lamator offshore call center
outsourcing loses its attractiveness because ofitinkers harsh accents and
companies are looking for new places. Turkey iery gtrong candidate in this
competition?®* In an article in New York-base@all Center MagazineTurkey is
promoted for offshore activities as “Turkeyith 66 million inhabitants, is an
excellent call center location. It has trade windaw Europe and the Middle East.
The country is comparatively stable. It belongslfrO and is one of ten countries
vying to join the EU.#%2 Author cites an expert who “sees Turkey as a tmserve
Arabic-speaking countries” and says “Turkeya lot more stable and more
economical than other countries in the Middle Easid “it costs 30% to 40% less to
operate a call center there than in other natideshe United Arab Emirates and
Egypt.””®® Another article by the same author offers compathiat serve German-
and Dutch-speaking customers to locate call cemtefsrkey to and cites Robin
Goad (Datamonitor) and Alp Kor&# (Sistema Managing and Information
Solutions) who indicate the significant number @r@an- and Dutch-born people in

Turkey?®®

21 Onur Selguk. 19 May 2004. “Hintlildngilizce’yi aksanli kongunca, Tirkiye’ninsansi
acildi.” Available [online]: http://www.milliyet.con.tr/2004/05/17/business/bus14.html [17 July
2009].

282 Brendan B. Read, “A Murky New Dawn for EMEA Calefiters — Europe and,
Increasingly the Middle East and Africa Offer Cattnter Opportunities. Here's How to Best Use
them,” Call Center Magazing1 July 2002).

283 |bid.
284 H « ”
Actually, it must be “Kohen”.
2> Brendan B. Read, “Taking the World Out for a SpiBall Centers Worldwide Face
Pressure to Cut Expenses. Here Are Some Stratagiekocations to Help You Cost-effectively

Serve Your Customers Outside of the USdll Center Magaziné€l July 2003).
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David Holman et al. state that linguistic and gt familiarity shaped the
geographical spread of offshored call centers: ‘Mesiters providing international
services follow historic patterns of linguisticdidbetween France and Moro¢cco
between Spain and Latin Amerjdaetween the UK and US and other English-
speaking countries (Ireland, India, Canada, andtSafrica).”?® The legacy of
colonization history is apparently a determinactdahere. However, in the Turkish
case, the basis of the multilingual (particularlgr@an and Dutch) labor is the 1960-
70s migration to European countries. Accordingi®dnly master thesf¥ about
German call centers in Istanbul, the above comnmrggperts and my own
observations, the majority of workers in internatibcall centers in Turkey are the
children of immigrant families. Most of them wererb in Germany or the
Netherlands and grew up in there; they have fllarguage skills and are familiar
with the parent-company’s customers’ culture. Tifithe most striking feature of
Turkish international call center workers: They éaot an “accent problem,” in
contradiction to their Indian peers, nor they aseunfamiliar to customers’ culture
in contradiction to their Surinamese peers. THigasion seems the most strong pull
factor of Turkey in the case of offshored call ezst

The multilingual workforce in Turkish call centdrsewever is not limited to
immigrant family members. There are also workers wiere born and raised in
Turkey and learned their vocational-language (paldrly English) at school. Being
fluent in a foreign language should be considerbayla and rare skill and it would

not be an unrealistic assumption to say that usityestudents or recent graduates

2% David Holman, Rosemary Batt and Ursula HoltgreWiree Global Call Center Report:
International Perspectives on Management and Enmpémt.Available [online]:
http://www.ilr.cornell.edu/globalcallcenter/uplo&IZC-Intl-Rept-US-Version.pdf [10 July 2009],
p. 5.

%7 Alina Belinda Nietzert, “German Call Centers itarsbul: Beyond the Global and the
Local,” (Master’s thesis, Biazici University, Istanbul, Turkey 2008).
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with fluency in a foreign language do not choosaiers in call center where the
labor process is monotonous and low-value addeditiddally they can find
employment with better wages when other factorsanstant. The reasons that
make these workers choose to work in offshoredoemiters constitute a major

theme of the next chapter of this thesis.

State, Public Institutions and the Call Center bidu

Before looking at the governmental role in estdbiient and expansion of
the call center industry, deregulation or lightulagion of employment in the Labor
Law should be discussed briefly. The new Labor lcdviurkey was introduced in
June 2003 and its main aim was to increase labdkenhiexibility. Article 7 defines
“temporary employment relationship” and Article d@fines “part-time work” for
the first time in the country’s labor law histoiijhese regulations constitute the
prerequisites for today’s call center employnf&iiccording to the related article, a
part-time work contract is defined as one in wHitte normal weekly working time
of the employee is shorter than a comparable ifukemployee ?° Obviously, the
article does not define what “shorter” means, s #émployers can arrange the
working hours of part-time workers with great flexity. For instance, as will be
seen in interviews in the next chapter, even @ilter agents that work more than 36
hours a week can be considered part-time workedditidnally, there is room for

flexibility in the arrangement of working time beden the employer and employee;

28 Eor a broad description of working time under tiev Labor Act, see Nurhal Siiral,
“Reorganization of Working Time and Modalities ahloyment under the New Turkish Labour
Act,” Middle Eastern Studie$2, no. 4 (July 2006), pp. 407-420.

89 Republic of Turkey, Labor Law, no. 4857, Articla.1
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and this provides employers to eliminate overtfifiélthough the related article
declares that daily and weekly working hours areto@xceed 11 and 45 hours,
respectively®* the evidence in the next chapter show that ibtsvalid for the case
of call centers. Interviews suggest that in thé @ahter environment, workers can
work more than half of the day at “peak times,tlasy put it. In addition, since the
employment protection by the Law is only for thes¢ablishments 30 or more
employees, small and medium sized enterprisesaggieat flexibility and larger
companies are encouraged to contract out theircoo@-activities to outsourcers to
avoid regulations, even if they are very light. Tinereased rate of outsourced call
centers in terms of both number and size is hitear the industry’s total growth
should be considered a consequence of this.

The state in Turkey did not seem aware of theagadter industry until 2008
and although governmental activities that addrai<enters have increased in the
last two years, the Turkish state is still not cangfple with Canada, Ireland, India
and many others in terms of playing a central imolattracting companies to locate in
the country, particularly in specific zones. Instesense, Turkey does not have a
governmental organization to instigate thecall eemtdustry while the provincial
government of New Brunswick, Canada, introducedalscenter policy in the early
1990s%*? Irish Industrial Development Agency has had it @anter programme

since 199723 In India, in 1999, the central government launctiedNational

290 Bekir Erdgzan, Ali C. Takiran and Erol Tayma®uality of Work and Employment:
Industrial Relations and Restructuring in Turk&eport for European Foundation for the Improvent
of Working and Living Conditions. Available [onlihe
http://www.eurofound.europa.eu/pubdocs/2009/15/&#Q915EN.pdf [28 February 2010].

291 Republic of Turkey, Labor Law, no. 4857, Articl8.6

292 Joan McFarland, “Call Centres in New Brunswick:dv#adoras of the
North?"Canadian Woman Studi@4d-22, no. 4-1 (Spring-Summer 2002), p. 65.

293 Breatnach, “Globalisation, Information Technolqtyp. 481.
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Telecom Policy which supplied a modernized telecamication structure for call
centers, and other policies enduring India’s commaitt to globalization,
liberalization and privatization, were implementkding the 1990s including
extended tax breaks, financial incentives, thegldegion of telecommunications,
export processing zones and labor market deregnf&ft Call centers in Turkey
normally benefit from the general “state suppo#tidions of government, as
discussed above.

The entrance of the Turkish state into the caiteeworld was the launching
of VIMER?®*in early 2008. In this sense, the government& fiole was not as
facilitator or instigator, but participating in tleall center industry as a center owner.
VIMER was opened by the Minister of Finance of thie @ad minister symbolically
answered the first call and stressed the importahcall centers in communicating
with people®®® Also, the Prime Ministry, Ministry of Health, SatSecurity
Institution, Ministry of Education and many munialiies have call centers in
Turkey?®” The presence of ministers is common at the opemmgbranches; they
all herald the call center industry as an employine@portunity for those who are
young, skilled, willing to work in the service sectnd looking for career prospects
in the “information economy.” For instance, in Cm¢o 2008, Prime Minister Recep
Tayyip Erd@an attended the opening of the first call cemtediyarbakir and

declared his acknowledgment of the largest callesesompany in Turkey, which

2% Taylor and BainCall Centres in Scotlandfaylor and Bain, “India Calling to;” Taylor
and Bain, “Work Organization and Employee.”

2% Vergilletisim MerkeziTax Communication Center]

2% yenisafak 14 March 2008. “Buyrun, Ben Kemal Unakitan”. Ahie [online]:
http://www.yenisafak.com.tr/gundem/?t=14.03.2008&&~=105555 [15 December 2009].

27 «Kamu’'da Carl Merkezi Agilimi”, Call Center Magazineyo. 14 (December-January
2009-2010).
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controls 45% of the total market for creating engplent in a “meaningful place”
like Diyarbakir®®®

The striking point here is the commitment of tlowgnment to the neoliberal
transformation of the world of work. All public ¢alenters are outsourced centers
that are contracted out to a call center suppbengany. Cooperation between huge
companies in the call center industry and the ssa¢@ident. The government
supports the companies which locate a call centargrovincial city not only with
tax incentives, but also outsourcing its call ceativities to them. For instance, the
Ministry of Health contracted out its call centerat huge call center supplier
company, AssisTT, which operates SIMB*° in Erzurum so enjoying incentives.
Another example is cooperation between the Ministrizgducation and Global Bilgi.
They together form GITEK,*® a call center to answer questions about the nation
wide high school examinations. In this sense, theeghment encourages low-paid,
insecure and part-time work, dominantly in a unige environment which is
evident in outsourced call centers. In every opgiif new branches in provincial
areas, government officials praise the industrgjgacity as a job generator, but do
not mention conditions of workers. “Employment” seea magical word in
consideration of call centers; however it has matio say about actual well-being of
employees. Lavin also points out this situatiothiem Canadian context by claiming
“Unemployment as a social phenomenon is exchargddw-wage work as a social

phenomenon*

298 «Global Bilgi'den Diyarbakir'a Cari Merkezi.” Available [online]:
http://www.callcenter.com.tr/sektorden_gelismel874global-bjelgje8217den-djeyarbakir8217a.html
[15 December 2009].

29 5511k Bakanlg iletisim Merkezi [Ministry of Health Communication Ceriter

390 Esitim Teknolojileri [Education Technologies].
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The story of AssisTT is interesting and demonegdtow trade unions
became aware of call centers in Turkey. AssisT1y tiee second largest call center

in the country with more than 2200 workers and waations®®

was established as
a Turk Telekom subsidiary in 2007 after teleconvatization and operating call
centers since 2008. The first important “projedtAgsisTT was the acquisition of
the call center of Turkish Airlines (THY) at thegiening of 2009. This caused 550
Turkish Airlines call center workers to lose thieibs and the general manager of
AssisTT declared that they has taken the projettihe worker$® The Union of
Civil Aviation Workers (Havals) protested the decision of THY to contract out the

804 and claimed that the

call center to a supplier company, organized “pedtests
call center which is subject to outsourcing nowd baen one of the best departments
of THY and that the hidden agenda of THY managexs t@ eliminate union and
collective agreement rights of workéfs However, the attempts of Haigfailed

and AssisTT is managing two-thirds of THY call eardnd remaining one third is
under the control of another outsourcer compangisAg increased its size in terms

of both workers and “projects” in two years andtesgeneral manager clearly put it,

aiming to grow in public sectdf? In other words, taking the existing call centers,

%01 David Oliver Lavin, “Call Centres in the ‘New Eaomy’: A Canadian Case Study”
(Master’s thesis, Queen’s University, Ontario, Gi2008).

392 Catalogue p. 143.

303«AssisTT Kamuyu Bekliyor,'Call Center Magazinep. 9 (February-March 2009).

304«Call protests” which are carried out by an orgaqi group by making constant calls to a
selected call center and jamming the system, @manmn method of protesting a call center with bad
working conditions.

3% Necla Dalan. 2 October 2008. “THY’de gaMerkezi Krizi.” Available [online]:
http://haber.gazetevatan.com/haber.vatan?detay=€Hdari_merkezi_krizi 201535 2&Newsid=20
1535&Categoryid=2 [15 December 2009].

308 «AssisTT Kamuyu Bekliyor.”
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which operate as departments of public sector Ispdieestablishing new call centers
for public sector with public sources, but in ptegector.

Some companies that operate in provincial citiakeragreements with local
public universities to supply skilled labor. Fosiance, Global Bilgi and Dicle
University in Diyarbakir cooperated for a trainipgpgramme called the “Customer
Relations Development Programme,” which aimed éai& a suitable workforce for
the company’s operations in the cify.The same programme also was introduced at
Erzincan University where the company has anothendih. This cooperation
between public universities or other educationituigbns and call center companies
is evident in other national contexf& The neoliberal logic behind it is not limited to
supplying skilled, cheap, as long as they are stisdend flexible workers for
companies, but also providing a committed workfdra internalizes the values of

the call center environment such as “customerfaatisn,” “the perfect customer

satisfaction,” “the impact of customer’s considenatto brand equity.” Call centers
in provincial cities are instrumental for univeyss#ttudents to encounter and
internalize “corporate culture” and transform thieno devoted workers of the
neoliberal world of work.

Beyond the cooperation between public universdies call center

companies, other public institutions also coopevatk industry. For instance, the

Turkish GSM operator giant Turkcell made an agregmeth the Turkish

307 Birgiin, 20 May 2009, “Turkcell Krizi Dgu’'daki Ucuzisgiiciyle Aacak!” [Turkcell will
overcome the crisis by cheap workforce in the Edstailable [online]:
http://www.birgun.net/actuel_index.php?news_coder2B19182&year=2009&month=05&day=20
[17 December 2009].

38 5ee McFarland, “Telling the Story of Globalizatibn
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Employment Organizatioi{KUR) in December 200¥° According to this
agreement, 1000 young people between 21 and 35lbeuselected from the
ISKUR database and be trained as call center opsriayof urkcell Akademi
educators. The agreement also contains other ¢isiesbul, Ankara and Izmir)
where candidates would be trained for other passtia Turkcell; but call center
agent training programme would be only in Erzururd Biyarbakir. It is clear that
Turkcell and its subsidiary Global Bilgi are enjogicheap labor in eastern cities and
also using public support to reach this workfokdere again, “employment” as a
magical word converges public institutions andéactgmpanies. Nevertheless,
ISKUR offers call center agent courses in other sitie the first quarter of 2010,
there were four two-month courses in Istanbul amelioc Samsun. One of the
courses in Istanbul is for people with disabilitiEeese courses are employment-
guaranteed; however, there is no further infornmaéibout the type of employment
for either candidates or the researcher. ObviolSKAJR train young and skilled
call center workers with at least two-year univgrdiegrees which is a prerequisite
to apply to the courses and leave them to the coiregaemployment strategies.
Governors in peripheral regions are also very sttpge of call center
companies. For instance, the director of Siemerssrnggs Solutions said that the
governor of Diizce is very welcoming to “white-coliavestments” in the cit§°

Furthermore, Siemens cooperated iftKUR to recruit workers in this location and

309 Aksam, 29 December 2009]jskur ve Turkcellin istihndamisbirli gi.” Available [online]:
http://www.aksam.com.tr/2009/12/11/haber/ekonomiB¥skur_ve_turkcell_in_stihdam_isbirligi.ht
ml [15 December 2009].

3193abah, 22 July 2009, “Yeni Tevikler Siemens'i Diizce'ye Yatirimi Cekti.” Availadbl
[online]:
http://www.sabah.com.tr/Ekonomi/2009/07/22/yenivikigr siemensi_duzceye_ yatirima_cekti [17
December 2009].
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applied to the organization to find 700 potentil center agents* The governor

of Erzurum pointed out the importance and meanfralh center employment in the
city where 1000 are employed in the branches ob&I8ilgi and Finansbank; also
stressed the capacity of Erzurum to be turnedaritall center hub3? According

to him, th city benefits not only economically, also socially from call centers and
all investments in Erzurum will be supported bynthas the “administrators of the
city.”3'® Additionally, the Diyarbakir Governorship openedad center where
citizens can make calls in Turkish and Kurdish. §beernor of the city declared
their aim as “being close to people like a photé Apart from this example which
is extraordinary in its use of the Kurdish langulagenveen citizens and local
representative of the state, there are many catece belonging to governorships
and municipalities.

Beyond any doubt, the most authorized governmdaidy on call center
industry is the Ministry of Transportation. Minist®inali Yildirim has pointed out
the importance of call centers to the press setienak. By comparing the call center
seat rates in European countries, he claimedhleatarkish call center industry can
employ 1 million peoplé® This optimistic view of call centers as a job gexer
was exaggerated in the final decisions of th8 Tansportation Forum, which was
held in Istanbul on 27 September-01 October 2008.férum declared a hundred

decisions targeting 2023 (the 100-Anniversary afkilln Republic), including

311JSKUR Biilteni, no. 41 (January 2009), p. 15.
$12«pnadolu’nun Kapilari Cari Merkezlerine Acild.”
313 bid.

314 smail Avci. 9 June 2009. “Valilin Casri Merkezi Kiirtce Talepleri de Aliyor.” Available
[online]: http://www.zaman.com.tr/haber.do?habe8®6804 [17 December 2009].

315 Haber Aktiiel. 17 June 2009. “Tirkiye’'nin 1 milydgigi var!” Available [online]:
http://www.haberaktuel.com/news_detail.php?id=2@BY December 2009].
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“making Turkey the call center hub of Europé®1t would not be an exaggeration to
consider this decision by the forum as an exagger#tthe size and capacity of
Irish and Dutch call center sectors among otheeskept in mind. Following this

line, now we can attempt to situate Turkey in thadbgl call center industry.

Concluding Remarks: Turkey’s Place in the Globdl Canter Industry

As is evident in the above findings, like manyestbountries Turkey
witnessed the mushrooming of call centers in previdecade. Deriving from the
data of Turkey Call Center Catalogue, the averageoh Turkish call centers is 6.3
and the great majority of them have been estalalisirece 2003. Employment
doubled between 2003-2008 and transcended 35,000 it is predicted that
sector can recruit 30,000 new employees in theesjuent five years. Obviously,
call centers constitute a rising source of emplaynsence they are considered as a
key element of customer relations in almost evemmgonent of private sector and
even in public services.

The Turkish call center industry is not so verstidict from other national
experiences. In respect to the operating yearsmpanies, annual growth rates,
workforce composition, leading sectors, in-housatéource segmentation, domestic
/ international segmentation, concentration in orageas but tending to go more
peripheral regions, the Turkish call center expexgedisplays international trends of
this newly established industry. On the other haedprding to the Call Centers

Association’s comparison, the employment rate irkieh call center sector is still

316 7aman 30 September 2009. “UfarmaSurasi,istanbul'da 60 milyon, Tirkiye'de ise 30
milyon kapasiteli 2, 15 milyon kapasiteli 3 havaalgapilmasi karari aldi”. Available [online]:
http://www.zaman.com.tr/haber.do?haberno=898038Jd&ember 2009].
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low and growth rates are still far behind thosenahy countries. In their meetings,
press conferences and publications, the Associfguently stresses Turkey’s

potential to be a call center hub for Europeanragighboring countrie$:’

Ireland | 1,26%

Canada | 2,31%

India [T]0,09%

Egypt 1] 0,06%

Philippines| 0,28%

Turkey | 0,13%

Fig. 2 Percentage of the Call Center EmployeesoialTEmployment (2008)
Source: Cgri Merkezleri Derngi, Diinya ve Turkiye’de Ga1 Merkezi Sektoru
(www.cagrimerkezleridernegi.com)

Call centers are an employment area mainly desticat women and the
young population in Turkey, as is evident in eveayional experience. However, the
educational level of workers seems to be very M@b% of Turkish call center
workers hold bachelor’s degrees and this ratio mdkekey third in the countries
surveyed in the Global Call Center Project, aftelid and France, in respect to
university-educated workforce participation. As aestrated in the second chapter
of this thesis, there is a positive correlationnssn the internationalization of call
centers and the educational level of workers. énTtrkish case, the participation of
recent university graduates in the workforce is/\aammon in call center sector, but
this is not an indicator of high internationalizatj rather it might be understood as a

consequence of limited employment alternativegheioareas of the economy.

37 For instance see @a Merkezleri Derngi, Kurulug Duyurusu Basin Toplantisi.
[Available: online] http://www.cagrimerkezleridemienet/uploads/difiles/CMD-Basin-Toplantisi-
Sunumu.pdf [24 July 2009].
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The internationalization of call center activitiasTurkey is quite low, 8%.
Only Danish, Brazilian, Polish and South Korear cahters have a lower
internationalization than that, according to thelsall Call Center Project. The
limited internationalization of Turkish call cergeshould be understood by the
language barrier and target markets. Since therbnultilingual personnel in Turkey
are more available for German and Dutch servicdsGerman and Dutch-speaking
world is relatively smaller in scale than Engligieaking one, international call
centers in Turkey can never be big as their copaté&s in India, Canada or Ireland.

The externalization of the workforce through canting out call center
activities is very common in Turkey. Outsourced cahters constitute 40% percent
of total center activities. This ratio is higheaththe world average (33%) and only
three countries (India, Brazil and Spain) survelyeithe Global Call Center Project
represent more outsourcing of call centers thakd&yurThe high percentage of
outsourced call centers contributes to union-fnekistrial relations in Turkey with
many other factors that are behind the scope sfthi@sis. Nevertheless, it should be
noted that unionization and collective bargainingerage are almost zero in Turkey,
even in in-house call centers. In this sense, @yurksembles any other developing
country in the Global Call Center Project.

The Turkish state has not taken a proactive rotee case of call center
industry; there are not governmental incentivesadded to only call centers. In this
sense, the state in Turkey resembles the New Z&abuth Korean and Polish
experiences, where governments support the indunstiy indirect way, unlike some
liberal or coordinated market economies (Canadafralia, Sweden...) and
developing countries (such as India), where govenitmintroduce specific policies

and financial support for call centers as a meé&mesnployment creation. However,
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this does not mean that the state is completelyrigg call centers. On the contrary,
state officials, local representatives and relatgolic institutions encourage call
center activities, support them, offering varyireggees of incentives to invest in
peripheral regions and organizing joint traininggmams for call center workers. But
most importantly, deregulating industrial relati@ms/ironment, encouraging and
“normalizing temporary and contract work® are the main “contributions” of the
state to the call center industry. The Turkishestain be considered to be an
“enabling” state in the call centers sector; howgeirethe final analysis, the
establishment and expansion of the Turkish calterandustry is an outcome of
private sector actors by organizing their exposwoeks and international
connections.

To sum up, although it is difficult to detect eyaspect of call center
industry such as recruitment practices, wage leyabsdiscretion and monitoring in
call center environment in the lack of data, thevabobservations, interviews with
managers, data gathered from industrial publicatiaewspapers and business
journals suggest that the Turkish experience wathaenters can be situated at the
edge of those of developing countries (or as GlQadll Center Project refers them
as “Recently Industrializing Economies”) with redao relatively educated
workforce, expanding market size, frequent stressftshoring and Turkey’s
potential to attract foreign investment, relativelw wages and long working hours
and high externalization by outsourcing. There siihain many undetected facets of
the Turkish call center industry and a large inpgcand extent research is needed. In
the next chapter, this thesis will focus on a sedtter of Turkish call centers and

examine multilingual call centers and employmemtein by letting the workers talk

38| eah V. VoskoTemporary Work: The Gendered Rise of a PrecariauplByment
Relationships(Toronto: University of Toronto Press, 2000).
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about their jobs. The emphasis will switch from wmfitative aspects to qualitative

ones to draw a more meaningful picture of workimgall centers.
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CHAPTER FOUR

EXPERIENCE OF WORK IN MULTILINGUAL CALL CENTERS

This chapter is based on semi-structured intersieith multilingual call
center workers. Its main aim is to demonstrate Wirat of employment is being
generated in call centers by letting the workelisaaout their jobs. The interview
guestions seek to obtain information on who arekimgrin multilingual call centers
of Turkey, their characteristics, qualificationglaxpectations, how they consider
their abilities and the skill demands of call centerk and what skills call center
work engenders. In addition the interviewees wesked if they think that these new
skills would be recognized as valuable in othezrakitives to work, to what extent
they think that they could employ their existingllskand experience in the call
centers, in what ways they were satisfied or disfsadl with their jobs, where they
situated their call center experience in a brodéiteenarrative, what their future plans
were, whether they wanted to stay or leave theceaiter job behind, in the final
analysis, why they chose this job or they did ‘is€athoose. This chapter challenges
the optimistic view about call center employmeniakhs assumed to provide an
opportunity to work in a “knowledge economy” andaiges like empowered, skilled,
respected and responsible worker and claims tllateraer industry, even relatively
higher waged multilingual call centers, is an ergplent area for those who have
only limited job alternatives. The majority of tparticipants of this study agreed

that the call center can not be considered adifgrjob and external factors like their
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family backgrounds, their limited or unvalued qfieditions or being in need of
money to continue higher education, determined ttieices.

The following pages document seventeen workengséegnces from
multilingual call centers located in Istanbul. Asted in the previous chapter,
although there are a few branches of some compandahker cities, Istanbul is the
hub for international call centers in the coun&g.the researcher sought to obtain
representation from all types of multilingual cadinters in Turkey, participants were
selected from various fields of industry. Nine papants were from Turkish
offshore-outsourcer companies, four were from fpreutsourcers, two were
working for Turkish in-house call centers and twergremployed by foreign in-
house call centers, in another word, “captives.isTiversity of participants in terms
of their employers represents the diversity of thngual call centers in Turkey. In
addition, of seventeen participants, eleven wera bhad raised in foreign countries
(Germany, Austria, the Netherlands, the United o and Australia) as the
members of immigrant families and had learnt thiegational language in these
countries; on the other hand, six had no “migrasitmry.” Especially this distinction
of family background will be referred to as a magurce of different considerations
of aspects of call center work in the following pag

The patrticipants also ranged in their educatitea!. Six of the participants
were university students, four were university giités and one was a college
graduate, five held secondary education diplomdsoaie had a primary school
education. This variety is representative of trghteducational level of the Turkish
call center workforce; on the other hand, it dentiatss that a university degree is
not the main criterion of call center recruitmedf.the seventeen participants, nine

were female and eight were male. Although, womaerstitutes the 70% of the total
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workforce in call centers of Turkey, according tg awn observations and my
interviews with call center managers, the workfarcenultilingual call centers is
equally balanced in the case of gender; hence halighay special attention to the
gender segmentation of participants.

In addition, not all participants were presentiypdoyed by call centers at the
date of research. Five of them were not workingalth centers and one was
employed in a Turkish-served call center. Howeasrong as the research attempts
to find the reasons behind the choice of a caltexgonb and the personal experiences
of a worker goes through while working, their cdmitions also supplied me
significant implications. Apart from that, it wasone factual to find the value of
skills that the workers developed in the call cestevironment by the help of ex-
workers’ statements. Additionally, reasons to letinecall center also could be
investigated according to their share. Furthermoeeause of security issues and
fear of losing job, my attempts to interview motgrent workers failed. Although |
guaranteed anonymity, many of the workers thaa¢hed via the Internet or friends
did not want to talk. In order to provide anonymityefer to all participants by very
common names in Turkish.

Participation was on a voluntary basis and thg onterion was using a
foreign language in a call center that serves matigonal clients. Five of the
interviewees were working in German call centeis sir in Dutch call centers; six
spoke in English. By choosing multilingual call tens as a subject, this chapter aims
to focus on a distinctive facet of Turkish call tamindustry. As noted in the
previous chapter, Turkey as an offshore-outsourldogtion presents different
“advantages” to call center employers from othgyytar locations in the developing

world, like India, Philippines or South Africa. Birof all, most of the international
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call centers in Turkey target the German- and Dgfmaking world and the
alternatives for offshoring call centers that sanvethese languages are limited.
Furthermore, Turkish multilingual workforce inclutese who were born and raised
in European countries; hence, the cultural anduist@ problems that occur in the
Indian, Filipino and South African context are rard urkish multilingual call
centers:*®

In addition, workers who have no “migration stooghstitute the most
skilled call center workers in Turkey. As long bey have learned their vocational
language at school, they are all university graekat students, mostly attended
high-ranking schools, even private colleges. Béimgnt in a foreign language,
beyond any doubt, is a rare skill and an importamstion rises in this context: Is
there a tension between their qualifications aedadbor process in call centers? An
attempt to answer this question also contributéeé¢amain aim of this thesis which
is to find out what kind of employment is being endered in call centers and for

whom the call center is an employment “opportuhity.

Skills and Qualifications in Multilingual Call Cear Work

Before | examine the skills and qualificationsall center environments, it
should be noted that investigating skill is a abradfing issue. First of all, the concept
of skill has always been complicated. Formal gigatfons, individual talents or
experience on work can be labeled as skills; skitl be identified by the complexity
of tasks that a worker perform during the workirmy @nd it also is closely related to

his/her initiative or judgment over the labor preeeBy acknowledging the Noon

319 See “Turkey as an Offshore Destination” in Chafitso of this thesis.
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and Blyton’s metaphor, “skill is a definitional neifield,”*° in this section, rather

than conceptualizing skill in the call centers,ill focus on what the skill demands
of job are, what workers’ considerations are albloeirr abilities and qualifications
that they need to employ in the labor processed tro find out what skills they
brought to the job and what kind of skills -if artiiey developed during the call
center experience. My first questions about skilflsed to understand their
educational qualifications, to see if there isw between them and call center work;
then | encouraged them to state the specific dkithands of their work which were
usually hard to define. | used the generic terrtsoft skills” for the latter** The

role of training programs that were provided by pames appeared as an important
facet of skill development. Finally, their lingutstbilities which were commodified
by the nature of multilingual call center work el as a major theme during the
interviews.

According to the participants of this study, thereo relationship between
one’s educational level and the nature of the ljoterviewees had different
educational degrees and in the same workplaceeitident that a university
graduate and a primary school graduate could wagéther, side by side. Workers
that had no foreign country experience as an imamnigwere more educated, because
of the fact that they had learned their vocatidaatjuage at school; they all had
bachelor’'s degrees and some of them were workinggenmasters. On the other
hand, those who were born and raised in foreigmiz@s included workers with
only basic education. Evidence gathered by intarsidemonstrates that educational

levels do not have any impact on wages; it alsaddn other national contexts,

320 Mike Noon and Paul BlytorRealities of WorkNew York: Palgrave, 2002), p.116.

321 See Korczynski, “Skills in Service” and for “skilebate” in the call center literature,
Chapter One of this thesis.
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having a bachelor’'s degree does not increase dalais in the call center
industry®??

All of the participants accepted that call cepdéris not based on skills that
one gain in schools. An interviewee said, “Here yea your own gift, not anything
you learned at school; it is up to you. Everyonetado it. Selling is difficult. You
develop yourself, you learn from your friendé*However, some of them stress that
having a university degree could provide the abitit understand how things are
going on in the workplace and act accordingly. Aivarsity education, according to
many participants is important for individual’s owulture, rather than call center
work:

Going to university means you're able to learn nlewvgs; it is easy to cope

with extraordinary situations for you. But it ietrabout this work at all, if

you go to university, it is useful everywhere, ama call center tod**

“If you can understand what you read, educatiamisimportant nor is
anything else; anyone can do that j6&,5aid one of the interviewees, fgy Ayse
was a graduate student and continuing her mastegsee in finance and marketing.
However, she did not think that her education figls relevant to the tasks she did
at work. As long as the tasks are simplified aath@ardized by the help of scripts

and related technologies, educational credentaisd their fundamentality in the

workplace and generally in employment. Hence, iiigas of the years an individual

322 Charles Jobs, Deena Burris and David Butler, “Sheial and Economic Impact of the
Call Center Industry in Ireland|hternational Journal of Social Economigd, no. 4 (2007), p. 281.

323 Emre, interview by the author, tape recordingaribul, Turkey, 13 January 2010.
“Burada okulda @rendigin bir seyi deiil, kendi yetengini kullanirsin; sana bgl olan bir sey.
Herkes yapamaz, satzordur. Kendin gettiriyorsun, arkadalarindan greniyorsun.”

324 Deniz, interview by the author, tape recordintgnbul Turkey, 8 January 2010.
“Universiteye gittiysen, yenieyler @&renebiliyorsun demek, gdanisti durumlarla grasmak senin
icin kolaydir. Ama busle bir alakasi yok. Universiteye gittiysen her yeig yarar, c&r merkezinde
de yarar.”

3% pyse, interview by the author, tape recording, Istanburkey, 6 January 2010.
“Okudugunu anlayabiliyorsan negitim énemli ne bgka bir sey, kimi getirsen asi yapabilir.”
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spent at school, his/her skills cannot be tranbfere labor process. Another
participant of this study, who had only primary @cheducation, clearly stated that
he is an example of the irrelevance of educatiteval and call center work: “We
are marketing a product; you need to understanflyibu have the ability to
understand that, there is no need to be a uniyggsaduate. An elementary school
graduate may do it, | can do i2® All of the participants mentioned that they
developed skills that the call center job requinethe training programs that the
company supplied for them when they were firstuited and in the first months in
call center on their own or with the help of cojeas. Except those from two
Turkish banks’ inbound call centers, participanédesd that training was short and
project specific. Especially in the case of offgtboutsourced call centers, training
tends to focus mainly on a specific product thaittry to sell by phone and every
time the product is changed, agents take anotloet hining session. “l went
through training, it lasted about one week. Yowenee training for every project that
comes. Not only project training, but also sellirjning. In order to get fresh. How
you do sell, which methods you use, but how to tal&lients, things like that?’
One may think that call center work requires cotapskills; however, my
interviews suggest that call center workers araeatuited based on their technical-
mechanical skills or could they employ their al@bton work. Although workers
spent all their working day in front of computeresens and using software, mostly
they considered call center work not relevant ogetsputer abilities. They all stated

that the software that they use at work is verypégnand company-specific, the

326 Mehmet, interview by the author, tape recordistarbul, Turkey, 13 January 201Bir
Urtin pazarliyoruz, onu anlamaniz gerekiyor. Onuaama becerisi olduktan sonra iniversite mezunu
falan olmaya gerek yolikokul mezunu da yapabilir, ben yapabiliyorum.”

32 Hatice, interview by the author, tape recordisgambul, Turkey, 13 January 2010.

“E gitim aldim, bir hafta kadar surdu. Her proje gefitide bir gitim aliyorsunuz. Tazelenmek igin.
Nasil saty yapilir, hangi yontemler kullanilir, mterilerle nasil kongulur, dyleseyler.”
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knowledge and experience about computer prograatgtty gained could not be
adapted to other working environments. On the dtlaed, one participant
mentioned that it was the first time he had usedmders like that and call center
work supplied knowledge about computers: “I haccomputer experience before,
now | understand somé?® However, it should be considered as an extraorgina
example. All other participants stated that the goter program that they used at the
call center was easy to learn: “The job did nouregmuch technical skill. We
logged in with a password and then every day yothdsame stuff once you learn
the system3*° Training also included computer and software etiogabut even so,
they are not crucial. What constitutes the greadet of training is “how to talk”
which will be analyzed later in this section; befdre that, other aspects of call
center training in different companies should beedo

Some participants thought that training provideeht with adequate skills
which might be their advantage in the future. Busg is limited to in-house call
center example. In two Turkish banks’ inbound calters, participants mentioned
that they took the same training program with ateoemployer of the bank:

| have a basic banking certificate, but | obtaiitdcbom the company that |

worked for. They put us through a 15-day coutsey teach us basic law,

basic banking. (...) Not only call center trainingf lalso banking. | received
the same education as the tellers at the B&nk.

328 Ahmet, interview by the author, tape recordintarbul, Turkey. 13 January 2010.
“Bilgisayar deneyimim yoktu benim hi¢ 6ncedgmdi bir seyler anliyoruz yani.”

329 Arda, interview by the author, tape recordingamétul, Turkey, 17 February 201@
kadar fazla teknik beceri gerektirmiyordu Sadece bigifreyle giriyorduk, onun dinda sistemi kir
kere tanidgin zaman her gun aygeyleri yapiyorsun.”

330 Ayse, interview by the author, tape recording, Istdnburkey, 6 January 2010Temel
bankacilik sertifikam var ama bu ¢dlgim is yerinden aldgim bir sertifika. Bir on bgginlik gitim
surecinden geciriyorlar bizi, temel hukuk, temetkecilik gitimi veriliyor. (...) Sadece ¢a
merkezi gitimi degil, bankacilik gitimi. Gisede calgan eleman hangigitimi aliyorsa ben de ayni
egitimi aliyorum.”
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She stated that this certificate will be in her fovfuture job applications and it will
“probably” be considered as a credential.

Participants from foreign in-house call centelsad about how their training
program included lessons about globalization: “Thaye us education about
globalization, why they opened a call center h&hey were explaining, this is
globalization this is why we opened a call centeh They were explaining this to
you because, umm, do not feel bad, okay, the workfis cheaper here, but we
present you these opportuniti€a"Here, the managerial attempts to legitimize
offshoring phenomenon is apparent.

Although there seems to be no correlation betvegleicational level and call
center work and workers come from different educeti backgrounds and hold
different degrees, this does not mean call centek v¢ an unskilled job, nor do |
suggest that call center work does not requirendiste skills. In spite of the
educational credentials, all of workers that | miewed stressed “soft skills,” which
include communication skills, patience, stayingrcahd calming dawn angry
clients, the ability to adapt to unpredictable &iions, crisis management and
conflict resolution. The training programs mostimdo develop these kinds of
skills.

Here, Hochschild’s conceptualization of emotidahbr should be helpful.
Emotional labor is defined as the management difigéo create a publicly
observable facial and bodily display. In the calhter case, we may add “vocal

display;” “Emotional labor is sold for a wage am@refore hagxchange valug®?

31 Burcu, interview by the author, tape recordintaiibul, Turkey, 7 January 201®ize
kireselleme nedir, cgri merkezi burada nasil agildggimi veriyorlardi. Anlatiyorlardi,
kireselleme bu ve biz de bu ylizderzganerkezi actik. Bunu da saga ylzden anlatiyorlar, yani
kendini kotl hissetme, tamagpgiicli burada ucuz ama biz de samamkanlari sunuyoruz.”

332 Hochschild,The Managed Hearp. 7
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Since Hochschild’s semindhe Managed Hearemotional labor has been widely
studied and developed as a general concept. Puglh@sed that emotional labor is
not limited to the management of one’s own feelingsalso it should refer to the
management of others’ emotiofia Further, Morris and Feldman stressed the
managerial role in emotional labor and claimed thatworkers are expected to
perform organizationally desired emotiohi$Many studies in the call center
literature have taken into consideration emotidalabr, which can be identified as
employing “soft skills” during interactions with stomers, as a part of the
Taylorized labor process> Below, while examining “soft skills” in the labor
process, | will demonstrate to what extent mulgjlial call center work demands
emotional labor by referring to the above conceptatons.

Unlike the “hard skills” that can be demonstrabydan individual worker’s
degrees or certificates “soft skills,” on whichalcenter job mostly relies are
difficult to identify. Even those in this study wistated that being an agent is not
suitable for everyone, it is a difficult job andsled on the individual own skills,
found it difficult to identify what kind of skillshey employed during their
interactions with customers. Soft skills usuallyr&veonsidered as someone’s own
talent and might only be improved by experienceoitig this job should be inside of
the person. Some people can't do this in any walges not come to them. But he

may learn if he is [willing] to learn. It takes sixonths at least*® All of the

333 Karen Pugliesi, “The Consequences of EmotionabkaBffects on Work Stress, Job
Satisfaction and Well-beingMotivation and Emotior23, no. 2 (1999), pp. 125-154.

3343, Andrew Morris and Daniel C. Feldman, “The Dirsiens, Antecedents and
Consequences of Emotional LaboA¢ademy of Management Revi2¥y no. 4 (1996) pp. 986-1010.

33> Bain et al, “Taylorism, Targets;” Mulholland, “Geer, Emotional;” Steve Taylor,

“Emotional Labour and the New Workplace,"\iMorkplaces of the Futuredited by Paul Thompson
and Chris Warhurst (London: Macmillan, 1998), p4-194.

102



participants of this study referred to “communioatskills” as one of the
prerequisites of call center work and when | agkedn if they could identify the
features of communication skills, patience anditgtib listen emerged as key
themes.

During their working days, call center workers htigncounter difficult
customers to handle with difficult problems to soia the inbound environments or
with no will to purchase a product in outbound calhters. They often were
expected to interact with customers with greatgraie, always to smile on the
phone. They had to find charm for every interacaod manage their emotions
“professionally” to stay calm during a long andet{ive working day: “Being
patient is very important, being tolerant, lookpugitively, being joyful, very very
important.®*” Further, Ezgi explained that “An agent shouldrbéhie right mood all
the time. It's unacceptable to be depressed ort elsa | can say, in a bad mood. If
you are so, the team-leader suddenly shows up anaswou to come to yourself.
Being energetic, it is important® Morris and Feldman'’s stress on organizationally
desired emotions are apparent H&P&.he management did not let workers prioritize
their own feelings during working hours; the idealrker feels only what his/her

employee allows him/her to fell and interact wittstomers within determined

borders, hence s/he should suppress other feelings.

338 Mehmet, interview by the author, tape recordistgribul, Turkey. 13 January 201Bu
isi yapmak insanin iginde olmasi gerekiyor, dyle msardir, bu ji hic yapamaz, igcinden gelmez.
Ama @renmegeyi varsa belki grenebilir. En az alti ay lazim.”

37 Ozge, interview by the author, tape recordingribul, Turkey, 14 January 201Sabirli
olmak ¢ok 6nemli, toleransli olmak ¢ok 6nemli, ibzakmak, ngeli olmak ¢ok cok 6nemli.”

338 Ezgi, interview by the author, tape recordingamétul, Turkey, 30 January 20X@gent
her zaman havasinda olacak. Depresif olmak ya dailegim, asiksuratl olmak Kabul ediimez.
Oyleysen, takim lideri hemen gelir ve kendine gal dyarir. Enerjik olmak ¢ok énemli.”

339 Morris and Feldman, “The Dimensions.”
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Another interviewee stressed being “ready witlaaswer” as a prerequisite:
“You have to be ready with an answer every mom¥ait don’t know what kind of
a person you will face®*® Answers in line with this statement were very freqt,
for instance, one participant said that “You talletich client in a different way, it
might be a businessman or it might be a butcheelou call a house, you can talk
with a laugh.?** Especially, in a selling environment, workersdeeperform like
an artist. One interviewee stated that “You neechnge yourself. It is like a theater
actually.®* This interviewee thought that the call centenjas the most skilled job
she had ever had because of the nature of prof&twhich requires ability to
change character according to the project: “Thikésmost skilled job | have ever
had. You become another person for every projerhedimes, it is possible to pass
to different projects in a day, too. | act out mtivan one character in the same day,
actually.®*

Additionally, every product they were expectedédl requires a different
voice tone and way of speaking, the same intenaesegd: “It differs greatly
according to the project. For example, while sgliileath insurance now, we talk

more calmly, more respectfully, while selling vitas, it is easier, you can banféf.

However, it should not be considered as a way dfi+skilling in outsourced call

340 Fatma, interview by the author, tape recordingnisul, Turkey, 13 January 20X6ler
an hazir cevap olmalisin, ne tir bir insaningaa cikacgini bilemiyorsun.”

341 Nevin, interview by the author, tape recordingam®ul, Turkey, 13 January 201®{er
misteriyle ayri konguyorsun, § adami da olabiliyor kasap da, kagmnani ona gore ayarliyorsun. Evi
aradigin zaman kikir kikir konguyorsun.”

342 Hatice, interview by the author, tape recordirgJanuary 2010Kendini degistirmen
lazim. Tiyatro gibi aslinda.”

343 Hatice, interview by the author, tape recordir@January 2010Bu sahip old@gum en
vasifli is. Her projede bgka bir insan oluyorsunuz. Bazen bir glindgigi& projelere ge¢ebilme
ihtimali de var. Ayni giinde birka¢ karakter oynuyar aslinda.”

344 Hatice, interview by the author, tape recordir§January 2010Projeye gore coksey
degisiyor. Meselasimdi 6lim sigortasi satarken daha sakin, daha dajgnuuyoruz, vitamin
satarken daha rahatakalasabiliyorsun.”
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centers where agents are expected to work diffgneects in a short period of
time3* As one interviewee suggested that “It is the shasically, after all, it is
selling, it doesn’t differ. It is the same whetlites selling tomatoes or a
machine.®*°

In addition, different projects require additionafiormation to get and
explain the potential customers. This situationl$eautbound workers to learn new
things, but they were not sure if this new setrafwledge would be valuable in their
social life or future career. Particularly, theyl peoducts like cable television,
natural gas subscription or insurance which weeglabvie only for those in Germany
or the Netherlands. However, most of them consatihre change in selling product
as a way to take a breath, an escape from thergxgtript to a new one: “When the
project changed, it is good for agents, becausts tvead chills out. You're still
selling something, but this time you’re explains@mething else. It recovers from
monotony.**’ Hence, the switch from project to project suppéidsreak for the
worker; however, it cannot be considered as a ahanthe nature of work.

In addition, again in selling environments, ieiddent that individual
workers usually had to find their own way to “hogddtential customers. In that
sense, workers were expected to manage the ofbelisig; in Pugliesi’s

conceptualization, this dimension of emotional lalsdased on other-focused

345 Russell and Thite, “The Next Division of Labour.”

348 Onur, interview by the author, tape recordingansul, Turkey, 13 January 2010,
“Temelde ayni, nihayetinde sgitr yani, fark etmiyor, domates de satsan ayninmakine de satsan
ayni.”

347 Zeynep, interview by the author, tape recordistaribul, Turkey, 13 January 2010.
“Proje degistigi zaman c¢ok iyi oluyor, agentlar icin, ciinkt kafzdiyor. Yine sall yapiyorsun ama
baska bir sey anlatiyorsun bu sefer”.
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priorities3*® Even so, the individual strategies to sell a pobaere actively limited
by script:

The subject is apparent. It is necessary not toeyond the subject. But of

course, you are talking with a client, let’s syhere is a dog barking out

there, you talk about the dog, in order to erterdubject. But there are
specific things you have to say, you need to #ahethings that will appear
in the contract, so you are always circle arolmeddetermined things. You
talk about the same stuff actually. In differergys to every client you talk
about the same thing’

You have to say the things in the script. You nigeshy the existing ones,

y%goare not supposed to add anything else, It to you how you say

it.

In order to sell, you can go beyond the script,imi much. It directs you.

You need to follow the script in front of ydur.

Communication skills usually are considered alinges$kills in outbound call
centers. Workers that | conducted interviews withegis mentioned that selling is a
distinctive skill and pursuing someone to purchegeoduct that s/he can not see or
touch is based on the worker’s ability to createradible” atmosphere by using
his/her communication skills. One of the interviesstated that it is crucial to
someone’s communication skills to be a “profesdisatesperson”: “One-to-one

communication. You are dealing with a client dinecin my previous job, | was face

to face [with the client], too, but here, the persimesn’'t see you. This is more

38pygliesi, “The Consequences.”

349 Zeynep, interview by the author, tape recordistribul, Turkey, 13 January 2010,
“Konu belli, konu dgina ¢cikmamak gerekiyor. Ama tabii ki, yteriyle konguyorsunuz, ne bileyim
arkada kopek havliyorsa kdpek hakkinda lgogarsunuz, konuya girebilmek icin. Ama séylemeniz
gereken bellyeyler var yani, bu s6zimede olacakeyleri telefonda da sdylemeniz gergkitin hep
belirli seylerin etrafinda donip duruyorsunuz, hep ayyi konguyorsunuz aslinda. Ama her
misteriye farkli anlatiyorsunuz geyi.”

% Hatice, interview by the author, tape recordisgambul, Turkey, 13 January 2010.
“Scriptte olanlari sdylemek zorundasin, olanlarylgyeceksin, daha fazla hiey katmayacaksin ama
nasil sdyleyegen sana bglh.”

%1 Nevin, interview by the author, tape recordingan®ul, Turkey, 13 January 201Satis
icin scriptin dsina ¢ikabiliyorsunuz, ama ¢ok ¢ikamazsiniz. Sanavgéyor. Oniinde bir script ona
uymaniz gerekiyor.”
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difficult. It is difficult to sell without seeinglust hearing the voicé> Here, the
notion of emotional labor as managing the feeliofgsthers appears. By referring to
communication skills, workers usually identifiedaségies to pursue a potential
customer. Call center workers as emotional laborerg expected to charm
customers by developing acceptable strategies;thieysshould manage the
customer’s feelings. This is the case in outbouwatithg environments.

The option to utilize individual communication k&iand moving beyond the
script is not possible at all and strongly discgexby management in inbound call
centers. While in outbound call centers wherersglii the most desired
consequence of telephone interaction, managers deulolerant of workers in
styling the speech as long as they conclude thdyga sell; in inbound
environments, workers are expected to presentuhkcgace (or voice) of the
company so they mostly stated that they can natichaalize the ways that they
interact with clients and as one of the interviesveaid, their communication skills
are limited to staying calm, if that can be consedeas a communication skill. She
said, “If you have an angry client, you need tajbeet; if the guy swears at you, you
need to be quiet. They recruit and train accordnidpis. You are freaking out
sometimes, but you can’t do anything el$€.To use one’s own communication
skills is not accepted; the only thing a worker dans to follow computerized
scripts which include every single possible intéacwith a customer.

This situation also leads to different perceptiohthe on-going development

of individual skills. On the one hand, a workemfran outbound call center worker

%2 Mehmet, interview by the author, tape recordistanibul, Turkey, 13 January 2010.
“Birebir ileti sim. Misteriyle direkt muhatapsin. Daha 6nce ygpn iste de ylizylizeydim ama burada
seni goérmiyor insan. Bu daha zor, gérmederssatpmak zor. Sadece sesi duyuyorsun.”

33 Ayse, interview by the author, tape recording, Istdnburkey, 6 January 2016Sinirli
mdisterin mi var, susacaksin; adam sana kufur mi edisosacaksin. Buna gére adam aliyorlar ve
egitiyorlar. Cildiriyorsun bazen ama yapacak bayin yok.”
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thought that “Every day you learn a different metlod marketing. Every day adds a
new thing.®>* On the other hand, the general ideas on skill ldpweent of inbound
workers mostly resembles this statement by anvi@ere: “You don’t get anything
after the first month in call centers. You are dpihe same thing finally, there are
determined scripts, you’re saying them, you're daxactly the same thing with a
guy who has been in the same position for 12 yearénother interviewee who
was employed by a foreign outsourcer in order swem calls from the clients with
problems about the products of a giant computedyrer company mentioned the
training program that he had taken in the firstdags after he was recruited. He said
that after an initial training about company’s prot$, training focused on “human
relations”: “Human relations, which words you shibuke on the phone, what you
should say... ‘Some of them will be mad at you, sovileyell, some will want to be
friends. Don’t be worried, he is not yelling at yauThis type of training, after ten
days, you start®® Hence, trainings stress on “disengagement psygtualtly as a
defense against the rude and abusive custorf@nsfiich is almost survival in call
center work, as will be seen in the following pagéthis chapter.

The interviews suggested that inbound call cemagaire so-called
communication skills which are limited to keepiradro, dealing with abusive

customers and the ability to be a good listenemdBa good listener in the in-bound

%4 Nevin, interview by the author, tape recordingam®ul, Turkey, 13 January 2016ler
gun bir pazarlama tekgi 6greniyorsun. Her giin bigey ekleniyor.”

35 Arda, interview by the author, tape recordingamétul, Turkey, 17 February 201Cagr
merkezinde birinci aydan sonra biey kazanmazsin. Ayyayi yapiyorsun sonucta, belli scriptler var,
onlari konyuyorsun, 12 yildir cagan adamla ayngeyi yapiyorsun.”

%% can, interview by the author, tape recording, Yaldlurkey, 6 February 2010jnsan
ili skileri, telefonda hangi kelimeler kullanilir, neledylenir. ‘Bazisi kizacak sana, bazisgibacak,
bazisi arkadgolmak isteyecelste sen heyecanlanma, sanalraniyor.’ Bu tarz gitimler. On
glniin sonunda lzayorsun.”

%7 Rose and Wright, “Satisfaction and Dimensions ofi@ol,” p. 143.
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environment means to understand what the probletmeotlient is clearly and
empathize with the client's demands. However, beeaii the nature of call from an
unknown person, being a good listener is not adequaits own to interact
effectively and meet the managerial demand foragescall times and short
conversations. Workers, particularly those in infmbgall centers, stated that they
were evaluated on the number of calls they hamd¥eoirking hours, on the average
length of their interactions and missed calls. Aftetecting the client’s problem, an
inbound worker should fix it in the shortest perafdime, but the inevitable
prolongations are unpredictable:

There is something that they teach you at thenmégg): conversations

should be as short as possible. Finish one coatrensimmediately and take

another one. But the caller is stupid! | am exptaj, he doesn’t understand.

‘Click that’, | say, ‘Il don’t know,” he says. Heak no idea! My conversation

time lengthens in this way?®

Being a good listener also allows the workersedbtg know people better, as
they stated. After a while in call center, all werk that | interviewed mentioned that
they had begun to understand what kind of a peibele were dealing with at the
very beginning of a conversation: “l was a socigi#eson before, but now |
understand people better. When the guy says AsgguOk, | know what your
problem is.”**° Furthermore, in a multilingual call center whererkers deal with
client overseas could extend this ability towards@ader geography. One of my

interviewees said that “I have never lived in Amarand England, but | know the

people there, how they react, how they talk, | eaderstand **°

8 Can, interview by the author, tape recording, YaldTurkey, 6 February 201tBastan
Ogretilen bir sey, kongmalar mumkin oldgunca kisa olacak, hemen bitsin ki segeditelefonu al. E
iste arayan adam ya da kadin salak! Anlatiyorum, amieor,suraya tikla diyorum, bilmiyorum diyor,
hicbir fikri yok. E benim komma siirem uzuyor o zaman.”

39 Ayse, interview by the author, tape recording, Istdnburkey, 6 January 2010Ben

zaten girjken bir insandim ama insanlari daha iyi anliyorumika Adam A deginde, ha ben senin
derdini biliyorum diyorsun.”
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Beyond any doubt, all of the participants of tiesis were recruited thanks
to their foreign language skills. In that sensendydi- or multilingual was their
essential access to employment. Fluency in a fodaigguage is a rare skill in
Turkey. This situation can be an explanation fer ritlatively higher salary levels in
most of the multilingual call centers. Eleven o ihterviewees were born and raised
in foreign countries where they had learnt theratmnal language. Because of that,
most of them considered the language that they insib@ call center environment
their mother tongue. The foreign language that beghphem an agent position in the
call center is not “foreign” to them. On the otlhand, other participants did not
mention any migration story, only one out of sixir@u has lived abroad for a while.
This group of participants had learnt their voaagidanguage in the Turkish
educational system. Their statements demonstraggdhey all had strong
educational backgrounds; they had attended topetsities. In this situation, it is
possible for tension between their educationallteaed repetitive and standardized
nature of work to appear. My questions about faréégnguage skills aimed to
understand how workers with migration stories coeisthe commodification of their
“mother tongues” and to detect if there is a tem&ietween qualifications of workers
with no migration story and the nature of work.

In Alexandre Duchéne’s words, the call centerwgoakplace “where
language practices serve as a central working't3bAs long as the call center is
internationalized and particularly serves client§oreign countries, multilingualism
has become a commodity. Two call center managetseriviewed stated that they

preferred to recruit applicants who had been barhraised abroad because of their

30 Hzge, interview by the author, tape recordingribul, Turkey, 14 January 2010.
“Amerika’da, /ngiltere’de hi¢c yaamadim ama tanidim oranin insanlarini, nasil tegkirler, nasil
konwurlar, anlayabiliyorum artik.”

%1 Duchéne, “Marketing, Management,” p. 29.
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linguistic qualifications; in that way, they couiminate the “accent probleni®
Further, their years of experience in foreign caestsupplied workers a cultural
awareness, so that they could be more succesdelliaig something to customers
from a country which they knew very deeply. Moniteller suggests that the
commodification of language produces new formsamfipetition and social
selectior®® It is evident in the multilingual call center raitment process.
Furthermore, offshore-outsourcing companies pagiapattention to recruit workers
from similar backgrounds. In other words, they temdompose the workforce with
the migration story. This selection criterion, ai se discussed later in this chapter,
contributes the “like-a-family” environment of caknters. On the other hand,
Turkish in-house call centers which serve in fandnguages dominantly recruit
applicants who have not got a migration story. Tais be explained by their attempt
to create a more-educated workforce.

My interviewees who were born and raised in fareiguntries stated that
they would not be able to do this job in Turkighthat sense, they also mostly
considered their Turkish as an obstacle to employnmeany other sector. Hence,
they generally seemed very glad to have an inteedbkill that had a selling price:

I mean, | could not do any other job here. You s&eTurkish is worse than
my German3**

Actually, | came here to improve my Turkish, bouyneed to work. It was
very easy to get this job. | found it when | waghe Netherlands. If | looked
for any other job, | would not have found any otfee that wage®®

%2 Call Center Manager-1, interview by the author &imhn Erensii, note taking, Istanbul,
Turkey, 29 July 2009. Call Center Manager-2, inmby the author, not taking, Istanbul, Turkey,
13 January 2010.

33 Heller, “Globalization, the New Economy,” p. 474.

34 Ahmet, interview by the author, tape recordintgrsul, Turkey, 13 January 20X¥ani
burada baka is yapamam. Goriyorsun, Turkgem daha kot Almancarhdan
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Fortunately, | know Dutch. | would not want to this job in Turkish. | like it

this way. I'm making my money with a language thiatow3°°

As the above narratives indicate, their languditias became a money-
maker, probably for the first time. Workers fromnmgrant families frequently
mentioned they had limited chances for employmenthbse of their unfamiliarity
with “Turkish work habits” and their poor Turkispesaking abilities; however, with
the rise of call center industry, particularly, tiee of call centers that serve
international market, their multilingualism turmgo a rare and desired skill.
Although most of them stated that call center wisr&n exhausting, monotonous and
very stressful job in the end, in the current gibrawhere they have limited
alternatives, call centers are being considergaesenting them a better choice from
unemployment. Hence participant workers with migrastories did not complain
about the commodification of their “mother tongtes.

At the same time, workers who did not mention amgration story and had
learnt their vocational language in the Turkisheadional system mostly stated that
call center work provided them an opportunity tejx¢heir foreign language skills. |
asked them if their linguistic levels had been iayad by their experience in the call
center, none of them noted any improvement; howeley stated that the job
helped them not to forget their foreign languages.

My foreign language did not improve, but it alsd dot regress. It stands
where it was before. | mean, I'm making practicerg day>®’

3% Onur, interview by the author, tape recordingansiul, Turkey, 13 January 2010.
“Aslinda buraya Turkcemi ilerletmeye geltiin, ama ¢alimak da zorundasin. Bgei girmek ¢ok
kolay. Yani ben Hollanda’dayken buldumska is arasaydim bulamazdim herhalde bu paraya.”

3¢ Fatma, interview by the author, tape recordingriisul, Turkey, 13 January 20XQyi ki
bir Hollandacam varmt Bu isi Turkce yapmayi tercih etmem. Bdyle memnunumigiicbir lisanla
parami kazaniyorum.”

%7 Ayse, interview by the author, tape recording, Istanburkey, 6 January 2010Yabanci
dilim gelismedi ama gerilemedi de, olglu yerde duruyor. Yani her guin pratik yapraluyorum.”
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| graduated from the Anatolian High School, | taaurses in English at

university. But | have never used English that mimcmy life. While living

in Turkey, where you can speak English at thagll2¥aybe in the Grand

Bazaar? [Laugh3}®

Speaking English was really interesting and ddfighl could not know

where the customer was calling from until | helaird say, “Hello.” But | can

not say that I learnt anything new. The Englisht frspoke was very basic.

“Could you please read your activation key? Yas” Shat's all >*°

In addition, Deniz mentioned that all the thinbs svas saying on the phone
were written as computerized scripts. She saidgh@twas following the screens
according to the customer’s responses so “Thetbiryg | did was read the scripts,
actually. You don’t need to know English as yourtineo tongue, the only thing you
need to do is to pronounce properfy”’Ayse also mentioned that there was a general
exam to determine the English levels of employadhe company, but that not all
the workers in the English section of call centad been able to pass this exam. This
demonstrates that being fluent in English was nouaial requirement for taking
incoming calls in her example, an in-house calteeaof a Turkish bank.

According to interviews, there is no tension betwéoreign language levels
of workers and the requirements of multilingual cahter work. However, their

educational qualifications always stand as a soofrcésappointment at work. In the

following pages of this chapter, | will focus thieeme more broadly.

38 Ezgi, interview by the author, tape recordingamtul, Turkey, 30 January 2010.
“Ben Anadolu Lisesi mezunuyum, niversitéugilizce dersler aldim. Ama hayatimda hic bu kadar
yogun Ingilizce kullanmangtim. Tiirkiye’'de ygarken bu derecéngilizce’yi nerede kullanacaksin ki?
Belki Kapalicagi'da. [Guluyor]”

39 Arda, interview by the author, tape recordingadtul, Turkey, 17 February 2010.
“ Ingilizce kongmak gercekten ilging ve keyifliydi. “Hello” diyen@dar mijteri nereden ariyor
bilemiyordum. Gergi yeni birey @&rendim diyemem. “Could you please read your acibrakey?
Yes Sir. Bu kadar.”

¥7° Deniz, interview by the author, tape recordintaisul, Turkey, 8 January 2010.
“Yaptigim teksey scriptleri okumak aslinda. Anadilin gilsigilizce bilmene gerek yok, yapman
gereken tekey d@ru telaffuz etmek.”
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Working Conditions and Work Satisfaction

For this section, the actual working conditionsnaltilingual call centers will
be the main objective, underlining the prerequssdkinteracting with clients from a
broader geography which has both positive and negmhpacts on the experience
of work, at the same time, the relation betweerdifferent characteristics of
workers and their considerations. This part isdbdi into three sections. At first, |
will examine working hours, different working hcamrangements with their reasons
in different organizations or call types and howkeaws consider their working
hours, how they balance work and their lives oet$ige workplace. The second sub-
section deals with stress-generators in multilihga# center work, demonstrating
how pressurized working conditions and the natfireask lead to
depersonalization, humiliation and consequentlprpeork satisfaction is the main
focus of this sub-section. In the third sub-sectsitive views on call center work
will be argued, while demonstrating the “cheerfoi™enjoyable” and reliable sides
of call center work as workers stated in that wayill attempt to dissociate genuine
satisfaction (about pay and working environmerajrfrself-deception or resignation.
This sub-section will also focus on different calesations of workers from different
backgrounds. The discussion about relation betweek experience and one’s life-

narrative will continue in the next section of thlsapter.

Working Hours

The arrangement of working hours in a given catiter depend on various

factors, including type of service, the customeseh@perating hours, variation in
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call volume and levels of demand and the time-zaeesed by the call cent&t

The patrticipants of this study mentioned diffenentking time arrangements. The
type of service occurs as the main determiningofadWorking hours in outbound
selling call centers were generally regular becadiske fact that it could not
expected to call a potential customer during “@otital hours,” workers were
present in the workplace 10am to 7pm with a 30-teitunch break. However,
participant workers stated that working hours cdadcextended during “peak times,”
especially in days before Christmas or any othecisphday. On the other hand, in
inbound environments, part-time work arrangementsvaorking on shifts were
common. Working in shifts was related to the pammpany’s demand to cover 24
hours in a day, particularly in technical servied centers where workers were
answering calls for the United States and Canagdht shifts were mandatory.
Determining working hours according to targetingmiies, internalizing their
working hour and day patterns is conceptualizettalenization with and of

time™’? by Barbara Adam. This “colonization” process igewnt in the multilingual
call centers in Turkey as well, where a foreignr(@an, Dutch or American) clock
time is considered standard.

Interviews with outbound call center workers sigjdbat they were
relatively glad to work regular hours. Especiadliyyce the working hours were
arranged depending on the target country’s timeszthey could come to work in a
untraditional starting hour, at 10am. However, lsezof the same factor, they had
to work until 7pm under normal conditions. One ggrant stated that “Working

hours are as required. Actually, it is not too mumht the best part is that we don’t

371 paul and HuwsHow Can We Help®. 22.

372 Barbara Adam, “The Gendered Time Politics of Gliagion: Of Shadowlands and
Elusive Justice,Feminist Reviewno. 70 (2002), pp. 3-29.
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start early in the morning. 10:00 is good but aad¢bntrary, it's getting harder after
6:00 in the evening, that one hour passes witficdiffy.”>"* Another participant was
more complaintive about working hours, he mentiotted he was familiar with 9 to
5 work in the Netherlands, because of this workintl 7 pm affected his social life
negatively: “Here, because of the time-zone difiess we work until 19:00. You
leave at 19:00, get home at 20:00. There is natisch left.®”* However, another
participant, a female worker with family responbiigis said, that “Our working
hours are very good, because we start at 10:00miamiied and | can organize my
house, | can cook dinner. The kids are at scho@hguhese hours. When | get
home, they have come home, t66>” Another participant with dependent children
stated that sometimes they were expected to warkglthe night, particularly
before special days: “We worked until 9 or 10 favfkile. It was bad, really bad.
You can't see your kids when you get hori&.In these “peak times,” since the
workers were expected to work half of the day,ahmployer violated the related
article of Turkish Labor Law, which states a workittay can not exceed 11 hotif§.
They were not expected to work on weekends andloistian holidays, but

they had to deal with a giant peak before thess.ddgwever, they had to work on

373 Emre, interview by the author, tape recordingribul, Turkey, 13 January 2010.
“Calisma saatleri gerekgi gibi. Aslinda air fazla degil ama en glizel yani sabah erken
baslamiyoruz, 10 giizel, ama buna k&k aksam 6’dan sonra zorlaniyorsunuz, o bir saat zor

geciyor.”

37 Onur, interview by the author, tape recordingansiul, Turkey, 13 January 2010.
“Burada saat farkindan dolayi 7'ye kadar devam ediyz. 7'de ¢ikiyorsun, 8'de eve variyorsun.
Fazla birgsey kalmiyor geriye.”

375 Nevin, interview by the author, tape recordingamdul, Turkey, 13 January 2010.
“Call yma saatlerimiz ¢ok iyi. 10’da bdigimiz i¢in. Ben evliyim, evimin diizenimi kurabiliyor,
yemgimi yapabiliyorum. Cocuklar da okulda oluyor o daatle. Ben eve gelgimde, onlar da gelmgi
oluyor.”

37 Fatma, interview by the author, tape recordingriisul, Turkey. 13 January 201@ir
sure 9'a, 10'a kadar cagmistik. O kotl oluyor, ¢cok kétl oluyor. Cocuklarinrgimiyorsun eve
doniince.”

37" Republic of Turkey, Labor Law, no. 4857, Articla.6
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Muslim holidays and Turkish national days. Evenvgorking hours depending on
Germany or the Netherlands’ standards satisfied ofdbem; they seemed not to
have any problem with the “colonization with time.”

Part-time work and the shift system were evidenhbound environments.
Inbound call centers were usually specialized @hécal service, reservations,
customer service and taking orders. To cover 24<hiouday, client-companies
demand night shifts and especially serving cousiineoverseas requires more staff
at “anti-social” hours.

We were working 70-80 people on one project, 5theim at night, about 30

during day-time. Because we were working for Arreraccording to their

busy hours. Your shift was sliding constantly, ®nt a two-week period,
step by step, finally you work every hour in a d4y

Everyone wants a project with regular hours bubhbound, it requires

working 7/24. You have to work on shifts. My sddife deteriorated, of

course. We could work on the weekends. Ok, yolkkwatays a week, there
were no determined off-dayé’

The above narratives confirm what Karl Marx claiat®ut capital’'s constant
drive to transform every minute of a day into “wioidk day” regardless of the
workers’ social life, personal, and even biologicaéds: “Capital oversteps not only
the moral but even merely physical limits of therkiwog day. It usurps the time for

growth, development and healthy maintenance obtuy. It steals the time required

for the consumption of fresh air and sunlighfi The impact of working on changing

378 Can, interview by the author, tape recording, YaloTurkey, 6 February 2010raklagik
70-80 kji calistyorduk projede, bunun 50 kadar gece gatii, 30 kadari giinduz calrdi.
Amerika'ya ¢alstigimiz icin, onlarin ygun oldwu saatlere gére. Vardiyan sirekli kayiyordu, iki
haftada bir, yani kademe kademe, sonugta gunusesti calymis oluyorsun.”

379 Ozge, interview by the author, tape recordingribul, Turkey, 14 January 2010.
“Duzenli bir projeyi herkes ister tabii ama inbouadda genelde 7/24 calmak gerekiyor.
Mecbursunuz vardiyall calmaya. Sosyal hayatim kotitietabii. Haftasonu da cagabiliyorduk.
Tamam haftada 5 giin ¢alyorsun ama bpginlerin belli dgil.”

380 Karl Marx, Capital: A Critique of Political Economy/ol.1, translated by Ben Fowkes
(New York: Penguin Books, 1982), pp. 375-376.
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shifts on social life was referred to frequentltias worst side of call center work by
the participants. Because of the fact that theydclmarn about their free days and
working hours just before starting the arrangeét,shierviewees complained about
not to be able to organize their social life.

| was making good money. My girlfriend, for exampshe was working in a
trade company, an important company and earnifgig&5 | was earning
approximately double that and | was doing a jai tequired less
intelligence. My only problem was working hoursyrking days. (...) My
social life was ruined; | could work weekends, pbetely random;

your chance is 2 in 7 to get a weekend holiday.&wof my friends were
working in normal jobs, | was sleeping during thagy, working at night. My
girlfriend was starting at 9, leaving at 6. Yanmnly see each other at night
during weekdays, but | was working this time. Tveekend is her holiday,
but | may work again. Monday is off, but now skewvorking. You can’t
something regular in shift system. It changesiio weeks®®*

Shifts are determined in two-week rotations. feets you negatively of
course, your health, your sleep is damaged, yatimghabits changes.
Also, you can’t see people outside. You can’t mapgointments easiff?
Part-time work means mostly 30 or in some casd86és of working in a
week. As long as the employer can arrange workmgshof part-time workers in

great flexibility thanks to the Labor La¥” for instance, Arda, who was working at

least six hours in six days of a week was a paréition the payroll. According to the

31 can, interview by the author, tape recording, Yaldlurkey, 6 February 2010,
“Kazandigim para iyiydi. Kiz arkadam vardi mesela, ticargtrketinde ¢alsiyordu, 6nemli bir
sirketti ve 850 lira magaliyordu, ben neredeyse onun iki kati kazaniyordamok daha az akil
gerektiren bir § yapiyordum. Tek probleminté ¢alsma saatleri, caima giinleri oluyordu. (...)
Berbat olmytu sosyal hayat, haftasonu gaham gerekebiliyordu, tamamen rastgele. Yedidgiks!
var haftasonu gelmesi icin. E arkadiaimin hepsi normalslerde calyiyorlar, ben giindiiz uyuyorum
gece cakiyorum. Kiz arkadam 9'da ke bagliyor, 6'da cikiyor, haftaici sadece gkm gorigebilirsin,

0 zaman ben c¢aliyorum. Haftasonu onun tatil, ben gene gatbilirim. Pazartesi tatil oluyor mesela,
0 zaman o ¢aftyor. Diizenli birsey yapamazsin ki vardiyali sistemdid.haftada bir dgisiyor.”

382 Ozgiir, interview by the author, tape recordinggribul, Turkey. 9 January 201Ghiftler
iki haftalik rotasyonlarla belirleniyor. Olumsuzkétyor tabii shiftler, salik durumun, uyku durumun
bozuluyor, beslenme ghanliklarin dgisiyor. Hem de darida goriyecein insanlarla
gOrisemiyorsun. Kolay randevu veremiyorsun.”

383 For the brief discussion of Labor Law of Turkeylamorking hours, see the section
“State, Public Institutions and Call Center Indystf Chapter Two.
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Law, there were no determined working hours fot-giaxe workers, those who work
“shorter” than full-time employees are a part-timer

Even though, some participants reported that thege part-time work for a
reason, particularly to continue their educationthlat sense, the opportunity to work
on night shift was considered one of the most etitra features of the call center
jobs by students. As long as they were offered tigigal working hours and could
arrange their working schedules, workers who werdiouing their education could
choose call center job, so that they would be &blelance school and work. An
interviewee stated that “I would arrange my shaitsording to my course schedule. |
was able to take advantage of flexibiliff*However, they also mentioned that they
worked because they had to and even if they hathged their working schedule,
their life outside the work went bad:

18 to 23 are suitable hours for me, because timysng at the same time.

Now | can’t leave the work, even if | wanted @&dause, if | took another job,

| could not find flexible working hours that suaity graduate studies. Flexible

hours are more suitable for me because I'm sstudent. (...) There is no

such thing as social life of course. I'm working sights, I’'m going to

school three days a week. There is no socialdfte’®

Working at night was my own choice, because | stadying while working.

| was working at night in order not to overlaphwhy course schedule. (...) |

arranged my flexible working hours, but this ddesrean that it was
humane. If | did not go to school, | wouldn’t worR®

34 Burcu, interview by the author, tape recordinggribul, Turkey, 7 January 2010.
“Vardiyalari ders programima gore ayarliyordum. Eddigi kendi yararima gore
kullanabiliyordum”

35 Ayse, interview by the author, tape recording, Istanburkey, 6 January 201018-23
benim i¢in uygun bir saafu an ¢ikmak istesem de ¢ikamam mesela. Cungkia lbér ise girdigimde,
benim yuksek lisansimi kabul edecek esnek saatiinam. Hala grenci oldygum icin esnek
saatler benim icin daha uygun. (...) Sosyal haywt dir sey yok tabii, 6 gece calyorum, 3 gin
okula gidiyorum. Sosyal hayat kalmadi.”

38 Arda, interview by the author, tape recordingamdtul, Turkey. 17 February 201Gece
calismak benim tercihimdi, okuyordum c¢iinki gaken. Ders saatlerimle ¢cagmamasi icin gece
calistyordum. (...) Esnek caima saatlerini kendim ayarladim ama bu ¢ok insandglnek déil.
Okul olmasa ¢apmazdim yani.”
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According to the interviews, another importantuessbout working time is
breaks. First of all, most of the intervieweesedahat they had no control over their
break times and sometimes they were unable toatddteak if the volume of calls
was huge. Managers tend to exploit every momeatwbrker during a working day,
S0 attempts to shorten breaks were apparent icealérs. Below, statements of
workers exemplify Marx’s documentation of how enygls have a constant aim of
“nibbling and cribbing at meal-time¥” and other breaks in order to maximize the
quantity of labor effort.

There is no such thing as a meal break, you aatpeal at your desk, while
you're receiving calls. There is nothing like &kien or canteen or anything
like that. You try to eat between calls. Sometinbhégkes an hour to finish
only adiirim3®®

We used to have 10-minute break every hour, tart they decreased it to 4
minutes. We were working in a place like a haditfall field and the only
place where you could smoke was the kitchen. Yamitb walk across the
whole office to smoke your cigarette. It was l&kaightmare for smokers! |
learnt to smoke in 4 minuté®

You have 7-minute break each hour; totally youardreak 35 minutes. But
if there is a huge volume [of calls], you can’t{jd

We were taking a 10-minute break every four hoaifter dinner you have
another 10-minute break for the next four hours. &vuld take it whenever
we wanted. We could also take emergency breakg,douneed to have a
good excuse. They would ask if you were sick oatwBometimes it was
aggregating, calls were coming constantly, of seuthese times you
needed more breaks, but it was not alloWed.

387 Marx, Capital, p. 352.

3% Arda, interview by the author, tape recordingamétul, Turkey. 17 February 2010.
“Yemek arasi diye bisey yok, masada yiyorsun, bir yandaiggaliyorsun. Mutfaktir, kantindir,
Oyle birsey yok. Cgri aralarinda yiyorsun. Bazen bir dirim bitirmeik aat tutuyor.”

39 Burcu, interview by the author, tape recordinggribul, Turkey, 7 January 2010.
“Eskiden saat bai 10 dakika aran vardir. Sonra bunu 4 dakikayaidduler. Yarim futbol sahasi
kadar bir yerde calnyorduk ve sigara icebilegin tek yer mutfakti. Bittin ofisi yuriyip sigarani
icebiliyordun. Sigara igcenler icin k&bus oldu ya#idakikada sigara icmeyigtendim.”

39 Ayse, interview by the author, tape recording, Istdnburkey, 6 January 2010Saat
bagi 7 dakika molan var, toplamda 35 dakika moladaséma ygunluk varsa ¢ikamazsin.”

%91 Can, interview by the author, tape recording, YaloTurkey, 6 February 201tDért
saatte 10 dakika mola aliyorduk, yemekten sonrd @idakika molan daha var. Acil durum molasi da
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Furthermore, the workers stated that they hagtgegrmission of their team-
leader or supervisor to take a casual break. Opeviewee mentioned this process:
“You have to push a button when you go [on a bre@Kkjen your time is up, your
screen turns into red and your manager is informiadn he starts to look for you.
You might have fainted or you might be stuck in tibiéet. But if you abuse it, you
probably will be fired.?%? As Paul and Huws suggest, “failure to allow brefaks
reasonable flexibility and freedom of movement [ serious health and safety
problems, discomfort and poor job satisfactidtt.Many of my interviewees talked
of problems with physical health and morale dutongg and constant working
hours. The following pages will focus on stress dagdersonalization generators in

the working environment.

Stress on the Line: Depersonalization, Humiliatoi Pressure in the Workplace

Above, the intensive usage of scripts, the lackaoitrol over break-times and
shift system appeared as sources of work-relatedssin call center environments.
Beyond any doubt, stress generators are not linitéldese factors. In addition, the
repetitive and monotonous nature of work, lengtdemerking hours, performance
monitoring, management-determined targets, ideatity “locational masking®®*

abusive calls, irate customers and lack of carppodunities should be considered

alabiliyorsun ama iyi bir mazeretin olmali, sorujenrhasta misin, bigey mi var diye. Bazengrima
oluyordu, telefonlar art arda gelebiliyor, o zamamlaya ihtiyacin oluyor tabii. ama izin verilmiybr.

392 Burcu, interview by the author, tape recordinganbul, Turkey, 7 January 2010.
“[Molaya] ¢ikarken bir tusa basmak zorundasin. Dakikani ggigtizaman ekranin kirmiziya dénuyor,
ekranin kirmiziya déniince yoneticinin haberi oluyinetici seni aramaya kayor, bayilmg
olabilirsin, tuvalette kalnyiolabilirsin ama ger suiistimal ediyorsan, herhalde kovulursun.”

393 paul and HuwsHow Can We Helpp. 23.

394 Mirchandani, “Practices of Global Capital.”
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as sources of stress in call centers. As previessarch on call center recruitment
practices has demonstrated, managers tend totretatiiwho can deal with the high
pressured labor proce¥s.

The intensive usage of scripts is one of the raurces of work-related
stress. Many interviewees stated that they fedt {dols that customers push by
talking or robots under the control of scripts. Ew®me workers who stressed
strongly the enjoyable parts of their work menthew depersonalizing call center
work is. For instance Fatma said that,

It is really an exhausting job. Ok, | like my jdiyt it has an exhausting

dimension. Always you are saying exactly the s#mmgs on the telephone

and becoming a robot. Sometimes you say somethatg/ou should not say;

| said you’re becoming a robot. Your head becohikesconcrete. You are

working like that®®®
Because of the fact that scripts were designethtalardize every single interaction
between worker and customer, workers did not seemavte control over their own
labor and individual initiative in the labor prosds strongly discouraged by
management. Since the workers were expected mwfeilanagement-determined
scripts word by word, Braverman’s model of the sapan of mental and manual
labor fits the call center labor proc€86Workers are considered as the intermediary
tools between the customer and company’s softwarehnembodies the separation
of the work conception from work execution in Brawan'’s theorization. As was

noted above, particularly, in inbound environméikis technical service,

reservations or banking, the unexceptional ruleslying on scripts resulted in high

3% Belt et al, “Women, Social Skill;" Callaghan antidmpson, “We Recruit Attitude.”

39 Fatma, interview by the author, tape recordingriisul, Turkey, 13 January 2010.
“Gercgekten yorucu birg, yani isimi seviyorum ama yorucu bir yani var. Hep telef@inda strekli
ayniseyi soyliyorsun ve roboilgyorsun. Bazen sdylememen geretareri de séyllyorsun,
robotlagiyorsun dedim ya. Beton gibi oluyorgoa, osekilde calsiyorsun.”

397 Braverman)_abor and Monopoly Capitapp. 218-220.
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stress for the worker and low job satisfaction.e@rierviewee stated that
management had warned him for not following th@sche described his
“unacceptable” attempts to personalize his labor:
They warned me several times about going beyom@dhipt. Serious
warnings. | said why | went beyond of script. Aféd#l, we are humans, not
robots. If people connect to a human, we shoutdaib like robots. Because
of that, | was going beyond of the script; withoegcaling, | was interacting
in a warmer way. That caused me to be warned bgupgrvisors. (...) This
Is what call center managers can’t understang, Wt a constant focus, but
it's not possible. Maybe one hour, for example, first hour, between 17 and
18, my focus might be good. But then, you feelgernyou take calls
constantly, you can’t focus. Maybe this was whyak going beyond the
scripts, to make a difference, to control my owarkv But they considered it
as “fatal error.” Leaving the script behind waatéi error” in work
terminology**®
Knights and McCabe suggest that weakening emplayemomy and a loss
of control should be considered as important irtdisaof work-related stre$8’
Usually in inbound environments, workers are expeétd take calls one after
another; the Automated Call Distribution system wasigned to route incoming call
to the first available worker and workers do noténany control over the pace of
work and are forced to take calls constantly anchasy scholars agree, this situation
demonstrates “assembly line” tendencies in caltaremanagemerif® By following

this approach, Callaghan and Thompson state that

39 Arda, interview by the author, tape recordingadtul, Turkey, 17 February 2010.
“Birka¢ defa uyarmglardi beni scriptin d¢ina ¢iktgim igin. Ciddi uyarilar. Ben scriptin nedengtha
ciktigimi séylilyordum. Sonucta biz insaniz, robgilde /nsanlar madem bir insana paniyorlar,
robot gibi kongmamiz lazim. Dolayisiyla ben, ¢cok da civimadaripterdisina ¢ikiyordum, daha
samimi bir kongma gercekligiriyordum. Bu da amirlerimin beni uyarmasina selmégu. (...) Cgri
merkezi yoneticilerinin anlayamaglibu, kesintisiz odaklanma istiyorlar, ama mumkagilcki bu.
Belki bir saat, mesela ilk bir saat, 17-18 arasikbedaklanmam iyiydi. Ama sonra, aglik biniyor,
devamli ¢gri aliyorsun, odaklanamiyorsun, scriptlerinsgha ¢citkmamin nedeni belki de buydu, biraz
daha farkhlk yaratmak icingsime hakim olmak icin. Ama “fatal error” olarak géyrlardi bunu;
scriptin dsina ¢cikmak “fatal error’'miy is terminolojisinde.”

39 David Knights and Darren McCabe, “What HappenséWkhe Phone Goes Wild': Staff,
Stress and Spaces to Escape in a BPR TelephonénBakork Regime,”Journal of Management
Studies35, vol.2 (March 1998), p. 168.

0 Taylor and Bain, “An Assembly Line.”
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Management deliberately choose a technology @mbleen designed to limit

worker autonomy and are conscious of the powénetall queue in

maximizing production pace —the workers are seepart of the machine— of

a technology that continuously “fires” calls a¢th?*°*
Scripts add another dimension to this processdatalization with the help of scripts
is at the heart of the call center labor proceskiacauses work-related stress. The
standardization of the labor process and managatehpts to control and limit
worker’s initiative on work indicate a continuitgtween the work organization of
the Fordist era which is symbolized in blue-coltbfactory worker and today’s
service economy in which so-called white-collar&ddwledge worker” is assumed
as dominant typ&? The rationale behind the Taylorist approach isratga
maximize productivity and thus to maximize profytdeegrading labor. In this sense,
Braverman’s analysis of the capitalist labor preaeswentieth century does not
seem to lose its cruciality in understanding tlgdmf the work organization in the
new workplaces, call centers of the twenty-firsitoey*°® As Simon Head rightly
observes Frederick Taylor’s scientific managemeistill in practice in the
contemporary service economy with its brand newosym business process
“reengineering.***

Furthermore, Knights and McCabe underline “theti@ahictory position in

which staff are placed, being tasked as they aith,providing high quality customer

service while management limit their ability thréumgork intensification to provide

1 George Callaghan and Paul Thompson, “Edwards RedisTechnical Control and Call
Centres,"Economic and Industrial Democra@p (2001), pp. 20-21

402 Baldry et al,;The Meaning of Workpp. 224-225. For a broad discussion of continsss,
Tony Smith,Technology and Capital in the Age of Lean Producti®d Marxian Critique of the ‘New
Economy’(New York: State University of New York Press, 2D00

403 Bravermanl.abor and Monopoly Capital.

“%4 Simon HeadThe New Ruthless Economy: Work and Power in thiéaDijge, (New
York: Oxford University Press, 2005), p. 68.
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such a service®® In this sense, script-generated stress in catece demonstrates
the tension between quantitative and qualitativgets in call centers. On the one
hand, workers stated that they were expected to taegets like “average call

handling time,” “the number of calls in an hour’“oespond times;” on the other,
workers had to interact with customers by acknowgilegl “soft targets,” such as
politeness, opening and closing speech, carinwdéti They were expected to
answer customer demands in a “acceptable way;theravords, by following
management-determined scripts, but to do so theg umder strict time pressures:
There is big pressure on you, first of all. Thepexct a performance
from you and you earn your money according ta thiss is something that
creates pressure. They call it the “Hamburgerceff€ustomer pressure from
below, management pressure from above. You squesaeen them. And
they explain it to you. “But we recommend you #é&s handle them,” they
say?%°
Korczynski stresses the “dual logic” that is endestlin the call center labor
process; he demonstrates the tension that emeungestie coexistence of providing

customer satisfaction and maintaining cost-efficmreratior®’

According to his
conceptualization of “customer-oriented bureaucratye customer rises as a figure
of authority, but at the same time, rather tharpfanging the bureaucratic logic in

the sphere of production, it strengthens the lofji@tionalizatior'®® As

405 Knights and McCabe, “What Happens When,” pp. 182-3

“% Burcu, interview by the author, tape recordinggribul, Turkey, 7 January 2010.
“Uzerinde buyiik bir baski var bir kere. Sendengarformans bekliyorlar ve buna gére bir para
aliyorsun. Bu baski yaratan Bey. “Hamburger etkisi” diyorlar buna. Alttan gtéri baskisi, Ustten
yonetici baskisi. Sen arada ezilirsin. Bir de banlatirlar sana. Ama biz sana bunlari rahat atlatma
icin sunlari 6neriyoruz, derler.”

407 Marek Korczynski, “The Contradictions of Serviceokk: Call Centre as Customer-
Oriented Bureaucracy,” i@ustomer Service: Empowerment and Entrapmeited by Andrew
Sturdy, Irena Grugulis and Hugh Willmott (New Yo#fkalgrave, 2001), pp. 79-102; Marek
Korczynski, “Communities of Coping: Collective Ermtal Labor in Service Work,QOrganization
10, no.1 (2003), pp. 55-79. Marek Korczynski, Kaghire, Stephen Frenkel and May Tam, “Service
Work in Consumer Capitalism: Customers, Control @odtradictionsWork, Employment and
Societyl4, no. 4 (2000), pp. 669-697.
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demonstrated earlier in this chapter, the traipragrams aim to teach workers how
they “could effectively control conversations withstomers.*° Managerial
offerings to “help” workers to handle this tensiid not seem helpful in my
interviewees’ statements. Even though the emplogeefrank about explaining the
“dual logic” of call centers and acknowledging firessure on workers, they are
very strict about not allowing workers to develbpit own strategies to cope with
the “hamburger effect” by individualizing their ovatbor or taking the initiative
while interacting with customers. The standard@atf the labor process maintains
as a main issue in particularly inbound call center this case, the interviews
conducted confirmed what Russell suggests; thelatdization and routinization of
the work process leads to the dissatisfaction akers, especially when they are
overqualified for call center work®

Additionally, in outbound environments where watkmake calls to sell a
specific product or service to potential customsadgs targets were evident
according to my interviewees. The determined tanget not only the number of
sales, but also the number of attempts; in othedsyadhe number of interactions that
they made during a working day. “There is an exgtemt about the number of calls
we make. We need to make as many calls as possifalaring the day. Of course,
sales are also important. There is a required nuofisales, daily. You need to meet

these targets**! In this situation, workers tended to try everggible way to make

%8 Korczynski, “The Contradictions of,” p. 82 and 86.
“9bid, p. 87.

“19Bob Russell, “Skill and Info-Service Work in Auslian Call Centres,” ilDevelopments
in the Call Centre Industry: Analysis, Changes &fwllengesedited by John Burgess and Julia
Connell (London: Routledge, 2006), pp. 92-117.

411 7eynep, interview by the author, tape recordistaribul, Turkey, 13 January 2010.
“Yaptigimiz ¢cgriyla ilgili bir beklenti var. Gun icinde oldukcao& ¢casri yapmamiz gerekiyor. Tabii,
satis da ¢ok 6nemli. Beklenen bir sasayisi var gunlik. Bu hedefleri tutturmak gerekiyo
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a sale; however, once again scripts appear aslohihe individualization of labor.
Hence, they had to hope the management or “quédipartment” that evaluated their
interactions by listening to randomly selected @sations, did not encounter or did
not care about their “illegal attempts” to makesh. s

One of the major stress generators in the catecemvironment is
interacting with abusive customers. Workers wergeeied to deal with abusive calls
“professionally” and to stay calm. However, abustadls are not uncommon,
according to the interviewees. They all, regardtggkeir working type, inbound or
outbound, mentioned that in an ordinary working,dagy encountered angry clients
with unrealistic demands or problems they wereate to solve. The anger of
clients was directed at the workers, even if theyenabout company’s policies or a
common problem of a product. Interacting with angjignts who were mostly
reckless about yelling and humiliation was deepgiine stress on workers. The
management floor usually was not concerned abagiab calls and workers were
expected to follow determined procedures by igrgtire insults. As was noted
above, one interviewee, Ag, mentioned that in the recruitment process, bildya
to cope with abusive interactions was a cruciaedon. Interacting with abusive
clients every day results in emotional exhaustioth @ many interviewees stated,
workers might lose their control during the inteias:

Every thing is apparent once you get familiar witWhat will the caller

say, is he calm or angry, is he happy or sadesr. While you are working

during the day time, you know that only craziek d¢tais 3 or 4 in the

morning there, so you know who will call. They syff and nonsense

things, perverts! For a while, you stay calm, lseayou know what will

happen. But after a while, things change, yourgayg too, in this process.

Because of working at night, because of not seyaog family, people get

stressed, and it fails there. The man is yellyog should stay calm normally,

how many people have yelled at you already, yad tis it. But you are

stressed now, what happens, you start to yelieretis a button, you push

that and yell, the man cannot hear you, but irrdloen, you are freaking out.
Other callers hear your voice. Customers asksdlaething wrong there?”
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Frequently, someone loses his senses. There watsreflfriend who were
fired or quit because of that. (...)

Let me tell you the sources of stress. Workingigiht, losing your social

life, monotony, but most importantly, people aegking and shouting at you
constantly. Because of something negative whictois/our responsibility.
The man on the phone is yelling at you, becausmhenly talk to you.

Yelling, yelling, yelling. You say, “OK, well, letim yell.” But then

another yells, then another... It creates stressoofse?*?

Managerial policy about interactions with abusiedls seemed clear. In
every call center environment, regardless to omgdmnal type or type of call, the
workers stated that they were all expected to sty and they had no chance to
close the conversation. Only in one example, arwdwee who was working for a
Turkish in-house call center, mentioned that adtex had recognized that the
conversation was going nowhere because of the mest® abusive attitude, she
could route the call to her supervisor. Howevee, also said that her supervisor was
not fluent in English; she was even responsiblenforkers in “foreign customers”
team. As a result, although my interviewee hadaancé to seek the supervisor’s help
while dealing with angry customers in theory, iagiice it did not happendd’

Technologically, workers could not end the conagos; they had to wait for
customer to hang up the phone. Managers tenddcess she “company’s image,”

which they should protect on the phone:

“12 can, interview by the author, tape recording, Yaldlurkey, 6 February 2010.
“All stiktan sonra hegey belli. Arayan adam ne diyecek, sinirli mi sakin mutlu mu htzinli ma
belli. Gundiz caftigin zaman, biliyorsun ki yalniz manyaklar arar. Geice3'0 4’0 orada,
biliyorsun yani kimin arayabilegéni. Sacma sapaseyler soylerler, sapiklar! Bir stire ¢cok sakinsin,
¢unki biliyorsun ne olabilegii. Ama bir siire sonragler degisiyor, sen de manyakimaya
bashyorsun o siirecte. Gece gahaktan, insanlar ailesini gorememekten stres olugoada ¢ikiyor.
Adam sana bariyor, normalde sakin kalman lazim, kagi kiagirmis zaten, akiksin ama sen de
stresli olunca, ne oluyor, sen de adamgib@aya baliyorsun ya da bir dgme vardir, ona basar
Oyle bairirsin, mijteri seni duymaz ama odada c¢ildirsing®i telefondakiler duyar. Mieriler
soruyordu, orada bisey mi oldu diye. Kayin kopt@u ¢ok oluyordu. Cok arkad&ovuldu ya da
isten ayrildi boyle. (...) Stresin kaynaklarini soghgyn sana. Gece cainak, sosyal hayatinin ¢cok
kot duruma gelmesi, monotonluk ama asil énemmigsirilarin da sana surekli gaip ¢agirnyor
olmasi. Yani ¢linku senin sorumlgluinda olmayan olumsuz bir durumdan dolayr adam sana
baginyor, ¢unkl sadece seninle kgabiliyor. Bagiriyor, bagiriyor, bagiriyor. Hadi tamam bgursin
diyorsun. Ama sonra, brasi bairiyor, sonra bakasi. Bu da stres yaratiyor tabii.”

*13 Ayse, interview by the author, tape recording, Istanburkey, 6 January 2010.
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Even if the customer swore at us, we were not tabh&ng up the phone. The
customer was swearing. What would you do? Don’heseg up it, no! You
have to wait until he does. After all, it is anaige issue! Pay attention to
[Name of the company] image! It was always strés$éou are representing
the [name of the company], the customer hears yly voice.” Managers
tried to create pressure on us in this Wy.

Previous research demonstrates how emotionalyyessassociated with call
center work leads to the dissatisfaction of worlers high labor turnovéf? The
narratives documented above also contribute tditerature. In addition, as long as
my interviewees were using their foreign languagétees, emotional exhaustion in
a multilingual call center environment takes ano8tepe. Most of the interviewees
stated that dealing with angry clients in a ford@mguage was better than hearing
cursing in Turkish. Even those who were born amgechin European countries and
considered Germany or Dutch as their mother tongwegioned that emotional
exhaustion could be more endurable in humiliatihgations in these languages:

Swearing in German mostly targets your intelligeraut Turkish swearing is

about your mom and sister. German or English indeles do not impact me

very much, actually. Hearing them in Turkish wobklmore difficult. |
don’t care too mucft®

Although indelicacies in a foreign language milgattolerable and ignorable
to an extent, multilingual call center work has #weo humiliating dimension. Since

the workers serve customers by making calls taking calls from other countries,

most of the multilingual call centers in Turkey,is evident in many other

14 Arda, interview by the author, tape recordingamétul, Turkey, 17 February 2010.
“Mu steri bize kufretse bile, telefonu biz kapatamiyéddisteri kifir ediyor, ne yaparsin?
Kapatmayalim mi yani, hayir! O kapatana kadar bgkteksinimaj meselesi sonugta. Aman,
[Sirketin adi] imaji sarsilmasin! Bu hep vurgulanigor. “Siz [Sirketin adi]'u temsil ediyorsunuz,
misteri sadece sizi duyuyor.” gibi. Amirler baski yareaya calgiyorlardi boyle.”

1> Rose and Wright, “Satisfaction and Dimensions;eBeet al., “Work Relationships in;”
Taylor et al., “A Unique Working.”

418 Ozgiir, interview by the author, tape recordingaribul, Turkey, 9 January 2010.
“Almanca kufurler daha ¢ok senin zekani hedef amKTlrkce kuftirler ana baci oluyor. Almanca ya
daIngilizce kifirler beni o kadar etkilemiyor acgikgakiirkce duymak daha fena olurdu.
Aldirmiyorum o kadar.”
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examples, expected workers to mask their locatiwhraal name. This requirement
of call center work in developing countries is wabicumented by previous
research’’ “Locational masking*®to use Mirchandani’s term, might be a source
of work-related stress because some customers oadktstand that they were lying
about their identity. According to my intervieweesme workers thought that being
obliged to hide his/her real name was humiliatimyyever, workers tended to
develop some strategies to overcome this. FornostaBurcu said,

| felt bad of course, after all, it is somethihgt degrades the individual. But

you develop some defensive mechanisms. You saig, fibt wasting my

time, it gives me more confidence.” You are kidgabout it, but it feels bad

to hide your name, your cify?®

Although the majority of interviewees, particuiathose who had to hide
their identities at work, were born and raisedarefgn countries where they learned
their vocational languages, did not have an “acpestblem” unlike their Indian or
South African colleagues, some customers weretahladerstand their lies about
identity and location. Some interviewees statetltbatomers’ reaction could be
racist. For instance, Mehmet said “I have a Dutaime. Yes, sometimes they can
understand it. Maybe because of my accent, mayine sagong use. There are many

xenophobic people, they are reacting mostly. Buttrisider it as a part of my job, a

job requirement*° Ozge mentioned racist responses too; howevemlshestated

“I"D'Cruz and Noronha, “Being Professional;” Mirchamil “Making Americans;” Taylor
and Bain, “India Calling to;” Sonntag, “Linguistiélobalization.”

18 Mirchandani, “Practices of Global Capital.”

“19 Burcu, interview by the author, tape recordinganbul, Turkey, 7 January 2010.
“Kendimi kotl hissediyordum tabii, sonucta insargersizlgtiren bir sey. Ama savunma
mekanizmasi getiriyorsun. Diyorsun ki, “Zaman kaybettirmiyor bapbana daha cok gliven
duyulmasini s@liyor. Dalga geciyorsun bununla ama kot hissettritabii ismini,sehrini
gizlemek.”

20 Mehmet, interview by the author, tape recordistaribul, Turkey, 13 January 2010.
“Hollandaca ismim var. Evet bazen anlayan oluyoksAndan falan olabilir, yandikullanim belki.
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that she was familiar with using English names bseahe grew up in Australia
where all immigrants, as she claimed, have a fakeen

I had a nickname of course, because they [cus&lmere reactive
regardless of your English level. For a shortqueof time, | used a Turkish
name, my own name, but some people could betrdtisy were acting too
racist, “You immigrants...” they would say. (...) Weuld say Istanbul, but
according to the customer’s attitude, we couldaay Kentucky, the
headquarters of the company in America. (...) Iggted for a time to use my
own name but it was difficult for the customerdaaiso | was losing time.
And | was familiar with using nicknames alreadywas very in common
those in foreign countries, my aunt, my cousingytall have nicknames; a
part of my family is still living in Australia. &lso had when | was there. So |
picked it up agaiff**

Another interviewee also mentioned that it wasaaotanagerial demand, but
he chose to switch the names for “professionalsoea:

They said “It is not mandatory,” but when you yser own name, the dialog

lengthens, you should keep it short. If you userywn name, the man asks

“where are you from, what about the weather?” Wheiasks, you can not

say “OK, forget about it, let’s fix your problem.’mean, if you say

Ahmet or Mehmet, you enter nonsense, unnecessdogdAs | said, it was

not mandatory, but if you use an English nameyéurself, you skip all of

these'?

Professional reasons such as shortening the catiar was frequently

referred to during interviews; so it can be clainteat although locational and

identity masking is considered humiliating, thecdigrse of professionalism is used

Yabanci d@gmani ¢ok, onlar tepki gosteriyor genelde. Agiain bir parcasi olarak gériiyorum bunu,
is icabl.”

421 Ozge, interview by the author, tape recordingribul, Turkey, 14 January 201Takma
ismim vardi tabii, ctinkii tepkili oluyorlardi, nedar /ngilizce bilirseniz bilin, Bir donem Tiirkge isim
kullandim ama insanlar irk¢i olabiliyordu. Cok faatkgilik yapiyorlardi, “Siz gégmenler” falan
diyorlardi. (...)Istanbul’da oldgumuzu séyleyebiliyorduk ama gtérinin tepkisine gore,
Amerika’daki merkezi de soyleyebiliyorduk, Kentudipebiliyorduk. (...) Ben bir sure direndim kendi
adimi kullanmaya ama hem gieri icin zor oluyordu hem vakit kaybediyordum.&tatakma isim
kullanmaya akiktim, yurtdgindakiler icin dyledir, teyzem, kuzenlerim, hepsitsikma ismi vardir;
ailemin bir kismi hala Avustralya’da. Benim de vapddayken. Onu tekrar aldim yani.”

22 Can, interview by the author, tape recording, Yaldlurkey, 6 February 201Mediler
ki sart degil. Ama kendi adini sdylegin zaman kongma uzuyor, kisa tutman lazim. Adam soruyor
sen nerelisin, havalar nasil falan. Sorunca da gam bg ver onu, biz senin sorununu ¢cézmeye
bakalim diyemiyorsun. Yani Ahmet dersen, Mehmeedeisacma sapan, gereksiz bir kanaya
girmis oluyorsun. Dedjim gibi sart kasmuyorlardi amangilizce bir isim koyarsan kendine,
geciyorsun bunlari.”
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to balance this. Even so, the possibility of beamgosed seems a stress generator in
the call center environment, because customerioggotan be racist. For instance,
Can also stated that although he used an Englisie n@e could not lie about
location because of the company policies, but
When we say that we are in Turkey, some of thentdimay say humiliating
things like “Oh, You're a Turk. OK, now it is cleavhy you are not solving
[the problem].” Even when we call the main offinoeCanada to pass on a
problem that we can not fix, the staff in the saxompany that we work for
reacts like that. “You Turks, you can't do anythican you?” they say'®
Another narrative also demonstrates how workeesleé to use a foreign
name in selling call centers to avoid customerasbs and make them feel
comfortable with purchasing a product from some@hem they could not see:
To the clients in Germany, you don't say that goel not in Germany. We
were saying that we were in Nurnberg. Also | didrse my own name. First,
it is a waste of time, the man wants to note [yoame] down; second it
keeps you from making a sale, ‘cause you are eot@n, if they learn that
you're Turkish, it is much more difficult, maybepossible. Because of that,
everybody had a German naffié.
Considering locational and identity masking asquuaisite of multilingual
call center work is very common. The workers fraglyestated that, after a while
they started to think of the fake name as realyTusaially created a fake story for

their virtual character at work, so that they cokeep themselves from being

exposed.

“% Can, interview by the author, tape recording, YaloTurkey, 6 February 2010.
“Turkiye'de oldygumuzu soyleyince, “Aaa, sen Turksun, neden [sorgdagmediin simdi belli
oldu” gibi agagilayici sdyleyen myieriler oluyordu. Hatta ¢c6zemeglimiz durumu paslamak igin
Kanada'daki asll ofisi aradgimiz, ayngirkette calstigimiz elemanlar, ‘Siz Turkler biii
beceremezsiniz, di¢ mi?’ derlerdi.”

424 Burcu, interview by the author, tape recordinganbul, Turkey, 7 January 2010.
“Almanya’daki mijterilere Almanya’da olmagini séylemezsin. Nirnberg'te oglumuzu
soyliyorduk. Kendi adimi da kullanmiyordum. Bimaza kaydi, adam [adini] not almak istiyor;
ikincisi saty yapmani engelliyor. Alman giésin. Turk old@gunu &renirlerse ¢cok daha zor, belki
imkansiz bile. O ylizden herkesin bir Alman ismduar
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| use a German name, but | don't feel very baduatioYou begin to identify
with it after a while. The same name for four wedirturns into a
charactef?

I've been using this name for two years, it i®liky own namé
| made up a name which was similar to my real ndraeen wrote a story for
her. For example, s/he [customer] says “You ha&lanan name, you're
speaking German very well but you have a littleesmt, why is that? In this
case, | would tell my story: “My mom is Turkishyrdad is German and |
grew up in Turkey,” something like that. (...) Alddpoked up the weather
in Nurnberg, especially older people frequenthyeas?’
However, all these attempts to hide identity andrimalization could fail in some
situations; some callers were aware of call cewifshoring phenomenon:
When the call center in Istanbul was opened, tiegyscaled down the one in
Nurnberg, many people had lost their jobs, wedhatawas in the news in the
region. People made demonstrations; it was a baljeenter. Because of
that, those who lived in this state knew that vegenin Istanbul and they
asked about it. Some of them asked about the eeatbme of them said
“Germans lost their jobs because of you. You stoiejobs!?®
As a conclusion, balanced with a strong senseajégsionalism, workers
tended to internalize the “prerequisites” of thely even those considered as
humiliating and degrading. The stress generatotisenf job which were mostly

originated from the nature of call center work, ev&lerated with external factors.

Most importantly, working in a foreign languagegakging it all day long, interacting

42> 7eynep, interview by the author, tape recordistaribul, Turkey, 13 January 2010.
“Alman ismi kullaniyorum ama pek koétl hissetmiyordmtik 6zdglesiyorsunuz isminizle. Dort
senedir ayni isim, dyle bir karakter. Ozbbsiyorsunuz.”

26 Ahmet, interview by the author, tape recordingansul, Turkey, 13 January 20¥@en
bu ismi iki senedir kullantyorum sanki benim ismigngibi.”

2 Burcu, interview by the author, tape recordinggnbul, Turkey, 7 January 201®en
gercek adima benzer bir isim uydurtum, hikaye bile yazgtim ona. Meselaey diyor, adiniz
Alman, ¢ok giizel Almanca kamyorsunuz ama ¢ok hafif bir aksaniniz var, nedeikay¢mi boyle
durumlarda anlatiyordum: Annem Turk, babam Almamee Turkiye'de blyidim, giggyler. (...)
Hep internetten Nirnberg’teki hava durumuna bakarddzellikle yghlar cok soruyordu.”

28 Burcu, interview by the author, tape recordinganbul, Turkey, 7 January 2010.
“ [stanbul’daki ¢gri merkezi acilinca, Nirnberg'tekini kiigultshér, bir stiri insangsiz kalms, bu o
belgede haber olngu/nsanlar gosteriler yapr cok biyik bir ¢gri merkeziymi o. bu yiizden, o
eyalette ygayanlar biliyordu zaten ve soruyorlardi. Orada héaranasil diyen de oluyordu, sizin
yluzinizden Almanlagdiz kaldi, jimizi ¢caldiniz diyen de.”
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with foreigners, and the relatively high wages stk most satisfactory features of
multilingual call center work. The last sub-sectadrthis part below will focus on

that and other enjoyable dimensions that the werkgperience.

Positive Views on Call Center Work

This sub-section is devoted to the statementsauigipants about “cheerful”,
“enjoyable” and after all, reliable sides of cahter work and will focus on to what
extent workers were satisfying with their jobs. Dgrmy interviews, | asked
workers the facets of multilingual call centersttpeovide them satisfaction and
encouraged them to state what they most liked abeybb. Speaking a foreign
language or their “mother tongue” for most of thdwmmeping in touch with their
“hometown,” wages, helping the customers, a shheeiage with colleagues, team-
members and the employer’s reputation emergedyathkenes. Although, workers
from different origins and backgrounds state watsaction that is derived in
different ways, the most frequent and common one‘wall center environment.”
Regardless of their family origin or the type ofl center that they were working for,
all interviewees stressed the “family-like” or fndly working environment in call
centers. Below | will argue this consideration adrategy on the workers’ part to
cope with the stressful and repetitive nature ofkivturther, rather than genuine
satisfaction, | will attempt to demonstrate a teretowards self-deception in some
cases.

All of my interviewees stated that they enjoyethgs foreign language at
work. Especially, workers who had spent years ieifm countries as members of

immigrant families and had returned to Turkey fomg reason, considered their
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vocational language as their mother tongues. larattords, most of the
interviewees with a migration history said thatKish is like a foreign language for
them and they could not do this job in TurkishtHis sense, they seemed very
satisfied about being appreciated and earning mbypemploying their language
skills which were not considered “skills” by therhas. Furthermore, as the
narratives below demonstrate, many workers withratign histories felt at “home”
again thanks to speaking their “mother tonguetal} long:

The most attractive part [of this job] is DutcheWave nostalgia about the

Netherlands of course, when we came here, | miearade us feel good. |

felt like a Dutch again (...) Speaking Dutch is wkaeps me in this job; this

is the most important thirg?

When | entered here, | feel myself like I'm in Gemny. We speak only
German. It is easier for most of 1.

| couldn’t do it in Turkish, absolutely not. I'nuge about that. Dutch is like a

mother tongue for me, more than Turkish. Alscs filace is like the

Netherlands. You talk to Dutch people, visit Dutedbsites. You are

always in touch with ther&?

Interviewees who did not have migration story atentioned the joy of
speaking a foreign language. As | referred to emahove sections of this study, they
considered the multilingual call center environmasnain opportunity to keep their

linguistic skills. Awe said that “English communication is the most gaide side of

this job. If it was not in English, | would not woso much.**? Burcu, who had lived

29 Nevin, interview by the author, tape recordingam®ul Turkey, 13 January 201{Bu
isin] en cazip kismi, Hollandaca oldu i¢in. Hollanda'ya kagi bir 6zlemimiz var tabii, buraya
gelince hgumuza gitti yani, yine kendimi Hollandali gibi hessis oldum. (...) Beni bwie
Hollandaca kongmak tutuyor, en énemlisi 0.”

30 Ahmet, interview by the author, tape recordintarbul, Turkey, 13 January 2010.
“Buraya girdigimde Almanya’da gibi hissediyorum. Sirf Aimancaudsogoruz, ¢cgumuz icin daha
kolay.”

31 Emre, interview by the author, tape recordingribul, Turkey. 13 January 20XTiirkce
beceremezdim buij kesinlikle beceremezdim. Eminim buna. BenimhipHandaca anadil gibi,
Tirkceden daha ¢ok. Hem burasi da Hollanda gibiljahalalilarla konyuyorsun, Hollandaca
sitelere giriyorsun. Orayla hep gantidasin.”
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in Germany for five years as a high school studdagrly stated that speaking
German was the main reason for her to taking the jo

For me, speaking German was like finding watehendesert. | always had

going back to Germany in my mind. So it was venportant for me not to

forget Germart®

Most of the interviewees stated that their wagebsocial security payments
were satisfying; however the majority of them natieak they should be paid more as
long as they were doing a difficult job. Furthermoa sense of comparative
perspective was apparent in their statements. fiteeviewees seemed to think about
their earnings in terms of comparing availablegpiportunities and “overall job
market.” Answers like “It is not bad under conditioof Istanbul ****| can’t find
any other job for this mone$* were frequent when | asked about how they consider
their wages. However, especially middle-aged warlstaited that they were in need
of extra income to improve their life standardst fagtance, Fatma, who was
earning 650 Euros per month, said that “It may @edgn these conditions, but it
doesn’t mean that it is enough. It comes up shbdgnwou want to rely only on this
for your living in Turkey.*?®

Especially those who were still students whileytivere employed in call

centers, strongly stressed they were making a gouxlint of “student money.” A

*%2 Ayse, interview by the author, tape recording, Istaniburkey, 6 January 2010/ngilizce
iletisim isin en keyifli yani/ngilizce olmasaydi bu kadar ¢caghazdim.”

“3Burcu, interview by the author, tape recordinggnbul, Turkey, 7 January 201®enim
icin Almanca kongmak c¢oélde su bulmak gibiydi. Kafamin bir yerinde Bémanya'’ya gitmek vardi
yine. Almanca’yl unutmamak ¢ok dnemliydi bu yiiZden.

434 Emre, interview by the author, tape recordingribul, Turkey, 13 January 2010.
“ [stanbulsartlarina gore fena dél.”

3 Deniz, interview by the author, tape recordintgnbul, Turkey, 8 January 201®u
paraya baka is bulamam.”

3% Fatma, interview by the author, tape recordis@ribul, Turkey, 13 January 201Bu
sartlarda iyi olabilir. Ama bu iyi yeterli demek gié Turkiye'de hayatini stirdiirmek icin az.”
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master student A, who was earning 1050 TL, 450 TL more than hédeagues in
the same center, because she had passed a TOEMAIjish exam of the
company, thought she could not find any other jokttiese conditions of the
country” in which she would earn more and it is oagible to find a similar job that
she could balance with her graduate stutiléanother interviewee, Burcu
mentioned how she was proud of being employed aitylpaid Euro:
| did not sell much but the money that | got walisient for me, because |
was earning student money. Approximately 300 Elinink about it! My
first paid job and with Euros! It was very goodmey for me! It was a proud
thing, working while | was a studefit
Can said the call center job was his first joleraffraduation from university.
He had limited opportunities and the call centes Wee best one:
My classmate from university had been workingdicall center]. He had
mentioned it. It wasn’t something that | wantedlto You know what kind of
a job it is. But it was an issue to find a jobedAuse there is something like
that: Because you are a literature graduate,goreeade companies are
seeking experienced employees. | applied somewhet¢hey offered 400
TL, but the [Call center company’s name] was afigrl500 TL. | mean, if
the difference was little, you would say, “Why skl deal with call
centers?” But the money was very attractive. | had constant troubles with
money already while | was a student, so, | fourgbod?**°
Some workers mentioned that they enjoyed talkingetople on the phone

and they derived satisfaction from helping cust@merselling something to them. In

inbound environments, workers tended to considar jbbs like “social work,”

*3’ayse, interview by the author, tape recording, Istdniburkey, 6 January 2010.

38 Burcu, interview by the author, tape recordinggribul, Turkey, 7 January 2010.
“Satiglarim disUkti ama aldfim para bana yetiyordu, cunkigi@nci parasi kazaniyordum. Yakika
300 Euro. Digiinseneflk magli isim, hem de Euro’yla. Benim icin ¢ok iyi paraydgrénciyken
calismak cok gurur vericiydi.”

39 Can, interview by the author, tape recording, Yaldlurkey, 6 February 2010.
“Universiteden sinif arkadam calsiyordu, o bahsetrii, benim de yapmak istegin bir is degildi,
biliyorsun nasil bir § oldugunu. Amag bulma sikintisi vardi. Clinkidyle birgsey var: Edebiyat
mezunu oldgun icin, dy ticaretsirketleri tecriibeli eleman istiyor. Bir yere paurdum, 400 TL
veriyorlardi, [Sirketin adi] ise 1500 veriyordu. Yani, fark az olse @grasacagim, call center’la
dersin. Parasli ¢cok cazip geldi. Zategrénciyken, surekli para sikintim olmsonra iyi geldi tabii.”
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because they usually thought that as long as itayaeblem-solving job, they were
helping people with their issues that could nohamedled in the lack of call center
support. Warhurst and Thompson point to the “irdkzation of values” for this
consideratiorf*° The internalization of customer service norms emmgborate values
frequently appear during interviews, particularlghan-house call center workers.
Deniz’s statement below exemplifies this attitude:

After all, we help people. We help them fix crechird issues, for example,

they were in foreign countries as usual, and th@yt have any other chance

except calling us. A woman is in Ireland, let'y sean she find a branch in

Ireland? She can't, of course. I'm only her cornimec**!

In outbound call centers where the selling functeodominant, workers
seemed to derive satisfaction by pursuing a pakatistomer to purchase a product
that s/he could not even see; gaining self-confidemas frequently referred to as an
outcome of call center experience: “I have gotteaduto marketing, | love the work,
| really love marketing, selling something. It makeu feel good when the customer
trusts in you; he buys something from yd?”

Workers could derive satisfaction from companyasne and its reputation in
society. Particularly those who were working fog th-house call centers or

outsourcer of big multinationals seemed very satishbout reputation of their

employers. This kind of a satisfaction did not egeein the conducted interviews

%40 Chris Warhurst and Paul Thompson, “Hands, HeartisMinds: Changing Work and
Workers at the End of the Century,”\orkplaces of the Futuredited by Paul Thompson and Chris
Warhurst (London: Macmillan, 1998), p. 10

“41 Deniz, interview by the author, tape recordintatsul, Turkey, 8 January 2010.
“Sonucta insanlara yardim ediyoruz. Kredi karti satarini ¢éziiyoruz, mesela yurchdalar
genellikle, bizi aramak ginda da careleri yok. Kadifrlanda’da diyelim,/rlanda’da bir sube
bulabilir mi? Hayir tabii ki. Tek bglantisi benim.”

42 Nevin, interview by the author, tape recordingambul, Turkey, 13 January 2010.

“Pazarlamaya alstim, isi seviyorum, bisey satmak, pazarlamak. térinin sana glivenmesi iyi
hissettiriyor, senden bigey aliyor ya.”
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with workers of Turkish outsourcers. On the othandh Ayge and Deniz were
working for two different Turkish in-house call ders where they were handling
calls from companies’ foreign clients; both of thetrongly stressed “corporate
culture” and “institutional identity.” In some casehese two concepts seemed to
make them to internalize and justify the managet@hands, although they found
some of them, as Deniz put it, a “bit ridiculoud&re, rather than work satisfaction,
a tendency towards self-deception is more concvaor instance, Aye talked of
the dress code in the workplace:
There is a formal clothes rule, tie is mandatdng, forbidden to wear sport
shoes. Even on New Year's Eve, after 10 pm wherditectors had left,
were the men able to take their ties off. Bukélthis dress code; | feel that
I'm working in an institutional plac&?
I mean, okay, nobody can see you in this roomybutre in the headquarters
after all, you use the same door as everybody etdeonly the clients but
also the directors. Okay it seems a bit ridiculausight, sitting with a skirt
and high heels. But it is necessary, you can’ijgans on in a barfi?
Defensive self-deception appears even in more ahiaroases; “institutional
identity” or “corporate culture” rise as the magmurce of commitment in the
workplace for in-house call center workers. Fotanse, the limitation of
socialization in the workplace can be considered sjuirement of working in a big
company:
Actually, it is forbidden to be close friends. Yoan feel it, on breaks they
[team-leaders] follow you if you are flirting wisbmeone. They don’t want
us to get close outside of work, oh yes, if we'tloount parties [Referring to

parties organized by management in the workplacegsult of
institutional identity, they are trying to protecf*

43 Ayse, interview by the author, tape recording, Istanburkey, 6 January 2010Formel
kiyafet zorunlulgu var, kravat zorunlu, spor ayakkabi giymek ya¥alhasi gecesinde bile saat
10’da bitiin mudarlerler gidince kravatlar ¢ikabildima kiyafet kurali benim kuma gidiyor,
kurumsal bir yerde cadtigimi hissediyorum.”

444 Deniz, interview by the author, tape recordintgrsul, Turkey, 8 January 201%ani,
tamam odanin icinde seni kimse géremez ama, sogegil merkezdesin, hem ggiilerle hem
yoneticilerle ayni kapiyi kullaniyorsun. Tamam ktetopuklularla oturmak biraz tuhaf gértinebilir
gece ama gerekli, bankada kot giyemezsin.”
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In addition, friendly working environment and figship in the workplace are
the facets of call center work which are frequengfigrred to as sources of
satisfaction by the participants of this study. &luin call centers where workers
with migration stories constituted the majority|leagues or team-members could
appear of a source of enjoying the work. Apart ffteeping in touch” with
hometown or mother tongue, friends with the samstohy made workers motivate
themselves to work more easily. They strongly stedgshe difference between
“Turkish work habits” and the environment of thestgm they were familiar with
from their experience in foreign countries. In thénse they all agreed that if the
working environment had been designed accordir@eionan or Dutch system, they
would be able to work better. The narratives belere taken from interviews with
workers in a Dutch call center where all workergehbved in the Netherlands for
some time in their lives; since the Dutch languiag®ot taught in Turkish schools,
all workers in these work stations have a migrasitomy.

| feel comfortable. It would be different if themesre only people from here

[Turkey]. You share the same past, | mean, theyecliom the Netherlands;

you, too. There is a common p&&t.

There is a beautiful environment here in the cd$gendship. It wasn't clear

how long would | stay here, but thanks to thisutdal environment, | have

been here for three months. | could stay longevireBnment has a positive
impact®*’

%45 Deniz, interview by the author, tape recordintanbul, Turkey, 8 January 201@slinda
yakin arkadalik yasak. Molalarda izliyorlar yani seni, hissedigun, bakiyorlar biriyle flortlgiyor
musun diyels disinda arkada olmamizi istemiyorlar, ha tabii, partileri saymaks Kurumsal kimlik
sonucta, korumaya calyorlar.”

4% Onur, interview by the author, tape recordingansul, Turkey, 13 January 2010.
“Kendimi daha rahat hissediyorum. Sirf burali inganolsaydi belki farkli olurdu. Ayni geggnsey
yapiyorsun yani, onlar da Hollanda’dan gelnsen de. Belli bir ge¢cmvar.”

“47 Emre, interview by the author, tape recordingribul, Turkey, 13 January 2010.
“Arkadaslk olarak ¢ok guizel bir ortam var burada. Beninrdua ne kadar kalagam belli deildi
ama ortam ¢ok guizel oldu icin 3 aydir buradayim. Daha da kalabilirim. Ontan pozitif etkisi
oldu.”
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It's like home. Also, the environment is very beful. We share the

same past, we all have come from the same plaedeelings are same. |
mean, the culture in here. OK, our country iskeyr it is a different subject,
but we have different habits, we internalized Dutaditions to some
extent, because we stayed how many years. Wheanve here [the call
center], we caught this environment again. Becafiige fact that we share
these feelings. This is why it is more attractoevork here**®

We speak in Dutch between ourselves. Everybodyskad its culture, its
traditions. This place is like the Netherlands §ldtant. You are like a
Dutchman, sort of*°

If I had started to work in a Turkish company whewerything was Turkish,

just after | had returned from there, | don’t thinvould have survived four

years. This job is absolutely something that keepsn Turkey*>°

As Hauptfleisch and Uys found in their observawdma call center which
serves foreign clients in South Africa, “team menmskase seen as a support
system**! and this consideration is not limited to workeihwehared heritage in my
data. All interviewed workers regardless of theigim, educational background, the
work type in which they were engaged or the orgaional type for which they
worked stressed the friendly working environmentafi centers. For instance, one
of my interviewees who had worked for a foreignsoutrcer company for five years
and left the job for some reason mentioned thatshél not stop herself from

joining “call center world” again:

48 Nevin, interview by the author, tape recordingambul, Turkey, 13 January 201&v
gibi, bir de ortam cok gilizel, ayni geghpaylasiyoruz, hepimiz ayni yerden gefimj duygular ayni.
Ne bileyim burada kiltir, tamam vatanimiz Turkiyeyri konu ama, ama bizim glgimiz farkh
adetler, ne kadar da olsa Hollanda adetlerini icamisindirmgiz, orada ka¢ sene kafgimiz igin.
Buraya gelince, o ortami tekrar yakalgnolduk. Bu yizden burada ¢ghak daha cazip geldi.”

49 Mehmet, interview by the author, tape recordistaribul, Turkey, 13 January 2010.
“Kendi aramizda da Hollandaca kosuyoruz, herkes oranin kulturiini gérgadetlerini gérmi.
Burasi Hollanda konsolosfu gibi, biraz Hollandali gibisin.”

0 Hatice, interview by the author, tape recordimsgahbul, Turkey, 13 January 201Ben
simdi oradan gelip direkt Turkirketine girseydim, hegey Turkce olsaydi, sanmiyorum 4 yil
yasayabilecgimi. Beni Turkiye'de tutageylerden biri kesinlikle buwi”

*51 sanet Hauptflisch and J.S. Uys, “The Experiencé/ofk in a Call Centre Environment,”
SA Journal of Industrial Psycholo@g, no. 2 (2006), p.26.
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At the moment when | left [company’s name] afigefyears, | thought |
would never work in a call center again. | plant@do back to Australia and
study for a master’s degree. | arranged everythimuding school. And
then, this [present call center company] occurféekre is an interesting
environment, unique to call centers. It's a difftgob, it's not easy to do, but
especially friendship, there is a different atnfee. | guess this is why |
joined call center world agaffi?

Most of the interviewees mentioned that team-membeuld be very helpful
in order to meet the targets or learn some tritksiiinteracting with customers.
Particularly, coping with abusive customers waguiently referred as a part of job
which was learned by friends. Workers seemed venggus about sharing their
experience with each other to improve their frieqpasformance. Although my
evidence also confirmed that team-working as aarearhous group of workers who
works collectively with high discretion over labmrocess is not suitable for call
centers in which workers are performing the sarskstan a physically isolated
environment>®working as teams is not completely meaninglessikers need to
cope with a stressful labor process in which theeyexpected to meet -in some cases
unrealistic- targets and deal with abusive custsiignlike previous research that
focuses on how team-working turns into a competiittmongst members as a

managerial strated{ my evidence contributes to the approach whictrpmegs

team-work in the call center environment as a “sewf motivation.” Utku's

42 Bzge, interview by the author, tape recordistanbul, Turkey, 14 January 201Bes
yilhin sonunda ayrilgimda, bir daha asla gair merkezinde ¢aimam diyordum. Avustralya’'ya donup
yilksek lisans yapmak istiyordum. Okuluma kadawégirayarlamstim. Sonra fu an calstigi sirket]
cikti. Carn merkezlerinin kendine has, ilging bir ortami olior bir ig, yapmasi kolay biridegil,
ama 0zellikle arkaddik, desisik bir havasi vardir. Herhalde bundan genggamerkezi dinyasina
girdim.”

453 yan den Broek et al., “Teams without Teamwork.”

454 Bain et al, “Taylorism, Targets;” Baldry et al, fight Satanic Offices;” van den Broek et
al, “Teams without Teamwork;” Belt et al, “Womemctal Skill;” David Knights and Darren
McCabe, “Governing through Teamwork: ReconstitutBupjectivity in a Call CenterJournal of
Management Studie, no. 7 (November 2003), pp. 1587-1619; MattheBrdnnan, “Once More
With Feeling: Ethnographic Reflections on the Mé&diaof Tension in a Small Team of Call Centre
Workers,”Gender, Work and Organizatidi®?, no. 5 (September 2005), pp. 420-439.
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statement below demonstrates to what extent teemds appear as the only reason
to stay at a call center:
| quit the job after a year of working. | was tgalery happy to leave, my
face was smiling. The only positive thing thagirember is friends. There

were people from everywhere, students, older geapimigrants... They

were all joyful people. Without them | lasted extbat period of time. |

used to see some of them, but then we separatiiunately*°

Korczynski suggests the term “communities of cgpiior call center
workers**® As long as the workers share their experiencedbo$ive customers or
their personal methods to cope with stress, wonkerform, to use Hochschild's
term, “collective emotional labor,” which is usyattied to be limited by
management:’ In this sense, dealing with same problems evegtballds
solidarity among workers outside the sphere of rganal influence; it makes them
a “community of coping.”

The examples of considering team-members a “safro®tivation” or
“support system” can be understand a form of woskdidarity. In a highly stressful
environment where they were expected to meet meget to handle repetitive tasks,
further to deal with abusive customers who wereumabmmon, workers sought to
find something to create solidarity. In this pracéseir shared past or shared
problems that they encountered in the workplace glaem the opportunity to build
friendships.

The friendships that workers build in the workgalbeyond any doubt, are
distinctive from the commitment culture the managetwants to be created

through organized parties or special days. Twoaaiter managers that | conducted

5% Utku, interview by the author, tape recordingatetul, Turkey, 10 January 2010, “Bir
yillik calismadan sonra biraktingij ayrildigim icin de ¢ok mutluydum, yliziim giliyordu yani.
Hatirladgim tek iyi sey arkadsalar, dgrenciler, yahlar, gé¢cmenler... Hepsigenceli insanlardi. Yani,
bu kadar bile dayanamazdim herhalde onlar olmasauBe goritiik ama koptuk ne yazik ki sonra.”

45¢ Korczynski, “Communities of.”

5" Hochschild,The Managed Hearpp. 114-116.
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interviews with also stressed the friendly workamyironment in the workplace, one
of them said that “We are all like a family hefé®parallel to most of the worker
participants of this study. The management-orgahpeety is a well-established
phenomenon in the call center industry. For inst&all Center Magazingthe pro-
industrial, nation wide journal of call centers d&as a section in every issue to
parties and other fun activities in call centerewdver, as is well documented in
previous research, the management-organized panme maximize employee
commitment and control employee behaVfStOne of my interviewees, Arda
mentioned the fictitious nature of management-omghparties: “On New Year’s
Eve, | was in the office. It was kind of mandataaynade-up, fabricated party. Later
they put the photos up on boards. To say ‘We drengrtaining here**° All
participants who noted these parties happeneceinchll centers stated that they
considered these attempts to create “team-spirigseudo friendship boring and
“fictitious;” the main reason to attend these metivas their semi-mandatory
character. Trying to keep some distance betweeragaaial attempts and oneself is
suggested as a way of contemporary employee neséstsy Fleming and Sewéf*
Sturdy and Fineman also claim that “distancingessstance, (...) creates a symbolic
and/or physical separation from organizationalwgaltemotion imperatives that are

experienced as distressirj*Here, the statements of participants of this sahyw

“8 Call Center Manager-1, interview by the author &imhn Erensii, note taking, Istanbul,
29 July 2009. “Burada hepimiz aile gibiyiz.”

59 Baldry et al,;The Meaning of Worlp. 94.

%0 Arda, interview by the author, tape recordingadtul, Turkey, 17 February 2010.
“Yilbasinda ben ofisteydim, zorunlu gibiydi zaten. Yapkagydurma bir parti. Sonra resimleri
panolara astilar. Sozde ‘Colgleniyoruz.”™

%1 peter Fleming and Graham Sewell, “Looking for @m@od Soldier Svejk: Alternative

Modalities of Resistance in the Contemporary Waakpl|”Sociology36, no.4 (November 2002), pp.
857-873.
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that workers tend to build their own solidarity tyeir own means and to be aware of
managerial attempts to create a commitment workfd@bviously, they derive
satisfaction from their liberated friendship in therkplace; as seen in the narratives
above, sometimes it could be the main reason &yirgj in the workplace.

As is demonstrated in this sub-section, workedsdit see call centers as the
“new sweatshop4® of twenty-first century. They usually tended tats on
enjoyable sides of call center work. Particulanyaimultilingual environment,
speaking a foreign language all day long, interactvith foreigners, further,
communicating with a culture with which they weailiar in the case of workers
with migration stories, relatively high wages in@mpetitive job market help
workers to endure the stressful and repetitiveri@oocess. Friendship in the
workplace, solidarity among workers which was bwilth the help of a common

past and common occupational issues appearedoasce ©f motivation.

The Place of Call Center Work in Life-Narratives

During my interviews, | encouraged workers to shahere they situated call
center work in their broader life-narratives. | anito understand how they
considered their jobs. What did they think aboeirtfutures, whether they want to
work in the call center in following years or ndi¢g they have any other plans or
dreams to accomplish? Further, | asked former srsriwhat the call center

experience had supplied them for their lives inwloeld of work or outside the

462 Andrew Sturdy and Stephen Fineman, “StrugglestferControl of Affect — Resistance as
Politics and Emotion,” irCustomer Service: Empowerment and Entrapmetited by Andrew
Sturdy, Irena Grugulis and Hugh Willmott (New Yomkalgrave, 2001), pp. 144.

53 Fernie and Metcal{Not)Hanging on the Telephone.
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work; also their statements helped me understamdehisons behind to leave call
center job.

First of all, it was rare to consider call cerjtdy as a life-long occupation; it
was viewed usually as a temporary job for vari@asons. The stressful and
monotonous nature of the work, the limited oppattes to build a career, the
unvalued view towards call center workers in sgcatd considering one-self's
overqualified for this job appeared as the maiisoea to desire to call center world
behind. In some cases, ideological reasons, i @theds antagonisms to what call
centers represent, could lead workers to give lgtively high level of wage and
other material advantages of the job.

However, it does not mean that all workers st#tatithey wanted to escape
the call center environment as soon as possibtéclarly, these workers who had
a migration story and were middle-aged mentioned thillingness to stay in the
current company. In addition workers who did nankithey had any other
opportunity to be employed in other segments oheooy because of their limited or
unvalued qualifications, tended to consider théamiter industry as a career site;
they usually had already considerable experiencalircenters and they hoped to be
respected as experts in this growing industry.

The different considerations of call center wonlectly were related to their
own life stories. On the one hand, members of imamgfamilies were more
enthusiastic about their work; they tended to veéefuture in this industry where
their “natural” skills, such as being fluent inadign language which is not foreign
to themselves, are appreciated. On the other, thoders who did not have a
migration study and had developed their languadks $ly attending good

universities were more likely to consider themsglgeerqualified for call center
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jobs; all of the non-immigrant participants of teisidy frankly stated that the call
center was not a part of their plans for the futiaticularly those who had already
left the industry after a relatively short periddeaperience, like a year or less,
accepted that only if it was temporary, call cemterk is endurable.

The stressful and monotonous nature of the wopleaged as the most
referred reason to leave industry by the partidipanhthis study. Even those who
tended to find cheerful sides of the job stated kimey were exhausted at the end of
the day and it became intolerable after a few yetexperience in the call center:

| don’t want to work in call center sector foramg time, because my brain is

tired. Ok it's a pleasant job, but not a job yaum clo for a long time. | may

work for five years, at mo&?

| have been on the phone for three and half yéaim/e never left it. | get

really bored sometimé$>

Call centers are hierarchically flat organizatiansl workers can only
promote to team-leader or project manager positibosin-house call centers, it
might be thought that advancement to another dejeattin the company is possible.
However, regardless to organizational type thay therk for, workers have limited
opportunities to build a career in or through th# center. As was revealed in my
interviews, most of the workers seemed aware ofithieed advancement chances.
This situation directly results as workers genatatude to see call center work as
temporary. Even those who stated their will to stathe industry did not seem sure
about whether their current company would presardger prospects for them. ggy

said that,

464 Zeynep, interview by the author, tape recordistaribul, Turkey, 13 January 2010.
“Cagri merkezi sektdriinde uzun sure galak istemiyorum, ¢uinki beyin olarak ¢ok yoruluyarum
Tamam zevkKli birsiama uzun sire goéturilebilecek birdesil. Bes yil ¢aligabiliim, ama en fazla.”

“%5 Hatice, interview by the author, tape recordistahbul, Turkey, 13 January 2010¢
bucuk senedir telefonun fjadayim ben, hi¢ birakmadim. Bazen gercektenysokum.”
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The first three months passes by trying to undadstvhat is going on there,

on-going training continues. After eight or nimionths, you understand how

things work and you say “l can’t advance here.u¥productivity

declines'®®

Ayse stated that she took the job in order to advanttee banking sector and
her experience in call center might help her tptmmnoted to one of the core
departments in the company. However, after a gieiod of working, she realized
the lack of career planning in the company andbalgih she had experience and
knowledge about the company’s policies and prodieischance to be promoted
was lower than that of any other people, as ibimmon to devalue call center
workers in many in-house environments:

There are exams to be an MT [Manager trainee]slsaty, you take this

exam and | also do, and we both pass. They regruibecause you're an

outsider. | fall into the pool. | need to waitthre pool for an open position.

They don't recruit from inside directly. If someonquits, | can be recruitéd’

In outsourced call centers, building a career seeven harder. As long as the
call center works for a variety of clients in fageicountries, usually in temporary
basis, in other words, it is rare to continue &ifgm project more than a year in
offshored outsourced call centers, and workersncaapply to positions in the
parent company. The only chance for them to be ptedito levels inside the call
center which are limited to team-leader or projeanager. However, these are very

exceptional positions in a typical outsourced caliter; only those who have spent

more than 4-5 years in this relatively new industap be promoted.

“%¢ Ayse, interview by the author, tape recording, Istanburkey, 7 January 201011k iic ay
orada neler oluyor onu anlamakla geciyor biasinda itim devam ediyor. Sekizinci dokuzuncu
aydan sonra da iceride neler donglin anliyorsun, diyorsun ki ben burada yikselemespec
Verimin diyor.”

47 Ayse, interview by the author, tape recording, Istdnburkey, 7 January 2010MT
[Yonetici asistani] sinavlari var, diyelim sen dedin sinava ben de, ikimiz de kazandik. Sen i
alinlyorsun, dgaridan oldgun icin; ben havuza giayorum. Havuzda bekliyorum, kontenjan
acilmasinifceriden dgrudan ise almiyorlar. Ancak biri cikacak ki segeigiresin.”
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Additionally, recruiting team-leader policies caary in different
organizations. For instance, Arda stated that dngaom-leaders and other directors
in the workplace had had experience with agentiposithey all had been recruited
from outside as “professional$® On the other hand, in an outsourced call center
that eight of my interviewees were working for eoygd only those who had
worked for the company as a call center agent pusly. These workers were more
likely to stay in current company.

The separation of the head-office and the calleseraused a lack of career
opportunities in “captive” call centers as well. Miyerviewees from call centers
which were directly owned and directed by foreigmpanies did not report any
possibility to advance in the company. They seetoadalize, or as quoted from
Burcu above in the first section of this chaptieeytwere taught during the training,
that they were a part of peripheral workforce tatied out the non-core activities
of the parent-company. Under the conditions ofSbevice Level Agreements, the
only thing that they were expected to do has nteeparent-company’s targets.
Employment in an outsourced-offshored call centerschot provide a bridge to
employment in the company which has contractedrmutall centef®® Utku stated
that,

[Name of the company] is not aware of us at amglleThey know only

statistics from Turkey. The managers were all bgrihe head-office, they

were all Germans. The only thing we could do teke calls, make
reservation§’®

“%8 Arda, interview by the author, tape recordingamétul, Turkey, 17 February 2010.

%9 Janet Walsh and Stephen Deery, “Refashioning Grgtion Boundaries: Outsourcing
Customer Service WorkJournal of Management Studié3, no.3 (May 2006), p. 565.

470 Utku, interview by the author, tape recordifsganbul, Turkey, 8 January 2010.
“[ Sirketin adi] bizim farkimizda bile gé ki. Sadece Turkiye'den gelen istatistiklerdeméalarlar.
Yoneticilerin hepsi de merkezden getmhepsi Alman. Biz sadece telefon alabiliriz yaezervasyon
yapariz.”
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The student participants of this study stated tthey considered themselves
overqualified for this job and in the future thepuwid like to be employed in a
position where the abilities that they had gaimedahool was valued. In this sense,
they all stated their will to do what they were ealied for and call center job, at best,
was a temporary pocket money supplier or a pla¢esim “business world” or
workplace culture. Age said that

| would quit [the job] because | think my qualditons aren’t really valued

here. It is limited to studentship. Maybe lesmyd@nths... My classes will

be harder next year, so I think I'm going to lefihe job]. (...) At least, I'm

not a zero, fresh graduate now. It has providedvaork experience. | have
learned business culture; | think it will help inehe future®’*

Burcu, who left the call center environment afigrear of working, was
working in the media sector at the date of reseakphart from similar statements
with Ayse about “business culture,” she also mentionedntipertance of call center
experience if someone wanted to work with people:

If you want to work with people, every job is likeat, a call center job is

something to be tried for a month. You learn srisanagement, time

management, how to use your voice. In my curr@migjso in my social life,
the things that | got from the call center arepelpful to me. For example,
people say that | am very convincing. [Laudffs]

However, as a Psychology and Public Relations stuahkile working, she had

never thought to work in call center more than aryeasked her what did cause to

decide to leave, she replied: “It is a very bormyironment after sixth months,

"1 Ayse, interview by the author, tape recording, Istanburkey, 6 January 2010.
“Yetkinliklerimin tam olarak dgerlendirildigini diisinmedgim icin ayrihinm. Gsrencilikle sinirli,
hatta gaz az, alti ay falan. Derslerim seneye dahaolacak, o zaman birakirim herhalde. (...) En
azindan sifir, Gniversiteden yeni mezugilta. Is tecriibesi katti bandy kalttrin @&rendim; bunun
ileride isime yarayacgini digiiniyorum.”

"2 Burcu, interview by the author, tape recordintggnbul, Turkey, 7 January 201€ ger
insanlarla ¢alymak istiyorsan, ki hegidyledir, bir ay denenmesi gereken Bicagri merkezi. Kriz
ydnetmeyi, zaman yonetmeyiénirsin, sesini iyi kullanmayigienirsin. Cazri merkezinde
Ogrendiklerim sime yariyorsimdi, hem gimde hem sosyal hayatimda. Mesela insanlar ¢cok édiei
oldugumu soylerler.” [Guluyor.]”
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conditions get harder. You start to question i itvorth it.”’® She, in addition,
talked of bad sides of call center experience,médieg a Pavlovian experiment:

My voice would get worse. | was answering the gspmy own cell phone,

with my standard opening there [call center],davhile. My mother says

that | still talk in my dreams at night; | am magisales sometimes in my
dream. Sitting for long periods, always talkingtba phone, the ring of that
phone... Think about a phone constantly ringindpuely times...These are
very frustrating, | mean, chafing you. For examipden’t like to talk on the
phone at all, still. | can’t chat on the phonell Canter effect, | guess. |

don’t even like its sount?

Other interviewees who had quit the job at the ddiresearch also stated
their reasons to leave. For instance Utku, a Geraotamature student while working,
mentioned his ideological concerns about call centek. He said that, “I didn’t see
myself as a productive person; | did not believéhia work. The only thing | was
doing was taking reservations. So what? | felt $ waing donkeywork®*> Here
again, a tension between one’s qualifications aechaiture of work appears. As it is
frequently said, most of the workers seemed awhtl@otension, but external
reasons, particularly limited job opportunities dming in need of money, had
forced them to work in a dead-end working environmAnother participant, Arda,
who was a Political Science and International Ratatsenior student while

working, stated that call center work did not hieim to develop his existing skills or

add new ones: “Additionally, | can say, it has bdegrading. It makes a person a

73 Burcu, interview by the author, tape recordinggnbul, Turkey, 7 January 201@ltinc
aydan sonra ¢ok sikici bir yer, &dlar agirlasiyor. Buna dger mi demeye hayorsun.”

47 Burcu, interview by the author, tape recordinggnbul, Turkey, 7 January 201Gesim
¢cok kotl oluyordu. Telefonlari oradaki [¢a merkezi] standart agmamla actim bir dénem, keragi
telefonumu. Hal& gece rilyamda ketugumu annemler sdyliyor, sayapiyorum bazen rilyamda.
Cok uzun sureler oturmak, hep telefonda kamak, o telefonun sesi... Surekli calan bir telefostidii
yogun zamanlarda hele. Onlar ¢ok sinir bozucu, sepiatiyor yani. Mesela ben telefonda komay!
sevmiyorum hala. Telefonda sohbet edemiyorurgri@eerkezi etkisi herhalde. Sesinden bile
haslanmiyorum.”

47> Utku, interview by the author, tape recordifsganbul, Turkey. 10 January 2010.
“Kendimi Ureten birisi olarak gérmiyordum, bgeiinanmiyordum. Yagim teksey rezervasyon
yapmak. Ne ki bu? Ayaleri yaptigimi hissediyordum.”
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weed after a while*"® Can talked of how he had interacted with the sems¢omer
five times in a period of a year, and after ththfdonversation, he decided to leave:
“l said, ‘The same guy again! [Name of the custdiahink | will never forget this
name! | said, OK, it's enough! Everyday is the samd it provides you nothing.
The same dialogs with the same guys, the same'tAsksie added that the next job
after the call center had offered him 800 TL, altvdf of his wage at the call
center, however, “Money was not an issue anymoted wearied me that
much.”"®

According to my interviews, those who stated thgllingness to stay in the
industry were all members of immigrant familiesthwiut any exception. They
usually considered call center work as the onlyoopmity that they had in
competitive job market of Turkey. Workers from ingrant families constitute the
less-educated group of workers in multilingual calhters. Among them, it is very
rare to hold a university diploma, which is usualpgrerequisite of any job today.
Particularly, positions where they could make a petitive living mostly require a
bachelor’s degree. On the other hand, some wovkers really skilled workers in
other areas; however, they thought their skilleothan fluency in a foreign
language, were not acknowledged in Turkey. Foaimst, Ahmet had been educated

as a lathe-man, although he had worked in thigipasn Germany for years and

made a competitive living, he stated that beingtlad-man is not a desirable job in

%78 Arda , interview by the author, tape recordinggnbul, Turkey, 17 February 2010.
“Hatta, geriletti diyebilirim. Bir siire sonra insarota ceviriyor.”

47" Can, interview by the author, tape recording, Yaldlurkey, 6 February 201%Gene mi
ayni adam dedim! [Mgierinin ad1]! Herhalde bu adi hi¢ unutmam. Her géiynisey, sana hichisey
katmiyor. Ayni muhabbetler, hem de ayni adamlaya isler!”

*8 Can, interview by the author, tape recording, ValdTurkey, 6 February 201tRara
artik 6nemli dgildi. O kadar biktirmgti yani.”
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Turkey and he wanted to stay in the call centeusiny even though he did not think
it was the most skilled job he had ever had:

They want you to work for 12 hours in a day, yavéto work weekend

shift, also they pay you very little money. Atstil looked for [a lathe-man

position], but from now on, I'm not interest&d.

However, it does not mean that all participantthaf study with migration
stories stated that they saw themselves in theeater industry in the next years.
Particularly younger workers who had returned tok&y recently mentioned their
aim to go back to the country where they had been and raised. When | asked
them if they could go back, would they work in # canter in the Netherlands or
Germany, there was not any positive answer. Theskass who wanted to go back
to their “hometown,” stated their desire to rettorprevious occupations as well. An
example is Emre:

It would be hard for me to do any other job iraidiul. As long as | stay here

| can work in a call center. Of course, you c&mdw, you can be bored after

a year but, our environment is beautiful hergilllwork here as long as it

remains like that. But if | can return to the Naiands, | won't do this job. |

will do my own job, I like being a taxi driver methan that®

Participant workers who were middle-aged or tertdeske themselves as not
having a chance at a “fresh start” said that thagted to stay in call center industry.

As they are referred as “return to work moms” ie literature®®*

middle-aged
female workers usually with children were considettgs job an easy way to

participate in the workforce again. They statedjtlyeof earning their own money

79 Ahmet, interview by the author, tape recordintartsul, Turkey, 13 January 201Geni
12 saat caktinyorlar giinde, haftasonu da vardiyaya giriyorsunir de ¢ kurig para veriyorlar.
Basta bakindim ama, artik hig ilgilenmiyorum.”

80 Emre, interview by the author, tape recordingribul, Turkey, 13 January 2010.
“ [stanbul’da baka is yapmam yani zor. Burada kagaim sirece cafirim ¢agri merkezinde. Tabii
bilemezsin, bir sene sonra sikilabilirsin ama ortamz burada, bdyle oldw siirece ¢ajirim. Ama
Hollanda'ya ddnebilirsem yapmam hgi. iKendi isimi yaparim, taksjoforligini daha ¢ok
seviyorum.”

81 Durbin, “Gender, Skills and Careers.”
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and socialization through work. Fatma’s narratieendnstrates their attitude towards
the call center job:

| was a housewife for 10-15 years. Everything lkappen in one’s life. |
mean, | lost my husband one and half years ags.joh was superb for me, |
mean. People should have a skill, as they sagollén bracelet” [a Turkish
expression meaning a remunerable skill or othergisgaranteed income
source]. The Dutch language saved me, | can mékmg now. (...) |

always wanted to work, | mean, sitting at homepatkes the person blind. All
these things, days [referring special days wherséwives come together and
have a kind of party] others never attracted Yiee1 make yourself blind,
that’s all. Now, you're earning your own moneyuytave new friends in a
new environment. But at home, surrounded by foaitayyou go blind'®?

Ozge and Ozglr can not be considered as middidagekers, however they
both mentioned that they needed to “hold on” whai/tare doing right know, as

long as they were “aging®

3 Ozge thought that after five years in two differeall
centers, this job was shaping his life and sinearidustry was growing rapidly in
the country, she had lots of opportunities. Onatier hand, Ozgiir, who had a
similar experience in call centers and the samsideration of “time to think about
having a career*®* did not think that he could stand call centers fivore years. He

said “I want to knock all the doors | see; | tryingporove my position. | would quit

today for a better job?*® However, until that day, as he stated, he wouldctrdo

82 Fatma, interview by the author, tape recordingnisul, Turkey, 13 January 201Q0 15
sene ev haningh yaptim./nsanin baina hersey gelebiliyor, yani bir buguk sene éngée
kaybettim. Busi benim icin siiper oldu yaninsanin bir beceri olmali, altin bilezik derler ya.
Hollandaca beni kurtardi§Simdi gecimimi sglayabiliyorum. (...) Ben hep ¢amak istiyordum, yani
evde oturmak insani koslgriyor. Gunlergseyler, bunlar beni hi¢ cekmedi, karlgiyorsun kendini, o
kadar.Simdi kendi parani kazaniyorsun, gk@ bir ortamda yeni arkadéarin oluyor. Evde dort
duvar arasinda koérlgyorsun.”

83 Ozge, interview by the author, tape recordingribul, Turkey, 14 January 201¥agsim
ilerledi artik, isinize tutunmak zorunda kaliyorsunuz.”

484 Ozgiir, interview by the author, tape recordintaribul, Turkey, 9 January 2010. “E artik
kariyer digiinmek lazim.”

85 Ozgiir, interview by the author, tape recordingaribul, Turkey, 9 January 2010. “Biitiin
gordisum kapilarimi galmak istiyorum. Daha iyi yerlerdrgeye bakarim. Daha iyi big igin bugtin
ayrilinm.”
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what he is doing currently, giving technical seevio a foreign outsourced call
center.

To sum up, call center work was frequently congdeas a temporary job by
the participants of this study. Workers with a @msity degree, without any
exception, stated their aspiration to leave calteeenvironment for good after a
short period of working and to find work in theiwvi field, for one which they had
been educated. Even those who had started tothisj a career ladder mentioned
that they changed their mind after realizing thek laf advancement opportunities.
Only these participants who were less-educatedabsadhad attended schools in
foreign countries talked of the call center indystrtheir future plans. However,
most of them also stated that this job was exhagisind boring in nature, but
because of the lack of any other employment opparés for them, because of the
fact that they were not native to “Turkish work haJfj they were forced to stay in
call center world. In addition, younger returnetgesl their final aim to go back to
“hometown” (Germany or Netherlands); they were plahning to stay in Istanbul
for a long time and until the day that they woudturn, the call center job was
instrumental to provide them a living in Turkey. @ other hand, middle-aged,
mostly female workers considered being a call ceagent as a life-long job. After a
long period of not participating in the workfor¢ke call center provided them a
guick and easy way of earning money, socializagioa in these ways, helped them
gain self-confidence. In the final analysis, thgemdering employment in call
centers is an “opportunity” for only those who hévated alternatives for various
reasons, including their family background in fgrecountries or being in need of

money to pursue higher education.
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CHAPTER FIVE

CONCLUSION

This thesis examined the Turkish call center itryysertaining to the
locational distribution of these brand new workgisicthe role of the state and public
institutions in expansion of call centers, the gnétion of the industry with global
connections by offshore-outsourcing activities afitmational companies and
finally, the rising employment in multilingual calenters in Turkey. The main aim
while doing this was to analyze what kind of emph&yt is being engendered and
for whom a call center job is a desired occupatinrihis sense, by claiming call
centers create employment for those who have liha@teernatives in other segments
of the economy, this thesis questioned the posithage of the industry which the
government representatives and business peopleeindy promote in the press and
any other means of public relations.

Buying a service or product or complaining abdwetn, making reservations
and many other business-to-customer or custombusotess interactions by
telephone is not a recent phenomenon but the ealec as a dedicated unit is
something new. Call centers constitute one of tbetmapidly growing employment
generators in countries all over the world. Asrike of call centers can be situated at
the crossroads of advances in information and @et@cunication technologies,
business process reengineering, the changed stwftaustomer needs and
demands and the changing structure of employmerartts more unstable, flexible

and low-paid jobs and expanding participation airyg and women population in
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the workforce, the call center can be considerati@best exemplary of twenty-first
century capitalism. Hence, examining call centeovigdes powerful insights for not
only about capitalist labor process but also afoeihew international division of
labor which is an outcome of the exploitation afheology by multinational
companies to reach cheap and skilled workforce.

In this sense, this thesis firstly demonstratedastablishment and expansion
of call centers in other national contexts by ughegfindings of existing research.
According to this, call centers are dominantly oubke organizations where workers
handle incoming calls, serving mostly national nearather than international one.
A typical call center worker is young and femalall€enters are dominantly located
in urban areas but since the labor costs constitgtenajor costs for call centers,
companies tend to go more peripheral areas whenapioyment rates are
traditionally high in order to exploit cheap workfe.

This migration of call center activities beganwgioing provincial cities in
national borders; however, during 2000s most oftliinational companies
relocated their call centers in developing worldeventhey enjoyed not only low-cost
and relatively educated workforce with frequenthessed “professional attitude” but
also generous financial support from governmentshwvbonsider the call center as
an opportunity to overcome unemployment in theurdages. In this context, India,
South Africa, Philippines emerged as popular offstdestinations thanks to their
linguistic and cultural ties that derived from colal heritage.

The discussion on governmental role in the risthefcall center industry
showed that not only governments in developing eydyut also those in liberal
market or coordinated economies offer tax breakgj¥able loans and other means

of support in order to create job positions foriklde workforce. Nevertheless, the
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word “employment” does not indicate anything meghihabout the actual working
conditions or well-being of workers and since thledr process in call centers is
routinized, standardized and tightly controllea thrnover rates in the industry are
high and workers satisfaction levels are low in@trevery country. The universal
Taylorist tendencies in call center managementtethat the workers tend to see
call centers as a “just passing through” industrijieral market and coordinated
economies; however in developing world workers Ugwansider call centers as
“life-long job” as long as the their alternativesather segments of economy are
limited.

Call centers bring not only employment to devetgpivorld, but also socio-
cultural problems. Since, accent neutralizatiodirty location and identity are
considered as prerequisites of working in inteoral call centers and labor process
in call centers of the developing world tend tanb@st routine, standardized and
closely monitored one, the alienation of workeisctehigher levels in offshore-
destination countries. The new international dossof labor offers low-skilled, low-
waged and degraded elements of the service sectieveloping world.

After these observations on the global call cemigustry, this thesis looked
at Turkish call centers by comparing them with ottetional experiences. The
Turkish call center industry is not so much didtiinom other examples and in
respect of the average operating years of compamesial growth rates, workforce
composition, leading sectors, in-house/outsourgensatation, concentration in
urban areas but tending to move more peripheramegTurkish call centers display
the international trends of this newly establishretlistry. On the other hand, unlike
coordinated market economies of continental Eumapere trade union

representation and collective bargaining coveragedatively high, Turkish call
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centers lack worker representation and resembiedbenterparts in the developing
world and liberal market economies. Additionallye texternalizaition of the
workforce by contracting out the call centers ttsourcer companies is higher than
the world average and in this way, Turkish compaseek to reach more flexibility
in industrial relations and regulations, even dtlare very flexi, particularly after
the New Labor Law of 2003.

The governmental role in the establishment anduesipn of call centers in
Turkey demonstrates an indirect character. Callezeamployers normally benefit
from general “state support” decisions and impletaggons to deregulate industrial
relations and employment regime but the state nk@yjudoes not have an
organization or introduced policy that is dedicgpadticularly to the call center
industry. In this sense, although the governmessggamts generous tax breaks and
support for companies that locate their call ceméess-developed regions and
declares gratitude in the press usually when acadhecenter is opened with the
presence of a high-rank state representative, tindsh state is still not comparable
with many countries in which the state plays am@@mble in attracting companies,
generally multinationals to invest in the countdgnce, the state should be
considered as an “enabling” state in the Turkishngpie and the growing market
size of call centers in Turkey is an outcome o¥gte sector actors.

Although the Turkish call center workforce is tyglly young and female as
elsewhere, the education level of workers seenasively higher than that of their
counterparts in many other countries. A universitiyicated workforce participation
generally indicates high internalization in thelgdbcall center industry; however,
the high participation of workers with at leastaebhelor’'s degree is not an indicator

of the concentration of offshore activities in Teyk Furthermore, the workers in the
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international call centers of Turkey include thtess-educated ones. This
extraordinary situation implies the distinctivedaof the Turkish call center
industry.

The multilingual workforce in Turkey is more awable for German and
Dutch services. Offshore-outsourced call centensifGermany and the Netherlands
generally derive their workforce from returnees viaal migrate to Europe as “guest
workers” and for some reason, returned to Turkengaent years. As long as the call
center work is based on the worker's communicagidhs, and in the case of
international service, foreign language skills sehevorkers from immigrant families
constitute the most desired workers thanks to theguistic and cultural awareness
of the target country. In this sense, the majasftworkers of multilingual call
centers in Turkey have a migration story and tlogig years of experience in
Germany or the Netherlands provide them an ocompati a competitive job market
in which they usually have limited alternatives.wéwer, the Turkish multilingual
workforce in call centers consists of not only eurnees, but also has workers who
learned their vocational language in the Turkishoation system. This group of
workers constitutes the most educated and skilledkevs of Turkish call center
industry. The main chapter of this thesis was dedydd the work experience of these
two distinct groups of workers and investigatedvitilom the multilingual call
centers represented a job opportunity.

This study, while it aimed to analyze the emplogiia multilingual call
centers, considered the skills and qualificationsarkers, their satisfaction and
dissatisfaction with their jobs, the place of tladl center in their live, the strategies
that they created to cope with a stressful workingironment and how they

constructed meaning for their experience in thecsadter. Most importantly, |
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investigated working conditions in order to undanst the promises of engendering
employment which was aimed to be increased to rifakieey a call center hub for
international services. The evidence gathered fraerviews with workers
demonstrated that multilingual call center workressgnts universal Taylorist
tendencies in the industry and further its distiectacets result in a more stressful
and pressured working environment. Furthermorekersrcreate different strategies
to construct meaning for their work with the hefgleeir backgrounds and they
consider call center work in different ways. InstBense, this thesis theoretically
claimed that the labor process in a given workpkuuld be examined by paying
particular attention to the characteristics of vesskwho are employed there;
otherwise, the analysis fails to account how tfeedutside the work affects on the
workplace relations and experiencing the labor @ssc

While examining the Turkish call center industrgetected four different
organization types of multilingual call centers:rRish offshore-outsourcer
companies, foreign outsourcers, Turkish in-houdleceaters that serve foreign
clients and foreign in-house call centers whichdarectly owned and managed by
international companies. In order to obtain différiacets of this sub-sector, |
interviewed workers from different companies, woyges, contractual agreements
and particularly different backgrounds. Accordingry qualitative evidence,
working in a multilingual call center is based arets fluency in a foreign language,
but Taylorist tendencies in work organization delgrather forms of skills such as
educational credentials and technical skills. &t $ame time, call center work
demands soft skills which are ability to listen,pathize with customers’ demands

and management emotions of oneself and othersgsiofelly.
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Working hour arrangements differ according to @asi factors, but generally
in outbound environments, workers have regular $iamhile in inbound call centers,
switching shifts and part-time work were evidenirtRermore, regardless to
inbound/outbound distinction, employees have thestant aim of extending
working hours and shortening breaks. In call ceniiewhich the workers handle
calls from other continents, night shifts appeamasidatory and working at night
causes serious problems in the workers’ sociakliifé well-being. Additionally,
failure to allow breaks according to human needdddo dissatisfaction among the
workers.

The repetitive and monotonous nature of the wierkgthened working hours,
performance monitoring, management-determined tsrpeling identity and
location, abusive customers, lack of carreer oppaties, intensive usage of scripts,
lack of control over break-times and shift systgypear as main stress generators in
call centers. Particularly, since the workers iatewith customers in foreign
countries and lied about their names and locatitwey, encounter humiliating
situations and even racist reactions. While thgydmeet targets that they are paid
for, such as average call times or daily saleskersrare also expected to provide
“customer satisfaction,” which is sometimes impbkesunder strict time pressures.
The interviewees frequently stated that they fglteezed between managerial
demands and customers’ needs.

Although interviewees stated how working in a calhter is a exhausting,
stressful and pressured experience, most of theapibsitive sides about the call
center work. Speaking a foreign language or thamther tongue” for most of them,
keeping in touch with “hometown”, relatively highages in a competitive job

market, helping customers, shared heritage witleagles for workers from
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immigrant families and team-members appeared as maiivations to choose or
stay in the industry. Family-like or friendly worlg environment were frequently
mentioned and team members in a call center enwienih can be considered as a
“support system.” However, in some cases, rathem genuine satisfaction, a
tendency towards self-deception occurred. Partilyylderiving satisfaction from
working for a big company was evident for some veosk even if they thought they
were considered as a peripheral workforce.

While constructing a meaning for their occupatiorcreate strategies to deal
with negative facets of work, their family origim life-narratives played important
roles. Their future plans, in or out the call cestenostly were related to their
background. Although it is very rare to considdt canter job as a life-long job,
middle-aged workers from immigrant families andtigatarly “return-to-work-
moms” tended to stay in the industry. Younger medes usually stated their will to
return to European countries where they had beemda raised; however, until
that time, the call center meant for younger regama comfortable place with
people of the same background where they could radikeng, particularly in a job
market which label them “foreigners to Turkish widbits.” Workers who did not
have a “migration story” considered call center &sba pocket money supplier and
without any exception, wanted to leave the calteefor a position for which they
were educated; meanwhile, the call center offenedtflexible working hours, so
that they could balance their work and school.

To conclude, engendering employment in call centean “opportunity” for
only those who have limited alternatives for vas@easons, including their family
backgrounds in foreign countries and being in refedoney to pursue higher

education. Most importantly the repetitive, stanizad and stressful nature of work
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that deepened with location and identity maskintgracting with racist and
insulting customers and night shifts in the cassen¥ing international customers
resulted in the dissatisfaction of workers. Mosti@m tend to leave the industry for
a short period of working. In this sense, the feagly stressed potential of Turkey as
a hub for international call centers for Europead aeighbor countries by state and
corporate representatives or significantly risingpgoyment in the industry do not
indicate anything about actual working conditiond avell-being of employees.
Working conditions and workplace relations at calhters that | examined in
this thesis unfortunately limit to themselves. T$tisdy can give some insights, but
as long as the call center is not a “one sizeafligype of workplace, the themes of
this study and other issues in the industry nedmbtmvestigated in other cases,
considering all sub-sectors, for a genuine analysigorking conditions and
workplace relations in call centers. Particularggearch should be undertaken in a
comparative perspective to determine wage and aco@il agreement differences in
different organizations, regions and workflows. Wtiiming to understand
workplace relations, the individual selves of wagkghould not be ignored and this
thesis which aimed recognizing the importance ofkers’ life-narratives in the
workplace context will hopefully spark additionakearch that pay particular

attention to workers’ voices.
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APPENDIX

Interviewee Profiles

Ahmet; 29, born in Germany, male, married; graddi&tem high school in
Germany. He is currently employed by an outsouteircenter where he
makes outgoing calls to potential customers im@zery to sell the products
or services of a variety of companies. He had eatking for the same
company for two years at the date of the research.

He lived in Germany for 26 years and came to Tyrke2008.

Arda; 25, born in Istanbul, male, single; gradudtech a Political Science and
International Relations department, continuingrhéster’s degree in Political
Studies.

He was a senior student while working for a Turlesitsourcer call center
where he answered incoming calls in English fréients of a multinational
software company. He worked for eight months betw@une 2008 and
February 2009.

Ayse; 23, born in Istanbul, female, single; gradudteoh Political Science and
International Relations department, continuingrhaster’s degree in banking
and finance.

She is currently employed in an in-house call eeat a Turkish bank,
handling English incoming calls. She had been waorkor sixteen months at
the date of research.

Burcu; 24, born in Balikesir, female, single; grathd from Psychology and Public
Relations. She was in her second year in the tsityavhile working for an
in-house call center of a foreign retail comparheve she was answering
calls in German. She worked for a year in 200% I84d lived in Germany for
five years as a high school student.

Can; 28, born in England, male, married; graduftad the English Literature
department.
He worked for a foreign outsourcer call center rghtee answered incoming
calls from the customers in North America and Bndlof a multinational
computer company. He worked for a year in 2004.
He had lived in England for 13 years in England eame back to Turkey in
1995.

Deniz; 24, born in Izmir, female, single; was henisr year in university, in an
Economics department at the date of research.
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She is currently employed in an in-house call eeat a Turkish bank,
handling incoming calls from foreigner clientsinglish. She had been
working for six months at the date of research.

Emre; 26, born in Amsterdam-the Netherlands, nsahgle; graduated from high
school in the Netherlands.
He is currently employed by an outsourcer calteewhere he makes
outgoing calls to potential customers in the Ne#mels to sell the products or
services of a variety of companies. He had beeaking for the same
company for three months at the date of research.
He had lived in Germany for 26 years and cameuiidy just three months
earlier.

Ezgi; 23, born in Istanbul, female, single; wagaigr student in an International
Relations department.
She was employed in a foreign outsourcer calleremhere she handled
incoming calls from foreign clients in North Ameai. She worked as a
technical service agent for nine months in 200¥endhe was in her second
year in the university.

Fatma; 50, born in Ankara, female, single, motHdwo; graduated from high
school in the Netherlands.
She is currently employed by an outsourcer calterewhere she makes
outgoing calls to potential customers in the Ne#mals to sell the products or
services of a variety of companies. She had bewkimg for the same
company for five years at the date of research.
She had lived in the Netherlands for 14 yearsybeh age 12 and 26 as a
member of an immigrant family.

Hatice; 27, was born in Amsterdam-the Netherlafetaale, single; graduated from
university in the Netherlands.
She is currently employed by an outsourcer cailterewvhere she makes
outgoing calls to potential customers in the Ne#mals to the sell products or
services of a variety of companies. She had bewhkimg for the same
company for three and half years at the datessdarch.
She had lived in the Netherlands for 21 yearscamde to Turkey in 2004.

Mehmet; 38, born in Istanbul, male single; graddditem primary school in the
Netherlands.
He is currently employed by an outsourcer calteewhere he makes
outgoing calls to potential customers in the Ne#mals to sell the products or
services of a variety of companies. He had beeaking for the same
company for three years at the date of research.
He had lived in the Netherlands for 10 years betwtbe ages of 6 and 16 as
a member of an immigrant family and came to Turke}©088.

Nevin; 43, was born in Istanbul, female, marriedtmer of two; graduated from
high school in the Netherlands.
She is currently employed by an outsourcer calterewvhere she makes
outgoing calls to potential customers in the Ne#mals to sell the products or
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services of a variety of companies. She had bewkimg for the same
company for four years at the date of research.

She had lived in the Netherlands for 18 yearsybéeh age 1 and 18 as a
member of an immigrant family.

Onur; 31, born in Rotterdam-the Netherlands, nmaigle; graduated from college in
the Netherlands.
He is currently employed by an outsourcer calkeewhere he makes
outgoing calls to potential customers in the Ne#mals to sell the products or
services of a variety of companies. He had beeking for the same
company for two months at the date of research.
He had lived in Germany for 31 years and cameut&dy just two months
earlier.

Ozge; 29, born in Australia, female, single; gradddrom English Language
Education department.
She worked for a foreign outsourcer call centexliere she dealt with
incoming calls from North America and United Kirmgd for a multinational
computer company between 2005 and 2008. She walewed by a Turkish-
served call center at the date of the research.
She had lived in Australia for 15 years as a meroban immigrant family
and came to Turkey in 1996.

Ozgiir; 29, born in Stuttgart-Germany, male, singtaguated from an
Interpretership department.
He is currently employed in a foreign outsourcat center where he answers
incoming calls in German and English and provigesnical service. He had
been working for five months in the same compédrth@date of the research
and had two years of experience in different catiters.
He has lived in Germany for 11 years as a memban anmigrant family
and he has came back to Turkey in 1992.

Utku; 24, born in Istanbul, male, single; gradudtedn an Interpretership
department.
He was a senior in the university while workingamin-house call center of a
foreign transportation company where he was ansg/@coming calls in
German to make reservations and sell tickets. bi&ad about a year in
20009.

Zeynep; 31,born in Austria, female, married; gradddrom high school in Austria.
She is currently employed by an outsourcer calterewvhere she makes
outgoing calls to potential customers in Germangdll the products or
services of a variety of companies. She had bewhimg for the same
company for a year at the date of research; &ledad three years of
experience in different call centers
She had lived in Austria for 19 years and cameuidiey in 1998.
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