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CHAPTER I

INTRODUCTION

Information Technology (IT) has the modus operandi of marketing business and administration. The business horizon is humming with words like internet world wide web (WWW), cyberspace information super highways etc. These are changing the way of handing customers; order receiving and processing and networking and integrating business system .the internet is a world wide self governed network connecting thousands of smaller network and, millions of computer and people of mega sources of information. This is a technology that shrinks vast distance, blurs political, ethnic and national boundaries. Technology experts are anticipating that the Internet and the W.W.W. would become the center of commercial universe. Electronic markets will eliminate the need for intermediaries and that direct contact between manufacturer and customer will bring down the cost of transaction and the cost of the final product. It is possible for customer and suppliers to transact business at any time in any part of the globe. Without having to come together physically. Especially with the development of optical fiber technology videophone and teleconferencing facilities. The U.N. believes that in today’s world; accessible that in telecommunication is now human rights as the same footing as health care and literacy. Consider that 62 percent of North Americans currently have Internet access; the number is less than one percent in African. 

The IT industry both software and hardware is characterised by vast consumer side scale and scope economics which are incomparably larger than the supply side network economies in industries like pipelines or electricity distribution .In East Africa, the internet has been effectively used to mark micro –loans to small entrepreneurs. These and many innovation effort would help India to tide over the emerging problems of digital divide information and communication technologies which could enable even the least developing countries to leapfrog traditional problems to modern information age. 

IT has significantly transformed the distribution system. Effective use of IT in distribution can help companies reduce inventories, delivery time,  and stock –outs, respond faster to market changes, reduce rush orders, cut down over production, reduce unnecessary movement, reduce paper work, and plan production better. IT has also greatly contributed to the retail revolution, which is sweeping the entire world. Retailing has now become a global business (Ranga Reddy, 2004).

The retailing revolution has shifted as such from fragmented to consolidated, local to global, low technology use to high technology, owner operated to systems driven, traders to retail brand managers, mass marketing to individualized relationship customization and market place to market space. Retailing in developed is increasingly becoming net tailing or e tailing.                 E-commerce is becoming more prevalent in business-to-business marketing. In developed countries, telemarketing has been progressing. Tele marketing blossomed in the U.S. in the late 1960’s with the introduction of inbound and outbound Wide Area Telephone Service (WATs) (Ranga Reddy, 2004).

Global business indeed is increasingly becoming e-business. Extra-net also links dealers, retailers and distributors so that a company can have better controls on the delivery of finished goods.

There has been an explosive growth in the use of Internet and e-commerce worldwide. Between 1993 and 1997, the number of Internet hosts (computers connected to the internet) grew from one million to 20million, by 2001 that figure is expected to rise to 120 million (Ranga Reddy, 2004).

Indians have made a glorious imprint in the new economy particularly in the software sector. The Silicon Valley provides ample tribute to the entrepreneurial potentials of Indians. Back home, there are number of firms which have achieved spectacular success. 

The Indian ITES-BPO (IT enabled Service and Business Process Outsourcing) industry Continued to be a high potential, high growth segment within the country’s overall ICT industry, contributing close to 20 percent of the IT-ITES industry’s revenues in 2004-05. The industry entered its third phase of evolution, moving towards competition during this period. ITES-BPO companies entered into long term engagements with customers, expanded their portfolio of services offerings, built scale, evolved their pricing models and took head on, debilitating issues such as attrition over the last two years. Despite the overall dominance of the IT services industry-the segment accounted for around 60 percent of ICT industry revenues in 2004-05, it is the fast-paced ITES-BPO market which expected to emerge as the larger growth opportunity for India as the country moves into the future. 


The Indian ITES-BPO market has been notching up record growth rates (often in excess of 50 percent). During 2004-05, the industry achieved a momentum of around 44.4 percent with revenues touching approximately US$ 5.8 billion. The industry has shown a Compound growth rate of 56.4 percent overall 2004-05 phases. The reasons for the growth of the industry are many higher than any other industry segment in India. 

· The Indian ITES-BPO remains among the largest employment generating segments within the country. In 2004-05 alone, the industry had the created 95,000 new jobs taking the total employee base to 3, 48,000 during the year.

·  According to NASSCOM-McKinney estimates, the industry will create jobs for over one million professionals by 2008-09.

· The industry attracted both global IT and non-IT giants with more and more organizations setting up ITES-BPO operations in India.

·  A number of leading non-IT professional services firms have set up their ITES- BPO Centres in India particularly in the area of research and analytic support. Early movers include McKinsey & Co. Deloitte Consulting, E&Y, Reuters, among other.

· Companies that are already in India have been further scaling and expanding operations. Almost every MNC ITES-BPO company in India has either increased the number of seats in its existing facilities or invested in additional BPO centres.

· Within Indian IT industry too, there has been a major diversification into the ITES-BPO arena. Almost large Indian IT services companies have forayed the ITES-BPO market and offer customers a “blended, integrated model” of service options.

· Leading non-IT organizations with specific domain strengths such as financial / banking and health care institutions too are entering the ITES-BPO market enabling the industry to move upto the value chain and offer advanced services in new and emerging verticals.

· Besides the backing of Indian and MNC leaders, the ITES-BPO market is also being strongly boosted by Indian government. Both the central and state governments in India have taken numerous initiatives in the recent years to ensure that the regularity environment is conductive to the growth of the industry and attractive for investment by overseas companies.

· HR development for the ITES-BPO market is easier as compared to say, the IT services segment where very specific and hi-tech skill sets are required.

The fact that Indian ITES-BPO companies are increasingly exploring new service lines (even those that are still in a nascent stage) and moving beyond the customer care and support service platform bod well for the future. Customer care and support service in the latest ITES-BPO segments accounted for close to 38 percent industry’s employee base and a third of its revenues, a number of other service lines are expected to evolve into revenue-spinners. Segments such as finance (revenue contribution 23 percent), administration (14.9 percent), and content development (15 percent), also showed robust growth and are estimated to perform even better by 2010 (Kiran Karnik, 2003).


The NASSCOM-McKinney Study (2005), has significantly pointed out that, India’s success in the IT-ITES markets is based on and driven by the following factors: 

1. An abundant talent pool : It is said that India has 28 percent of suitable low-cost talent among all low–cost offshore locations. 

2. High quality and scaleable infrastructure : Hence, significant primary infra structure is being built in leading centres. 

3. Regarding cost and quality leadership, India has kept its costs low and quality high in offshore delivery of services.

4. With regard to competitive business environment, Key policy interventions (setting up of STPIs, financial incentives, major telecom reforms) have enabled IT-ITES growth.

5. Regarding Robust domestic market, India’s domestic market tool is growing rapidly, with government escalating it’s spending on IT and launching a spate of e-governance initiatives.

6. 25 percent of engineers in India have the basic skills for offshore IT jobs; compared to 10 percent each in china and Russia.

7.  India has the third –largest higher education capacity in the world (A.T.Kearney, 2006).


In India and Russia, around 10 percent generalist graduates are suited to offshore BPO jobs as compared to china (three percent).

           The country‘s low –cost labour is enabling the Indian IT-ITES sector to maintain its cost leadership. Despite the fact overall, labour costs have been rising over the last two to three years, India’s talent is still by far the most competitive as compared to other offshore destinations. Indian IT-ITES companies have also sustained their cost positions.  In the face of escalating labour costs steps have been taken to reduce IT and facility–related expense and improving productivity and utilization .The other factor that goes in India ‘s favour is that even if labour costs do go up (and the costs of operations were to exceed those of rivals by 25 percent) global companies will continue to seek the country for its reputed and competent service providers.


In India, the services sector remains growth –driven for the economy with a contribution of more than 57percent of the GDP, and it ranks   eighteenth among the world leading exporters of service with a share of 1.3 percent in world exports. 


Unlike traditional industry, IT industry which is a apart of “new economy” employs highly educated personnel better know as workers and gold collared workers and knowledge workers and gold collared workers, who are very young ambitious mobile and having multiple expectations. India. IT companies are using various HR initiatives like Employee Stock Options (ESOP), flexible working hours etc.,


A prominent feature of the IT sector is the growth of IT enabled services. There has been recent growth in IT enabled service businesses in India as call centres, medical transcription, technical support and back office processing, engineering and design, geographic information services, payroll and other human resource services, insurance claim processing, legal databases. Business Process Outsourcing has tremendous potential for growth. The turnover of the call centres was $65 million in 1999-00, which increased to more than $3 billion by March 2004 and more than $ 10 billion by 2006. IT enabled services have grown at a rate of 65 percent. Foreign companies dominate India’s call center industry, with a 60 percent share of the annual Rs 71bn ($1.5bn) turnover market.  Keeping in view the significance of the growth of IT sector through IT labeled services, an attempt was made to study and examine the issues related to women particularly. Present study aims to examine the their socio economic profile including, health status, women empowerment.

The following are the major objectives of the present study:

1. To study the global services and its location

2. To analyse the Production of IT services in India 

3. To study the Export of IT service from India

4. To Study the socio economic profile of women in selected call center in Coimbatore.

5. To examine the cultural transformation of the women  in the call center and services provided by the call center, in Coimbatore 

6. To study the benefits and problems faced by women in the selected call centers.

To suggest recommendations to enhance their
CHAPTER II

REVIEW OF LITERATURE


The review of literature pertaining for the present study on ‘Socio – economic profile of selected women in call center, Coimbatore is discussed under the following heads:

1. HRM the Fulcrum of BPO Industry

2. Call Centers

3. Women- centric Organization need for protection of Esteem. 

4. Workers Rights in the BPO sector

5. Unionization of IT / ITES Workers in India.

6. Unions Protecting the interests of workers whose Jobs are getting Outsourced.

7. Related studies 

1.  HRM THE FULCRUM OF BPO INDUSTRY

In this era of globalization, the company is responsible for communicating to employees where it wants to go and how it plans to achieve its strategy, providing employees with as much information about the business as possible, and responding to the career initiatives of employees with candid, complete information. According to Kevin Freiberg, the US based management guru, “The high rate of attrition can be effectively curtailed if companies succeeded in infusing creativity in the ‘routine’ job and communicated the company’s larger objectives and customer goals to each employee”. 

As “customer is king “in the world of consumerism, “employee is king” in the BPO industry.   Employees have multiple options to work, for. They join an entity, gain knowledge, skills, undergo training, work ,for a short period of time and then quit. The reason  is improper work environment and high target or a marginal high salary offered  by other entity. All the hard work of the organization comes to end and they to restart the cycle. The organizations need to frame suitable employee retention strategies to avoid such discrepancies and preserve their asset i.e., employees. The corporates should guide youngsters in structuring their career. Employees, in turn are responsible for knowing what their skills and capabilities are and what assistance they need from their employers, asking for that assistance and preparing themselves to assume new responsibilities. HR activities should recognize career stages and assist employees with the development tasks they face at each stage.


               Gartner has projected the total global off shoring to touch US $ 50 by 2007-2008. India is identified to be the predominant choice of destination against the closely competing china, the Philippines, East European countries, Israel etc.

The HR polices need to be framed to suit the different kind of employees across the ladder. The BPO entities need to create a brand identity for their firms among the society to ensure not only the regular inflow of employees but also their consistent retention.


The organization also need to rise up the value chain and develop the youngsters for the forthcoming era of knowledge process Outsourcing (KPO). KPO will require a huge number of engineers, lawyer, doctors, MBAs, etc. A highly qualified person with an experience in BPO will be the ideal choice of KPO.


The stage of competition delivers the image of the participant’s caliber .Let us not compete with Brazil, Mexico, the Philippines, and south Africa for low –end jobs but compete with Europe, China, Japan the US, and Singapore for   high- end jobs and mark the world realize that India is the mine of qualified workforce and is inextinguishable. 


Battles is not won independently. Hence the government, the Indian education system and corporate entities have to join hands and prove to the world that “India is not only a mass product but also a quality producer”.


With the help of quality workforce, we can set a trend where only strategic jobs are outsourced to India.

2. CALL CENTERS


The Epitome of New Corporate culture. The evolution of workforce composed of youth segment in the age group of 18-25 years draws immediate attention from the managers to look at the emerging work atmosphere, which has become an object of criticism from many quarters. The casual inter- personal relationship based on the unlimited freedom is giving scope for many untoward incidences as the reports and surveys point out in recent times. The beginning of a career with handsome salary and other perks irrespective of education background is further driving the youth towards a ‘consumer culture’ in the name of relief from stressful job schedules. The advent of a ‘corporate culture’ in the light of opening up boundaries for foreign vendors and the facilitation of knowledge workers to onsite assignments across   the globe through   ‘L-1’ visas has been responsible for unveiling a new pattern of Economic Liberalization and globalization on India Culture  and Civilization’  He  further draws attention to the ongoing trends in the  IT industry, which are responsible  for creating a new ‘divide’ in society on the lines of income and expenditure. The new corporate  culture is bound to have profound impact on the BPO sector where the levels of maturity among the youth are not idealistic by causing concern to the sustenance of professional spirit . The epitome of the new ‘corporate culture’ witnessed   in BPO operations, displaying the characteristics of non –serious attitude towards sensibilities and responsibilities in life is seen in metros like Mumbai, Pune, Bangalore and Delhi. Perhaps the night schedules added with no formal supervision mechanism are causing concern to the outsourcing companies from the quality   point of view. Besides creating a law and order problem to the authorities sometimes.

The alleged misbehavior rather immoral activates in call center by the medial further endorse the argument for revisiting the BPO industry which alone addresses the issues involved in the management of ‘culture’ across the country, it is partially true to find that word “call” in call centres sounds like an insinuation and the call center employee / associations are taking exception to this trend. They further denounce the argument that India Call Centers are breeding grounds for ‘adultery’ and ‘vice’ as such the reports carried out by foreign media, i.e., The Times (London based), are condemnable from the public point of view. 

3. WOMEN- CENTRIC ORGANIZATION NEED FOR PROTECTION OF 

     ESTEEM


The growing dependence on the call center for a host of personalized services spared domains of finance, banking, insurance, medical and FECG. Where the customer care and quality control segments are exclusively being dealt by the women found in large numbers deserves justification on many counts. The patience in the attending the queries by the customers of divers stream is found to be the asset of women fabric as such most of the key position in workplaces are predominantly occupied by dynamic, soft-spoken, and outperforming women and also so the need for protecting their ‘esteem’ becomes inevitable for the sustenance of the organization. Any attempt to the wart their sensible thoughts, perceptions concerning workplace and outside also causes concern with regard to the logistic arrangement made for protecting the honor and   dignity of sensitive women.

4. WORKERS RIGHTS IN THE BPO SECTOR


According to him convention No.87 deals with the freedom of association.. Workers should have the right to join or not join a trade union or association without fear or favor. Neither the state nor the employer should put any undue restrictions. Convention No .98 deals with two aspects it:  seeks to protect workers and also to exercise their right to organize without interference. It also ensures the promotion of collective bargaining and emphasizes the autonomy of the parties and the voluntary of negotiation.

5. UNIONIZATION OF IT / ITES WORKERS IN INDIAN 



In the wake of economic liberalization in 1991, the government, both at the center and in several states, have been adopting several polices to attract foreign investment. This has led to the growth of exports processing zones, agri- exports  zones and BPO businesses, UNI Asia pacific has already helped launch Aspek in Indonesia that has assisted in launching the IT professional’s Forum in India(ITPF-India ) to establish centers for BPO professionals at Hyderabad and Bangalore.


The UNI seeks to develop links with the academic institutions and target financial call centers run by multinational companies like HSBC which is offering jobs from the UK to India and has sighed globalization agreement with the UK financial Affiliate, ‘UNIFI. UNIFI will ensure that trade unions are observed in HSBC India. The IT professional’s Fortnum seeks to re–package trade unions and show the highly educated young people working in these global back offices what a new union can offer. Global trade union federation like UNI, however, face a problem in promoting global solidarity because the business process outsourcing is possible through a job shifts from high labour cost countries to low labour cost countries. The interest of workers in say, Europe or North American is different from those in South American or developing countries of Asian.

6. UNIONS PROTECTING THE INTERESTS OF WORKERS WHOSE JOBS 

    ARE GETTING OUTSOURCED


When a global seeks to mobilize workers across continents, double arise in the minds of workers in the western countries as to whether the union can balance the interest of workers whose jobs are outsourced to workers in the east who benefit from such outsourcing. 


In recent years, fears about job loss through outsourcing are mounting in the US. Though there are no established unions among the IT workers, the power of the worker’s unity has helped members of the union working for SBC communications, the second largest local phone company in the US. They successfully ended a four –day strike after sighing a tentative agreement that ‘guarantees work’ for its 100,000 union members. IT workers are slowly realizing that unioiatization is a good idea, when they are threatened by retrenchment it certainly pays to band together and act defensively.


Trade unions in the west, for instance in the Netherlands, sign agreements on managing the impact of outsourcing. The agreement with ABN AMRO includes several strategies such as redeployment to other jobs in the establishment after restraining the internal employability center. It is also provides jobs for affected employment in the outsourcer company .The conditions of this workforce transfer are also part of the criteria for the final choice of outsourcer .The employability agreement involves a right for an outsourced. Employees to return two years after the transfer to the destination company. Experiences with the first out sourcing operations, initiated in 2003, showed that approximately 10 percent of the employees returned to the bank, mostly older workers. For the current outsourcing plans, the unions fear, that it will be difficult to find sufficient new jobs for the affected workforce.

7.  RELATED STUDIES


Rao (1985), in his study on Human Resources Development Climate in Indian IT Companies, defined HRD as a process by which the employees of an organization are helped in a continuous and planned way to;

· Acquire or sharpen capabilities that are required to perform various functions association with their presents or expected future roles.

· Develop several capabilities as individuals and discover and exploit their inner potentials for their own and /or organization development purposes.

· Development an organization culture in which supervisor-subordinate relationships, teamwork and collaboration among subunits strong, and contribute to the professional well being, motivation and pride of employees. 


Sheth (1986), proposed the ideal of global competition being for global markets, According to him, besides the increasing universality of consumer needs and wants (Levitt, 1983), the other factors responsible for the trend are: 

 

· Increased access to various domestic markets –as international trade increases, presence of the more foreign products in domestic markets would increase. 

· Standardization of products –the companies wish to benefit from increasing degree of standardization of product quality and safely standards across the markets, both domestic and foreign 

· Worldwide M&A and JV –the trend towards international mergers and acquisitions as well as joint ventures would inevitably lead to global activities. 

It is only in the case of similar markets needs  and  similar markets resources  that companies can go ahead with global marketing .In other situations, the companies’ strategies (sheth ,1987). 

· Product segments –In case the market needs same but market resources, specially expertise (degree of consumption knowledge), are different, the product must be modified to fit the domestic or local market.

· Markets segmentation -Incase the expertise level is same but the needs are different, the products must be offered to a different segment.

· Specially segmentation –In case both the market needs and market resources are different, the company should try for both product and positioning modification across the countries.


Gerstein (1987), has made study on cultural transformation due to information technology (it) invasion .The paper discussed on the term information technology where refers to means of assembling and electronically storing, transmitting processing and retrieving words, numbers ,images ,and sound, as well as to the electronic means for controlling machines of all kinds –from everyday appliances to automated industries. Information technology isn’t just computer and computer software. It also includes communication aids (including telephone, video and radio) and office equipment, e.g. word processors, copiers and fax machines.


Coping with international competition requires flexibility that traditional organization often does not possess. Fortunately, the revolution in information technology permits many organisations to develop the needed flexibility. A revolution facing the organisations stems from the proliferating computer network and the use of sophisticated information technology. Information technology (IT) comprise of complex networks of computers, telecommunication system, and remote controlled devices. Information technology has a profound impact on the organizational operations, power relationships, and development and implement of strategies (Gleckman1993).


Today, information technology has become a crucial weapon helping companies in all industries maintain a competitive edge in the face of growing global competition and rising customer demands for speed, convenience, quality and value. Highly successful organisation today typically is those that most effectively collect store, distribute and use information. More than facilities, equipment, or even and the product it is information a company has and how it uses it that defines organization success- some would say even organization survival. Top managers look for ways to manage, leverage, and protect what is rapidly becoming the most valuable asset of any organization: information and knowledge.


Information technology is an essential component of successful organisation. Managers spend at least 80 percent of their time actively exchanging information technology is used strategically for the internal coordination of the organisation thereby influencing the organization culture. There primary information technology tools for internal coordination are 1. Intranet, 2.enterprise resource planning, (ERP) and knowledge management system.


Internets: Networking, which links people and departments within a particular building or even. Across corporate offices, enabling them to share information and cooperate on projects, has become an important strategy weapon for many companies. Networks may take many forms, but the fastest-growing form of corporate networking is the intranet, a private, company- wide information system that uses the communications protocols and standards of the Internet and the World Wide Web but is accessible only to people within the company. To view files and information users simply navigate the site with a standard Web browser, clicking on links (kawamoto 1998).


Goldhaber (1993), pointed out the interesting issues that, while there is pressure on manger to place high premium on issues like empowerment and involvement, the explosion of IT may hinder or inhibit such a purpose. Weick (1985), has suggested that IT, in effect, not only interferes with human interactions, but also interferes with member’s ability to make sense of events in the organisations. Thus, a major psychosocial need of the people – to interact,  have exchanges, given and receive feedback, and be able to interpret events through face-to –face interactions- cannot be fully met.


Daniels et al., (1994), Information technology helps operationalize the need for greater interdependence between employees and develop their awareness for joint accountability, thus rendering the job of middle managers redundant. As two researchers concluded: “Especially in the areas in which top managers use IT to recentralize authority, middle managers would be eliminated. Those who survive would find that some of their functions are taken over either by a computer or by high levels of management” .All this will have a major impact on the cultural organisation.


O’Connell’s (1998), Assessment of the impact of IT on human relationship and the system of interaction within the organization is worth mentioning. He contends that with the induction of Information Technology in work organizations:

· Opportunities for face-to-face contact will be diminished; information from non –verbal cues will be reduced. Consequently, opportunities for random, spontaneous information sharing will be reduced Managers will need to structure work relationships to provide more opportunities for face-to face contact to occur. Meanings will be derived increasingly from texts and symbols.

· More information massagers and: “short- circuiting” of the hierarchy will occur as new formats are accepted due to the remote nature of an electronic networks. Organization structure and formal information will be redefined.

· Channel effects will mean that messages of affect  and value will decrease. Digitized data, withless context and lnterforetation , will be the norm. Consequently, decision- making may be impaired rather than enhanced. Ambiguity in interpreting information will increase, and the quality of decision could decrease with the lack of organisation values and context. Organisations will need to work harder at communication their values and corporate history. Mangers will have to seek new ways of communicating the affective components of massager. New and improved decision –marketing skills will be needed.

· Trust will play a changed role in new environment Trust develops with shared experience, values, and given –and- take that are the result of human communication. Satellites, electronic mail, and networks could reduce the dimensions of trust to which we are accustomed. New dimensions of trust may spring up in the place.

·  The computer imposes a discipline of linear thinking Data is processed at speed that increase with each new version of the chip. Consequently, people may become less patient and tolerant for individual styles of communicating. Organisations may find themselves becoming less tolerant of people who do not think or perceive in a strict, linear mode. Organisations will need to find ways to encourage and protect nonlinear thinking and communicating.


Expectations of work performance may be machine driven .As we become accustomed to the speed and accuracy of the computer, we may expect employees to have the same qualities and produce in similar manner. Employees in some organisations will perceive this as dehumanizing and not congenial. Unions will take up the human environment as an issue.  New ways of defining and using performance standards will be needed. Based on the above observations, it can be concluded that with the invasion of IT in the business environment, senior managers must encourage mutual respect and create positive work climate, which recognizes the need to transform the organisation into a more adaptive and effective configuration.


Pathak Hussian et al., (1998), incisively and insightfully analyzed IT industry trends and suggested that organizations could plan their future better by gearing up to meet the management challenges that IT will pose in the coming years. The IT revolution is marking tremendous impact on the industry and trade by relentless technological innovation, massive growth in computer power, world wide networks and ever- growing electronic factories. The need to developed software with minimum cost has brought the developed world to the underdeveloped courtiers and as a result, India has emerged as one of the leading software exporting countries in the world, due to its large base of well- trained and intelligent manpower. An appropriated HRD strategy of agreement and improvement in the work practices is a pre-requisite to achieve the objectives of modern business and industry.  An important function of HR departments is to keep employees, well informed of the company’s new issue in addition to financial details pertaining to the health and well being of employees, with a view to maintain completive edge and change with optimum accountability .The success of any HRD. activity depends largely on the commitment of the top management to HRD.Dymaic organization are building boundary –less organization believing in team building and partnerships with a view to achieve by stimulating positive forces for humanizing the IT system and organizations enabling the human resources working in there to make their best contributions.


The ESOP (Employee stock Options offered by Infosys and HP to employees, open culture of wipro and HP, and STEP (software technology and Entrepreneurial program), of satyam computers are benemarks in the Indian IT industry.


Jacob Kaza Kumar et al., (2000), Presented a paper, based on the experiences of HR professionals in the leading organizations in the IT industry. In the changing scenario of liberalization and globalization of the Indian economy, the experience of the IT industry in developing and managing HR, can provide new insights to others. It would be incorrect to say that HRD management practices in the IT industry are very different or unique. What does set it apart is the extent to which developmental approach is practiced, the intensity of HR processes, the extent of openness and transparency, degree of willingness to try out new method and process and system of managing people and a degree of responsiveness to the needs of the internal customers.






Bandyopadhyay (2001), in this article, emphasized on the new HR competencies required for Indian IT industry. These competencies, when acquired, enable HR professionals to have a new paradigm. Which focuses less on. What HR does and more on what HR delivers. Four roles that professionals should play for achieving organizational excellence are:  (1) Strategic partner (2)Administrative expert  (3) Employee champion,  and  (4) Change agent.


In today’s scenario the only true long-term differentiator between two similar IT originations is their ability to attract, develop and retain their knowledge worker.


The IT Industry Human Resource Assessment 2002-03 study was conducted by Hewitt Associates. The study allowed stimulations and customizations, and was targeted at technology organizations, which are trendsetters in HR practice in the industry. Besides compensation analysis, the major highlights of this study included people practices like recruiting /hiring/ orientation; development and learning; work environment; rewards and recognition; health and well being; time / work /life and HR information system, data management and administration. The study looked at factor that support not only Human Resources (HR), but also all the business unit heads in taking strategic people decisions. 


It was revealed that in a successful IT firm, it is the motivation and creativity of the junior- most resources, that is key to organization renewal and sustainable success. 


The literature review that clearly indicates that HRD has been seen as an important weapon for organization effectiveness and business development.


Ramasamy (2003), writes, “The outsourcing of production workers, services, final products and components reflects the distancing strategies, particularly in the presence of dual labour markets, on the part of industrial firms to gain new margins of flexibility in increasingly competitive markets” some benefits of outsourcing are: access to advance technologies, vertical expertise, and speed of service that can alleviate CSR turnover problems. 

Stiglitz, (2003), global marketing is not only expedited by homogenization of customer needs and standardization of products but can also be the cause of it. This critical linking and dependencies of marketing can also lead to risks of spreading economic maladies .psychological barriers result out of customer’s resistance to any cultural change which may bring about any deviation from tradition and it includes both products and practices. The process of globalization, which in large measure implies the domination of western culture characteristics and standard practice, can have different   implications for innovation’s adoption or rejection.


The image of social –economic advancement and elevated status associated with western practices may strongly stimulate the adoption of standardized products and services in less developed countries But in view of the rising  anti –globalization  anti-west stance taken by specific interest groups   in the developing world, this image could cause great antipathy and be a permanent barrier for any product emanating the or association with part of the world. Stereotyped thinking regarding the origin or any other general associated may also provide perpetual sources of customer resistance to marketing. Keeping in mind all these variables, the marketer’s   response would be to promote products that would not be in conflict with societal cultural norms or belief-structure, any inconvenience like mismatch with local customer and traditional customers may increase the costs of adoption.


Raul (2004), had made study on “BPO in Indian Landscape”. The paper discussed on Focusing on every facet of business is to strategically sound business principle in the context of achieving goal of value maximization of the organization. Out sourcing of supportive activities enable the company to do better with fewer resources, increase in earning before interest depreciation tax and amortisation (EBDITA), improve core competencies lighten the burden of organization in respect of screening choosing, appointing and managing employees, maintain high degree of quality of product, access to advanced technology acquire outside expertise and meet the changing demand of customers..

Chakravartty (2005), argued “white –collar nationalism” in both Indian and the US, enabled by recent technological and economic changes that have made the white–collar professional emblematic of each nation’s hopes and aspirations, has been effectively harnessed to a conservative social and economic agenda. Following from earlier blue–collar opposition to NAFTA, this current form of nationalism draws upon and expands the discursive connections between nationalist populism and anti–globalisation sentiment. Unlike middle class professionals, the ‘working class’ loyalty to the nation is not suspect.

Divya C Mcmillin  (2005), in his study on “Outsourcing Identities Call Centers and Cultural Transformation in India” stated that as vans with tinted windows creep at night into middle class, urban neighborhoods in Indian, spiriting away young men and women to work until dawn at multinational call centres, identities are transfigured, the local marking uneasy room for the lucrative global. Following the short –lived dotcom boom in India (2000-02), Information Technology Enabled Services-Business process Out sourcing was first considered by many InfoTech industry watchers as a capricious venture, liable to crash due to poor infrastructure. The phenomenal success of Bops particular call centers, continues in 2005, offering high –school and college English –speaking graduates quick employment with comparatively high wages. Though empirical research, this article addresses the transformation of Indian urban labour into a global proletariat. The paper focuses on the role call centers play in unmooring local identities to construct transnational labour identities for a neocolonialist workplace.


Elisha Madhu Kumar (2005), while studied on “Indian it industry: past and future, Discussed on IT revolution across the world coincided with the liberasation of economic polices of India. This historical coincidence resulted in catapulting Indian players as a major force in the global markets of IT services. Inspite of their rapid strides, Indian IT companies hold less than two percent  of the global market share The top Indian IT companies are the lower rung of the IT services value chain. Indian IT industry should consolidate itself in the lower end of custom application development. and successfully thwart the onslaught of top tier players. Which are moving down the value chain. As other countries like  china are likely to catch up with India in reengineering and maintenance, Indian companies should look for strategies to retain the dominant share at the lower end. Emerging verticals like governmental and retail sectors help in this area. Fuelling the growth of domestic manufacturing sector should be at the top on the agenda of Indian IT industry. Product development through the route of enhancement and of successful global products is a sure bet to climb up the value chain. The vast project management and domain expertise accumulated over the past fifteen years should be channeled into successful consultancy activities to put Indian IT companies at the of the value chain.

Anandan Pilliai (2006), studied HR Issues in BPO. According to him The BPO industry has attracted the world’s attention by its wonderful performance. Though western countries view India as low cost destination, the talented young pool of BPO employees is contributing about $5 billion to the industry is blurring due to the presence of some issues in Human Resource Management .The article discusses the HR issues in the Bops.


Sireesha Maidenna (2006), had studied on “BPO A Snapshot through the Lens of HRM”. The study discussed success of BPO hinges on the competence of their human resources. The outsourcing industry had evolved from being a peripheral player to strategic solutions provider to its clients. Given this shift in this profile, there was a need to have a re-look at the various HR related dimension in this sunrise industry. Evolving a set of practices that are unique to the industry will ensure better employee’s retention and productivity. 



Radha Mohan. Chebolu  (2006), had attempted study on “ Revisiting the BPO it’s Time Image – marking “The author visualized a grand further for BPOs, in view of the growing market, the corporate houses have to make an attempt for putting in operation a new agenda of governance. This keeps in line with the objective of creating a new image for the ‘domain –specific’ rests .The study discussed, the core issues that find relevance in the image –marking exercise are discussed besides revisiting the current scenario from a socio- cultural perspective. While analyzing BPO’s – The Hope of Middle Class Youth he stated that not it is not an exaggeration to say that the current youth stated perceiving employment in call centres as a “career launch pad”. This perception is more prevalent among the middle class segment whose aspiration are generally found to be so moderate.  Besides the decline opportunities in the public sector, the capacity to generate more cash flows irrespective of the formal education enabled the turn out of potential youth to call centers spread in banking, finance and FMCG sectors. Limited application of intellectual capacities and sophisticated work environment are found to be the motivating factors and women are drawing advantage in this realm .The technicalities of job profile further suited the mindset of the new generation who are conscious of  “freedom “ in life style be it in workplace or outside .The growing   family “budget “in terms of ‘higher education’ and ‘luxurious living’ further triggered the passions of middle class parents that made them to encourage children to opt for placement in  ITES .The starting salary of a call centers employee is found to be much higher than a doctor or lawyer, says Narendra Kinger, a clinical  psychologist, and also  finds it responsible for the moulding of youth passion towards the earning steam rather than pursuing higher  studies ,Earning  at an early age that too  more than the parental incomes  is often bound to tilt the power scales of balance  at home leading to an individual thinker by the sons and daughter, opine some of the parents.


            The economic independence at an early age may also prompt them to deviate from virtuous life and get addicted to a luxurious life–style .By drawing pleasure out of the financial contribution made by his daughter, considered to be a burden in terms of matrimony a retired employee from the government sector goes to the extent of applauding ‘the technology boom’ that has enabled the youth to develop a career path of his or her own with no support from outside The sudden switchover to  ‘earning stream’ from “ spending mode” is the offshoot of boom in the services driven economy as such transformation of ‘youth’ into responsible citizens is a notable phenomenon. The  age between 18 to 25 years is considered to be the idea time for enjoyment by youth is now being spent on productivity assignment in call centers showing a novel feature of transformation in the society. This gives us a direction to the root cause problems emanating in call center be it “ inter- personal relationships ‘or “professional integrity.  The energetic performance of the youth found to be responsible for the good harvest reaped out of the BPO sector no doubt created a prospective scenario for the future in the form of expansion to   tier –II cities.


Venkata Ratnam (2006), in his study on ‘Indian Bops unionism and Representation’ the stated that of late, on the demand for unionizing the BPO workers is gaining momentum across India. As aspirations and demands of the young and educated workforce of the BPO industry are quite different from the traditional workforce, unions are facing difficulties in organizing employees of this industry. Labour unions need to reinvent themselves to be of relevance to the workers in IT and IT enabled services. The study discusses problems of BPO employees and the ways to unionize them.


Sonal Saxena (2006), had attempted study on Human Resources Development Climate in Indian IT Companies .The study discussed the fact that technological sophistication is a sine qua non for rendering prompt and effective services .The major challenges faced by the IT industry is the field of human Resource Development (HRD) In order involve the employees as active participants HRD activities must be consistent with the development efforts of the organization, only then will there enthusiasm and creative potential of the employees be mobilized. The IT  industry has given HRD the chance to be more creative. At a time when the winds of change are blowing across the entire IT industry, the innovative polices and trends adopted by are HR professionals may help the industry to reach a new level of maturity and strength. The ESOPs employees, (Employee Stock Options) offered by Infosys and Hewlett Packard (HP) to there the open culture to Wipro and HP; and STEP (software technology and Entrepreneurial program) of Satyam computers are benchmark in the IT industry. The major finding of this paper are based on a descriptive research design undertaken with the help of structured questionnaires to study the HRD climate for marketing professionals in the IT industry. The data is based on the responses received from five top management personnel and 25 percent marketing a sample of five IT organization, in 2003. Certain statistical tools are employed in the study for assessing whether the hypotheses formed at the beginning of the sample organizations do not differ significantly.




Velu Suresh Kumar  (2006), had attempted to study on “BPO: Gearing for the next leap” Business process Outsourcing (BPO) the market mantra, is the long term contracting out of non-core business to an outside provide to achieve cost reduction, and improve service quality. According to Gartner, BPO is the delegation of one or more IT intensive business processes to an external provider, which in turn, owns and manages the selected process based.  On defined and measure able performance criteria. In shout, it has become an establish tool for cost saving and productivity enhancement for developed markets. So much MNC move their non-core business process to outsource provider. This provider a means by which to concentrate on the core areas of their business that gives maximum benefit an also save precious time for management of resources.


Mobina Hashimi (2006), in his study on “out Souring the American Dream Representing the stakes of IT Globalization,” discussed the growth of the Indian IT   sector is widely seen in the US as the result of the “export” of “American” jobs; ignoring the context of changes within India, American media represent the Indian IT boom as the effect of problems within American political, economic and education structures. This study examined how India and Indian IT are represented in relation to American’s position within the global economy .On the one hand, IT outsourcing to Indian is seen as a “natural” result of free market capitalism, but, on the other, it is an “unnatural” disturbance in the balance of power between the US and the rest of the world. He argued that this ambivalence can be better understood by examining how freedom, mobility and   autonomy are powerfully articulated in constructions of American national identity. Indian IT workers threatening not just because they are “taking” American jobs, but because “the American dream” seems to have migrated to India as well. The retreat into economic nationalism and calls to strengthen territorial   boundaries suggest the inability –or refusal –to imagine mobility in relation to American national identity in terms other than that of unhindered movement into temporal and spatial frontiers. 


Shailendra Bisht (2006), has made studied Information Technology and Globalization of   Markets. He has discussed the individual and collective influence of globalization and the Internet. The approach was to understand the influence of increasing globalization of markets and development of new Internet –related technologies on the marketing function. The paper examines the assimilation and effect of the Internet, especially in the marketing function. The study cautioned marketer against the indiscriminate use of the tools provided by IT .It also I discussed the ethical social and legal issues related to the assimilation of IT in the marketing function. 


Sireesha Mamidenna (2006), had studied on “BPO A Snapshot through the Lens of HRM” The study discussed the success of BPO s hinges on the competence of their human resources. The outsourcing industry had evolved from being a peripheral player to strategic solution provider to its clients. Given this shifts in its profile there is a need to have a re-look at the various HR –related dimensions in this sunrise industry evolving a set of practice which are unique to the industry will ensure better employee retention and productivity.


Satish et al., (2006), had made study on “Time to take the BIG Leap .The study discussed that the mood in the industry is upbeat. However changing market dynamics call for rethinking on strategies Indian IT companies have to ascend the value in order to remain competitive. According by 2010 the IT sector is expected to contribute 7% to the country’s GDP co, pared to the presents 3 percent  Since it’s raining profits everywhere investment and expansions seem to be the in- thing for the industry. The Indian industry is currently at so called infection point. On the one hand, it has gained lot of importance as the key driver of the country’s economy On the other companies are facing sustained pricing pressures and a gradual fall in the margins.


Muthalagu (2006), has made studied on Information Technology –a fast –growing service The study  discussed on service marketing has occupied a vital place in business studies all over the world This concept was conceived inn developed countries during the during the 1970s In many developed countries the contribution of the services sector to the GDP is more than 75 percent. However, in developing countries, the growth in the contribution of the sector began only during the 1990s The liberalization of Indian economic polices, deregulation of key sectors and progressive moves towards further integration with the global economy have been the key drivers on increased IT adoption in the country.


Amandeep Sandhu (2006), has made study on Why Unions Fail in Organizing India’s BPO – ITES Industry. The study discussed on call center employees do not want to be part of trade unions because they associations the latter with “blue- collar workers” and not with their own perceived self- contained work schedules and the highly modernized self-contained work islands they inhabit encourage them to think of unions as unnecessary. 


There is a growing debate on the status of call center workers who form a significant chunk of India’s Business process Outsourcing (BPO)- Information Technology Enabled services (ITES) industry. It follow the release of a report by a government –sponsored labour institute VVGiri National Institute of Labour that compare India’s BPO workers to galley slaves in Roman ships and brands call centers as “sweatshops”. Some Indian writers and columnist –like   praful Bidwai and chetan the author of One Night at a Call Center –have criticized call centers for exploiting Indian workers and making them work as cyber coolies. It’s perfect sweating scenario, except that you’re working with computers and electronic  equipment rather than looms or whatever: And Bhagat has blamed call centers for ‘corroding a generation’ because the work makes “call center employee lose their self- esteem”.


Kiran Karthi, The IT and ITES trade body Nasscom’s president, has called the idea of a call center union preposterous because workers do not desire unions in this sector, as they are content with their work conditions. Azim Premji, the CEO of Wipro, has cautioned that the demand for a union in the sector will lead to a loss in India’s image of competitiveness in the global economy. These represent two of the main arguments made by the industry – that the conditions of workers are so good that they do not want to join a union and that a union in the industry will corrode India’s image as a favored destination for outsourcing of BPO work. There are some, however, among the industry  -who support unionization as long “control the menace of attrition that is emerging as a stumbling block to BPO sector’s growth”.


The second point that in the BPO management make is that the introduction of unions into the BPO sector will lead to decrease in the flow of outsourced work into India. In a recent face –off on a the editorial page of Times of India, Ban galore Neeraj Bharagava, CEO of WNS Global Services, argued: “Unionisation will drive away customers and kill the golden goose”. While this is a valid point to an extent, the main reason that off shored BPO work is coming to India is to save costs. And while the establishment of unions will drive up the cost of labour over the longer duration, there is no fear in the short term that the cost of work will become so high that the companies will not come to India. Both the extent of the market and the depth of experience in India make it impossible for the industry to loose work to other countries in the short term.


Jagadees Pandi (2006), has made study Out sourcing and IT Enabled Service sector in the Globalisation scenario Emerging challenges future. The study discussed  on  Indian is a country that can feel the pulse of the society and change its image accordingly in spite of its diversity. Now the Business process Outsourcing sector (BPO) is marking waves in the Indian landscape. It is one of the most dynamic sector after the IT boom that swept across the country over a decade. Passing through the information technology (IT) Phase, the country has gradually turned itself into a hub center of IT and IT enabled services (ITES). Today, India is the hottest nation for any company, which wants to outsource its business process The BPO sector has given India an impetus to the overall growth with its export growth, employment generation and creation of ancillary industries such as transport, catering and training, which in turn are generating substantial tax revenues. The BPO industry is considered to be part of the ITES industry. The Indian ITES sector is expected to generate to generate nearly two million jobs in the country in the next few years .According to National Association of software and service Communication (Nasscom -2002) report, the revenue from this industry which is stood at $1.4 billion in 2002, are expected to rise sharply to $24 billion by 2008.

CHAPTER III   

METHODOLOGY


The methodology followed for the socio-economic profile of selected women with special reference to A study on the socio-economic profile of selected women in call centre, Coimbatore.

The methodology adopted for the present study discussed under the following heads.

1. Selection of the local

2. Selection of the sample

3. Collection of data

4. Analysis and interpretation of the data

5. Terms and concepts used

6. Out come of the study

7. Limitations of the study.

1.  SELECTION OF THE LOCALE

The present study was exploratory study conducted to study and understand the socio-economic profile of the women who are employed in the call center.  And also to identify their problems, cultural transformation, and the benefits enjoyed by them, which enhanced their social outlook and standard of living.  Hence, the selection of the locale of the study was confined to selected women in call center in Coimbatore city on two grounds of easy accessibility of data and time constraint.

2.  SELECTION OF THE SAMPLE


“A sample is a collection of observation on a certain variable.  The number of observations included in the sample is called the size of the sample (Koutsoyiannie, 1997).  The total sample consisted of 100 women workers employed in KGISL call center located in Saravanampatty 14 kms from the Coimbatore.  The samples were selected by adopting purposive sampling techniques since not all members were willing to supply the required information. Hence, the investigator approached only those members who were willing to co-operate and supply the required information.  In the call center, women are employed in Business outsourcing process (BPO), Customer’s Services, Tele Sales, executives etc.


KGISL Call center was started in the year 1994.  The Chairman of the center is Asok Bhavatchalam. The  Board Directors are Mrs. Vijayalakshmi Asok, Mr. Sridharan and Mr. Srineevasan 
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Note:


In the call center selected by the Investigator nearly thousand people (Male 400, Female 600) were employed.  In the saravanampatti alone, (60 percent) of women were employed; and the remaining (40 percent) of women in the call center were employed in the other call centers which are located in Sungam        (10 percent),  Ramanathapuram (10 percent), Peelamedu (10 percent), Vadakovai      (5 percent), Thudiyalur (5 percent).

COLLECTIONS OF DATA


Interview method was used to collect the relevant information for the current  study. In the words of Gupta, (1999), “an interview schedule refers to a set of settlements in a face to face situation and field in by the interview himself/himself. The interview schedule used in the study is given in Annexure I.  The data required were collected related to the period, April 2007.


The member of the Board of interview method was used to collect the relevant information for the current study

3. ANALYSIS AND INTERPRETATION OF DATA


The data thus collected were consolidated, tabulated, analysed and interpreted.  The important tools used in the present study are given below:

a.  Simple Percentage Analysis:


The absolute figures could not help to infer either exact or correct information therefore percentage method is applied.  The simple percentage method is applied. The simple percentage method was widely used throughout the current study.

b.  Chi-square test


The chi-square test was used to determine whether there is any association between certain selected socio-economic variables and 

i. Work status of women

ii. Decision status of the women.

The chi-square (X2) value was calculate from the formula.


(X2)  = S 
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Where,


O – is the observed frequency in each category and E – is the expected frequency in each category.


The degrees of freedom are given by (C-1)  (r-1), where C denotes, number of columns and ® number of rows.  The obtained value is compared with the critical value at the given degrees of freedom to draw the inferences from the sample.

c.  Garrett ranking Technique


To determine the reasons for either taking up or not taking up a job, the respondents were asked to rank the various reasons according to their order of preferences.  The ranks were converted into percent position by using the following formula:
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Where R is the rank given by respondent and N is the number of item’s ranked, from the percent position, the individual score was determined as a scale of 100 points by using Garrett’s rating scale.

5.  Terms and Concepts used
a. Women Empowerment 


The Nineth five year plan adopted the strategy of women’s component plan, under which not less than 30 percent of funds / benefits are earmarked in all the women – related sectors, for women specific programmes. A review by the planning commission of the progress of the women’s component plan during the nineth plan (1997-2002) has confirmed that nearly 42.9 per cent of the Gross Budgetary Support (GBS) in 15 central Ministries / Department aggregating a total amount of Rs. 51,942.53 crores, has been spent on women. In Five Ministries / Departments viz, Family Welfare, Health, Education, women and child and Indian system of Medicine and homeopathy as high as 50 – 80 per cent of the plan expenditure was incurred on women.  The tenth five year plan (2002 – 07) has undertaken to some special measures further strengthen the process of women’s component plan.

b. Call Centers:  

The Epitome of New Corporate culture. The evolution of workforce composed of youth segment in the age group of 18-25 years draws immediate attention from the managers to look at the emerging work atmosphere, which has become an object of criticism from many quarters  .The casual inter- personal relationship based on the unlimited freedom is giving scope for many untoward incidence as the reports and surveys point out in recent times. The beginning of a career with handsome salary and other perks irrespective of education background is further driving the youth towards a “consumer culture in the name of relief from stressful job schemed. The advent of a “corporate culture in the light of opening up boundaries for foreign vendors and the facilitation of knowledge workers to onsite assignments across   the globe through   L-1” visas has been responsible for unveiling a new pattern of Economic Liberalization and globalization on India Culture  and Civilization  “ He  further draws attention to the ongoing trends in the  IT industry, which are responsible  for creating a new “divide” in society on the lines of income and expenditure .The new corporate  culture is bound to have profound impact on the BPO sector where the levels of maturity among the youth are not idealistic by causing concern to the sustenance of professional spirit . The epitome of the new “corporate culture “ witnessed   in BPO operations, displaying the characteristics of non –serious attitude towards sensibilities and responsibilities in life is seen in metros like Mumbai, Pune, Bang lore, and Delhi perhaps the night schedules added with no formal supervision mechanism are causing concern to the outsourcing companies from the quality   point of view., besides creating a law and order problem to the authorities sometimes.

The alleged misbehavior rather immoral activates in call center by the medial further endorse the argument for revisiting the BPO industry which alone addresses the issues involved in the management of  “culture “ across the country, it is partially true to find that word “call in call centres sounds like an insinuation and the call center employee / associations are taking exception to this trend. They further denounce the argument that India Call Centers are breeding grounds for adultery and “vice” as such the reports carried out by foreign media i.e. The Times (London based) are condemnable from the public point of view. 

6.  Outcome OF THE Study

The outcome of the study showed a significant change in cultural outlook, decision making in family matters, social status and high standard of living. They also faced some general and health problems.

7.  LIMITATIONS OF THE STUDY

1. The study was based on primary data.  Hence, the inadequacies of primary data also hold here.

2. Due to time constrains, information on administrative functions / investment pattern, project details of the call center were not attempted.

3. To study is applicable only to KGISL call center in Coimbatore city.  Therefore, the findings of the study would not be generalized for the women who are employed in call center other than the KGISL.  But these limitations in no way negate the findings of the study and offer scope for further research in future.

CHAPTER IV

RESULTS AND DISCUSSION

The results of the study of social –economic profile of the women employed selected in call center in Coimbatore was presented and discussed under the following heading: 

1. Global services and its location 

2. Production of IT a services in India 

3. Exports of IT services from in India 

4. Socio –Economic profile of women in selected call center, coimbatore 

5. Cultural transformation of the women in the call center and the services provided by call center in coimbatore 

6.  Benefits and Problems faced by the selected women at the selected and the suggest recommendations to enhance their social status  

India is far ahead of other competing destinations such as China, Eastern Europe and Russia, the Philliphines, Mexico and Ireland, among others. 

TABLE   - 4.1

A.T. KEARNEY GLOBAL SERVICES LOCATION INDEX 2005

	Rank
	Country
	Financial structure
	People and skills availability
	Business environment
	Total sore

	1
	Indian
	3.47
	2.14
	1.26
	6.87

	2
	China
	3.21
	1.76
	1.17
	6.17

	3
	Malaysia
	2.95
	1.12
	2.00
	6.07

	4
	Philippines
	3.58
	1.16
	1.05
	5.78

	5
	Singapore
	1.62
	1.44
	2.67
	5.73

	6
	Thailand
	3.27
	0.94
	1.51
	5.72

	7
	Chech Republic
	2.57
	1.12
	1.90
	5.58

	8
	Chile
	2.73
	0.97
	1.87
	5.58

	9
	Canada
	1.10
	2.03
	2.40
	5.52

	10
	Brazil
	2.91
	1.36
	1.23
	5.50

	11
	Untied states
	0.54
	2.74
	2.22
	5.49

	12
	Egypt
	3.55
	0.96
	0.98
	5.47

	13
	Indonesia
	3.51
	1.08
	0.89
	5.47

	14
	Jordan
	3.02
	0.91
	1.43
	5.35

	15
	Bulgaria
	3.29
	0.86
	1.11
	5.27

	16
	Slovakia
	2.72
	0.96
	1.55
	5.24

	17
	Mexico
	2.87
	1.16
	1.19
	5.22

	18
	Poland
	2.67
	1.06
	1.44
	5.16

	19
	Hungary
	2.61
	0.88
	1.63
	5.13

	20
	UAE
	2.66
	0.61
	1.85
	5.12

	21
	Costa Rica
	2.96
	0.97
	1.34
	5.09

	22
	Ghana
	3.57
	0.58
	0.93
	5.08

	23
	Argentina
	3.14
	0.93
	0.98
	5.05

	24
	Romanian
	3.07
	0.92
	1.05
	5.03

	25
	Jamaica
	2.92
	1.01
	1.10
	5.03

	26
	Vietnam
	3.55
	0.69
	0.76
	5.00

	27
	Russia
	2.83
	1.31
	0.85
	4.99

	28
	United kingdom
	0.46
	2.12
	2.41
	4.99

	29
	Australia
	0.97
	1.66
	2.29
	4.91

	30
	Tunisia
	2.97
	0.69
	1.20
	43.86

	31
	Germany
	0.50
	2.10
	2.23
	4.84

	32
	South Africa
	2.76
	0.81
	1.24
	4.81

	33
	Israel
	1.86
	1.22
	1.67
	4.75

	34
	New Zealand
	1.28
	1.19
	2.28
	4.74

	35
	France
	0.40
	2.34
	2.05
	4.69

	36
	Panama
	2.90
	0.65
	1.10
	14.65

	37
	Portugal
	1.60
	0.83
	1.80
	4.28

	38
	Spain
	0.96
	1.50
	1.67
	4.12

	39
	Ireland
	0.42
	1.41
	2.25
	4.07

	40
	Turkey
	2.14
	0.91
	0.92
	3.97


Source: Industrial Herald, A.T. Kearney (2006), P.P.45, May 2006.


The weight distribution for the there categories is 40;30:30 The financial structure is weighted on a scale of 0-4,and the category for people and skills availability, and business and environment are on a scale  of 0.3.

TABLE - 4.2

PRODUCTION OF IT SERVICES IN INDIA

                                                                                                            Rs .in crores   

	Sl. No
	Year
	Computer
	Software
	Communication and Broadcast Equipment

	1
	1999
	2,500
	23,00
	4,000

	2
	2000
	3,350
	35,800
	4,500

	3
	2001
	3,520
	44,600
	4,450

	4
	2002
	4,180
	56,000
	5,400

	5
	2003
	6,600
	70,500
	5,980

	6
	2004
	8,680
	93,500
	8,300


  Source:http:// www .mit.gov.in/abid/eproduction ,asp .com

Computer industry 


The production and consumption value of computer increased from       Rs 2,500 crores in 1999 to Rs 8,680 in 2004 due to high corporate consumption, buoyancy in small towns and a significant increase in internet facilities .The announcement of new broad band policy by the Union Government de-licensing of wireless for indoors and outdoors, reduction of excise duty of 6to 7 percent imposed by government to safe guard duty local manufacturing of computer are also helping the growth of IT sector in the country.

Exports of IT services:


 Indian software and services export were Rs78, 230 crores in 2004 –05 as compared to Rs 55,510 crores in 2003-04 an increase of 34 percent in terms of the rupee export.

TABLE   - 4.3

EXPORT OF IT AND ITES IN INDIA

	Year
	IT Exports
	ITES Export
	Total
	Percent of it Total Export

	1999-00
	14,750
	2,400
	17,150
	86.00

	2000-01
	24,100
	4,250
	28,300
	85.00

	2001-02
	29,400
	7,150
	36,500
	81.00

	2002-03
	34,800
	11,300
	46,100
	76.00

	2003-04
	16,350
	16,350
	55,510
	70.50


 Source: NASSCOM report on BPO http:// www.bpoind.org/ knowledge .com   


Revenues from ITES –BPO grew from US$2.5 billion in 2002-03 to US$3.6 billion in year 2003-04 According to the McKinney report , it is estimated that the IT industry by 2008 will be   contributing 35 percent of the country’s 35 percent of the total exports in 2008 ,The share of IT  software and services industry in the GDP would be 7 percent in2008 from 2.64 during 2003-04 Employment generation though the  software services sector would be 2.2 million in 2008 from 813,500 in 2003-04 This was because of the rapid of the growth in demand from overseas and domestic consumers    

A) Socio- Economic Profile  of women in  the selected call center  Age:

           It is generally assumed that age plays an important role in the productivity of women and their success. The total sample size obtained for the purpose of the study comprised of 100 Women employed in selected call centre have different age groups.

TABLE -4.4

DETAILS REGARDING THE AGE OF THE WOMEN EMPLOYED IN SELECTED CALL CENTRE

	S.No
	Age
	Number
	Percentage

	1
	18-25
	65
	65

	2
	26-32
	35
	35

	
	Total
	100
	100


    

    Source : field survey 

Out of the total sample 65, percent of women was on the range of  18-25of the years, 35 percent was in the range of 26-32.and above years . It was concluded that age is an important factor which enabled them to think clearly and positively

MARITAL STATUS 

         Table -2 depicts the details regarding  Marital status of women employed in call centre 

TABLE 4. 5

MARITAL STATUS OF THE WOMEN IN CALL CENTER

	S.NO
	Marital status
	Number
	Percentage

	1
	Married
	45
	45

	2
	Unmarried
	55
	55

	
	Total
	100
	100


   

Source :field survey 

             It was observed that the higher percentage (55 percent) of women found to be unmarried and the remaining 45 percent of women were married in the call centre.

Educational background of the respondents.

A minimum level of education is essential for women to perform functions at employment level and also  outside their job .Table 4.3  shows educational back ground of the women employed in the call center. 

TABLE 4 .6

EDUCATIONAL LEVEL OF THE WOMEN EMPLOYED IN THE CALL CENTER

	S.No
	Education
	Number
	Percentage

	1
	Diploma
	24
	24

	2
	UG
	37
	37

	3
	PG
	25
	25

	4
	+2 Level
	14
	14

	
	Total
	100
	100


  Source : field survey      

             Women’s education and development are related to each other. Education facilititates  an individual to   venture in to various types of activities. It may be assumed that highest level of education may facilitate women to perform well in the envoys that they venture into . Except 14 women respondents, the remaining 86 percent of the women were qualified themselves university level of education 

TABLE 4.7

MONTHLY INCOME OF THE WOMEN EMPLOYED IN THE CALL CENTRE

	S.NO
	Monthly Income Rs
	Number
	Percent

	1
	5000
	16
	16

	2
	5,000-10,000
	44
	44

	3
	10,000-15,000
	33
	33

	4
	15,000 above
	7
	7

	
	Total
	100
	100


Source : field survey 

 
Among the total respondent (100), 44 percent of the respondent earned an amount of   Rs 5000-10000; 33 percent of the respondents earned monthly income of Rs 10000-15000, 16 percent of the respondents have earned less than Rs 5,000 and the 7 percent of the women employed in the selected call centers earned an income of Rs 15,000 and above. More than percent of the women had earned a monthly income  of RS 5,000 to 15,000. 33 percent of the responded (i.e one third of the selected women ) earned  an income income of Rs 10,000 to 15,000,where is a decent salary , which enhances  then quality life and social status.               
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TABLE  4.8

TYPE OF TRAINING UNDERGONE BY THE WOMEN EMPLOYED IN CALL CENTRE

	S.NO
	Type of training undergone by the women

	1
	Oral of written communication skills

	2
	Ability to do multitask in a fast phased environment

	3
	Computer skills

	4
	Training includes workshops, seminar, call observation, production knowledge tests

	5
	Monitoring and coaching

	6
	Online tutorials


Source : field survey 

To be employed in the call center, women were required to fulfill the level of higher education, but also they were expected to undergo some sort training in the computer field .the present study analyses the type training the selected women had undergone earlier  . The women employed in call centres were highly trained not just in the technology. but also in voice, conversation, and troubleshooting to garner new customers and to retain old ones they All  the tests  selected women satisfactied the oral and written  communication skills and ability  to multitask in a fast paced environment, computer skills (such as familiarity with intranet, internet, email, use of headset), and pleasant voice and  manner. . All the selected women of the present study had undergone a special type of training which included workshops, seminars,. call -observation, product knowledge tests monitoring and coaching  online tutorials .Apart from computer Oral written  communication skills and ability  to do multi- task in a fast – phased environment where was  resulted in table 4.5, 

Table 4.9

Women  Employed at various level / nature of jobs

	S.NO
	Nature of job
	Number
	Percent

	1
	BOP
	24
	24

	2
	Telesales executives
	46
	46

	3
	Customer relationship
	15
	15

	4
	Calling services
	15
	15

	
	Total
	100
	100


Source: field survey 

Among the total (100) respondents 46 percent of the respondent were employed in the telesales Executives; 24 percent, of were in BPO and 15, percent of women were employing in   calling services and the remaining 15 percent of women were employed in customer relationship. It was observed from the table that 7o percent of the women were employed in the first category  Table –7.

What makes the call center an intriguing site for the study of transnational process and identities, in additional to the transformations it requires in terms of accent and persona, is its nocturnal function .The fact that India is between 9-12 hours ahead of the United states and United kingdom and around 4-9 hours ahead of south-east Asia and Australia, necessitates call centre operations during the night. For middle and lower middle class conversation families to given up their young daughters, wives, sons and husband to a night trade can only mean that such a trade is extremely. lucrative  

 Verma et al., (2003) noted that for teen girls in India, two –third of their leisure time is spent  in indoors whereas for boys, half of this time is spent in  outdoors    The cultural transformation of call center employees then occurs not just in individual apporiatations of western accents, clothes and inter personal behaviors but also the night as a time of work are o longer derogated but glorified.  Yet the respondent in this study reported working during the night  as the most significant drawbacks of the job .

 The working hours of the call center was depicted in take 4.10

TABLE 4.10

HOURS OF WORK OF THE WOMEN SELECTED IN CALL CENTER

	S.NO
	Hours of work
	Number
	Percentage

	1
	9.00am-10.00am
	53
	53

	2
	8.00pm –800 am
	8
	8

	3
	6.00pm –6.00am
	29
	29

	4
	No response
	10
	10

	
	Total
	100
	100


Source: field survey 

 A majority (53 percent) worked a 9 hour shift while 29 percent worked an 8 hour shifts some of then  (8 percent and 3 percent) reported working 10 and 12 hour shifts, respectively. Among the 100 respondeds to a 10 percent of them did not complain the working hours Of course who responded to a question regarding the breaks they received (80 percent) most (91 percent) said they received a total of a 1 hour break This was distributed over a 30 minute lunch break and two 15 minute coffee breaks.  

TABLE 4.11

REASONS FOR WORKING CALL CENTER

The Indian BPO industry stepped into India with the entry of captive Units of GE, American Express, HSBC, etc in 1992. By the end decade, various third party units joined the party. BPO entitles in earlier days paid a  hand some salary to attract large  number  of employees, (youngsters ). 

Therefore, the high packages and sophisticated work environment in BOPs successes   to attract a large pool of youngsters, in take. The reasons for working call center were presented in the table 4.7. 

Table – 4.11

	S.NO
	Reasons for working call center
	Number
	Percentage

	1
	To earn money
	37
	37

	2
	To help the family 
	19
	19

	3
	Communication skill developed
	40
	40

	4
	No answer
	4
	4

	
	Total
	100
	100



Source: field survey
 
Among the total 100 respondents 40 percent of respondent in expressed that after joining the their communication skill was developed and 37, percent of the said that the call center had helped their to earn money, 19 percent of the respondents stated that they formed the call centers to help the family in expenditure four percent of respondent did not answer the questions. Most of them in this said that they liked their jobs because of their interaction with people, challenges in sorting out clients problems, working with young colleagues, comparatively good salary, free transport, opportunity to improve communication skills and English language and diction. The primary reason expressed by the job was high salaries, opportunities for advancement and good fit for current qualifications.

 The respondents mentioned that in additional to their high salaries they also could earn more through extra work.  With a five – days work week, employees are allowed around two to there days of causal leave per month that can be accumulated to a total of 18 days over six months. Work on public holidays may result in more points so that in a month, the employee may earn up to Rs 3,000 (US$ 67) extra. 

TABLE 4.12

SERVICES PROVIDED BY THE SELECTED CALL CENTER, COIMBATORE

	S.NO
	Services provided by call center
	Number
	Percentage

	1
	Customer services
	-
	-

	2
	Tax processing
	-
	-

	3
	Web sales
	-
	-

	4
	HR hiring
	43
	43

	5
	Tele marketing
	8
	8

	6
	Administration and biotech. Research
	31
	31

	
	Total
	100
	100


Source: field survey

 It is observed from the table that  the highest of women working or HR hiring services and 31 percent Tele marketing, and remain   8 percent of women working in  Research. Services.


Generally speaking, examples of services provided by the call centers. Customer service, Tax processing, Web sales, HR hiring, Tele marketing, Administration and biotech research.


It was observed the table that the selected call center had provided HR, Tele Marketing, and research. In the present study, the respondents received highest services from HR and 43 per cent administration and bio-tech research (31 per cent) respectively.

Table 4. 13

Type of retention strategies provided by the call center for selected women 

	S.NO
	Strategies

	1
	Health awareness workshop for employee

	2
	Calorie charts to encourage heath diets

	3
	Exercise routines including yoga

	4
	Mentoring and leadership programmes

	5
	Vehicle loans

	6
	Provident funds

	7
	Medical insurance

	8
	Investment opportunities



Source: field survey

Television viewing, however meager together with globalised urban sites of consumption such as fast food with Indian and western restaurants and clubs, provided an extension of the support system that facilitate the transitional work of the call center employees. Such a support system is crucial in a job where the turnover rate, globally, is between 22 percent and 50 percent. The call centers allocate as much as 60 percent to70 percent of their budgets   on staffing and as high as 72 percent of companies use external recruitment agencies to keep up staffing.  The retention strategies include health awareness workshop for employees, calorie charts to encourage healthy diets, exercise routines including yoga mentoring and leadership programmes. Vehicle loans, medical insurance, provident funds, and various investments opportunities.  

Merits and demerits of employment


Perceived benefits or problems from employment vary among the individuals.  Hence, direct judgement methods, was used to measure the level of satisfactions or dissatisfaction experienced by the respondents with regards to the benefits / problems of employment. Using limited response methods, the respondents were asked to indicate this preferences on a five point scale as shown below:


Strongly disagree
:
2


Agree


:
1


Neutral

:
0


Disagree

:
(-1)


Strongly disagree
:
(-2)


If the average point lies closer to2, it indicates that the respondents were highly satisfied/ in agreement with the particular benefit/or problems and the point lies closer to (-2) it indicates that the respondents were highly dissatisfied with sad benefits / problems, the average points corresponding to each benefits and problems are given in table 4 .14

TABLE – 4.14

BENEFITS FROM EMPLOYMENT BY THE WOMEN IN CALL CENTER

	S.No
	Benefits
	Average Scores
	Ranks

	1
	Improved standard of living
	1.610
	1

	2
	Gained knowledge & work experience
	1.428
	2

	3
	Gamed confidence
	1.323
	3

	4
	Helped in repaying debt
	1.253
	6

	5
	Savings for marriage/dowry
	0.686
	7

	6
	To meet emergencies
	0.392
	5

	7
	By assets
	0.098
	8

	8
	Better salary in family and society
	0.047
	4

	9
	Enhance the leadership quality
	0.30
	9

	10
	Independency
	0.23
	10

	11
	Self decision making habits
	0.18
	11

	12
	Provides regular income
	0.15
	12


Source: field survey

The major benefits derived from work as perceived by the women were that the jobs had helped them in improving their standard of living first rank gained knowledge and skill second rank, gained confidence, third rank enhanced their status in the family and society fourth rank and helped them to meet emergencies, fifth rank. However, they were in total disagreement with regard to the fact that the job had helped to ‘repay debt’, save for marriage’ / dowry’ or in buying assets.  Thus employment had helped the selected women in enhancing their economic independence and their capacity to assert themselves.  So it is clear from the table that the workers of the selected call centre enjoyed mole benefits after their entry into the call center.

The call center and the problem of high attrition:


The IT enabled services sector in India is growing at a fast rate of over 70 per cent per annum.  India is being seen as a major player for outsourcing of business process and customer services by the West.  The reasons for such a sudden spurt of activity in this sector are three fold.

1. The industry has realized (especially in the West) the growing importance of customer retention.

2. The technology has now enabled these companies to out source the activity to external agencies, whose core-competency is customer retention and customer service.

3. India with its large English speaking population, sensitive to quality, service orientation and above all cheap labour is offering these services at a fraction of the cost without compromising on any quality aspect.

The industry, however, has its own share of problems.  The state of infrastructure, low capacity utilization, high capital requirement, lack of marketing infrastructure, problems related funding etc. are some of the challenges that the industry faces.  The biggest challenge, however, is the management of the most basic raw material, the human resources.

The problems expressed by the women employed at the selected call center are presented in table.4.16

TABLE 4 .15

PROBLEMS EXPRESSED BY THE WOMEN EMPLOYEES AT THE SELECTED CALL CENTER IN COIMBATORE 

	S. No
	Problems Stated
	Number of Respondents
	Percentage

	1
	Nature of job

a) Customer care

b) Tax processing

c) Web sales

d) HR hiring 

e) Tele marking 

f) Administration and biotech research


	20


	20



	2
	Career growth
	10
	0

	3
	Rewards and motivation
	15
	50

	4
	Job image
	20
	0

	5
	Work environment
	10
	60

	6
	Job Security
	10
	70

	7
	Competency Vs Job content 
	15
	69


Source: field survey 

1. Nature of Job: 

         Two very striking things in a call center job are the work hours and the (b) highly stressful and respective nature of the job.  Not only is the job repetitive, but also very demanding.  They have to intelligently reply to volatile and demanding customer queries and have to stay alert all through the night. This cans at times e extremely nerve-racking. 20 percent of the women here stared that the problems arise from the nature of job.  

2. Career Growth:


Work is several other industries like hotel industry can also be just as stressful. The customer care executive can hope to rise only four rings n the corporate ladder.  At the bottom is the agent, followed by a supervisor, and them the team leader, finally being a center Manager.  Further the high level salary that they get at call centers raises their expectations, which the rest of the industry does not give. Ten percent of the women have started that career growth was a real problems for the to attain a higher ring 

 3.  Rewards and Motivation:


Call center employees are given extremely good salaries in the beginning only. A lot of incentives and perks also come along with this in the initial stage.  A pick and drop facility, overtime, and other incentives make up a part of the salary package. Later the degree of incentives remains constant. Fifteen percent of the women have mentioned that constant rewards of motivation were working in the call center 

4. Job Image:


20 Percent of the employees expressed that the industry is perceived to be one suffering from a low skill based job.  A call center employee can therefore not move out to areas like sales, marketing, HR, or finance in any other organization.

5.Work Environment:

       Ten Percent of the women employees stated that the work environment in the call center is not good. They are not able to enjoy cultural function, free and college like environment.

6. Job Security:


 Ten Percent of the women employees stated that the call center is a relatively new industry. It is just seven years old.  A lot of churning is going on within the industry.  They stated that they do not have job security resulting a few call centers have been closed down. Some industries did not grow despite strong business models.

7. Competency Vs Job content:


 Fifteen Percent of the women employees pointed out that employer – employee relationship, communicate, and information sharing are some other problem, faced by the Women in the selected call center.


Apart from the above stated problems, the women workers have stated some general problems. Also which are presented in table 4.16 

TABLE 4.16

GENERAL PROBLEMS FACED BY SELECTED WOMEN EMPLOYEES AT CALL CENTER

	S .NO
	General problems
	Average scores
	Ranks

	1
	Mental depression
	0.098
	6

	2
	Long hours of work
	0.1176
	4

	3
	Family conflict
	0.47
	3

	4
	Neglects children
	0.686
	2

	5
	Inadequate time for house hold work
	0.392
	5

	
	Heath problems

a) Headache

b) Neck Pain

c) Back pain

d) Ingestion

e) Eyestrain 


	1215
	1


   Source: field survey

According to caustic interactions were great sources of stress in additional to other work – related ailments such as backaches, eyestrain and headaches and indigestion. Several team mangers stated that stress in the work place had resulted in more and more women smoking. Romantic and sexual relations between team members were increasingly common. 


Conclusion:
Ultimately an environment, that demands nocturnal labour for a remote clientele, and diminishes interpersonal familiar and social interactions, may still seem attractive for the immediate material rewards it brings workers are aware of the drawbacks of the system, reductionist that equally lucrative alternatives are almost non-existent. So it is not a reduction matter of the material base defining culture, but of complex micro negotiations within individual workers, willing to transformation what they consider their outside material sphere to sustain their inner spiritual sphere. The outsourcing of labour is integrally connected to the outsourcing of identity, the latter as much a commodity as the former in transnational flows of culture and capital, leading to dynamic and protean combinations of global and local, always in construction, never complete.

Based on the findings of the study, the present study gives the following as the suggestion / recommendations which would enhance the quality of workers in the future.
SUGGESTIONS

1. With the help of the people from the industry, all the universities and teaching institution should restructure their curriculum to cater to needs of the IT and BPO industry.

2. All the students of different branches of education studying in universities and colleges including in rural in rural area should be trained in improving their communication skills, analytical skills, soft skills and decision-making abilities.

3. There should be a mechanism so that every student, both in urban and rural areas, undergoes a six month rigorous training in the services sector.

4. There should be regular interaction between the education institution and the industry with regard to the latest technology and methods.

5. Quality education should be imparted to students in rural areas so that they can be employed in the IT and BPO industry.

6. The government and the IT companies should develop a standard infrastructure in rural so as to attract the IT and BPO industry.

7. Cyber security issues should be addressed by enacting Legislations.

8. Long  duration of working hours in the IT industry can be reduced.

9. Adequate effects should be provided by the IT industry to provide adequate number of holidays with entertainment perks. Which would energise their strength to work better without any mental depression. 

CHAPTER V

SUMMARY AND CONCLUSION


Unlike traditional industry, IT industry which is a apart of “new economy” employs highly educated personnel better know as workers and gold collared workers and knowledge workers and gold collared workers, who are very young ambitious mobile and having multiple expectations. India. IT companies are using various HR initiatives like Employee Stock Options (ESOP), flexible working hours etc.


A prominent feature of the IT sector is the growth of IT enabled services. There has been recent growth in IT enabled service businesses in India as call centres, medical transcription, technical support and back office processing, engineering and design, geographic information services, payroll and other human resource services, insurance claim processing, legal databases. Business Process Outsourcing has tremendous potential for growth. The turnover of the call centres was $65 million in 1999-00, which increased to more than $3 billion by March 2004 and more than $ 10 billion by 2006. IT enabled services have grown at a rate of 65 percent. Foreign companies dominate India’s call center industry, with a 60 percent share of the annual Rs 71bn ($1.5bn) turnover market (Ranjana Agarwal 2000).


For the present study on socio-economic profile of selected women workers in call centers in Coimbatore a sample 100 women constituted the sample size using a pre tested and well-structured interview schedule, necessary data were collected and analysed.

The following are the major objectives of the present study:

7. To study the global services and its location

8. To analyse the Production of IT services in India 

9. To study the Export of IT service from India

10. To Study the socio economic profile of women in selected call center in Coimbatore.

11. To examine the cultural transformation of the women  in the call center and services provided by the call center, in Coimbatore (Dt).

12. To study the benefits and women in the problems faced by the selected call center.

13. To suggest recommendations to enhance their social status.

Out of the total sample 65, percent of women was on the range of 18-25of the years, 35 percent was in the range of 26-32.and above years. It was concluded that age is an important factor, which enabled them to think clearly and positively

             It was observed that the higher percentage (55 percent) of women found to be unmarried and the remaining 45 percent of women were married in the call centre 

             Women’s education and development are related to each other. Education facilitate an individual to   venture in to various types of activities. It may be assumed that highest level of education may facilitate women to perform well in the envoys that they venture into. Except 14 women respondents, the remaining 86 percent of the women were qualified themselves at university level of education.

More than percent of the women had earned a monthly income of Rs 5,000 to 15,000; 33 percent of the responded (i.e one third of the selected women) earned an income of Rs. 10,000 to 15, 000, where is a decent salary, which enhances their quality life and social status.               

All the selected women satisfied the oral and written communication skills and ability to multitask in a fast paced environment, computer skills (such as familiarity with intranet, internet, email, use of headset), and pleasant voice and manner. All the selected women of the present study had undergone a special type of training which included workshops, seminars, call -observation, product knowledge tests monitoring and coaching  online tutorials.

Among the total (100) respondents, 46 percent of the respondent were employed in the telesales Executives; 24 percent, of were in BPO and 15, percent of women were employed in   calling services and the remaining 15 percent of women were employed in customer relationship.

A majority (53 percent) of women worked a 9 hour shift while 29 percent worked an 8 hour shifts; some of them  (8 percent and 3 percent) reported working 10 and 12 hour shifts, respectively. Among the 100 respondents, a 10 percent of them did not complain the working hours. Of course who responded to a question regarding the breaks they received (80 percent) most (91 percent) said that they received a total of a one hour break. This was distributed over a 30 minute lunch break and two 15 minute coffee breaks.  

Among the total 100 respondents 40 percent of respondent in the call center expressed that after joining the center, their communication skill had developed and 37, percent of them said that the call center had helped them to earn money; 19 percent of the respondents stated that they helped the family in the total edpenditure of the family; four percent of respondent did not answer for the questions asked.

It was observed from the table that the percent of women worked in or HR hiring services; and 31 percent in Tele marketing, and remaining eight percent of women worked in Research- Services.

According to caustic interactions were great sources of stress in additional to other work – related ailments such as backaches, eyestrain and headaches and indigestion. Several team mangers stated that stress in the work place had resulted in more and more women smoking. Romantic and sexual relations between team members were increasingly common.
CONCLUSION

In environment, that demands nocturnal labour for a remote clientele and diminishes interpersonal familiar and social interactions, may still seem attractive for the immediate material rewards it brings workers are aware of the drawbacks of the system but, almost non-existent, so it is not a reduction matter of the material base defining culture but also recognize that equally lucrative alternatives are almost non-existent. So it is not a reduction matter of the material base defining cultural, but of complex micro negotiations within individual workers, willing to transformation what they consider their outside material sphere to sustain their inner spiritual sphere. The outsourcing of labour is integrally connected to the outsourcing of identity, the latter as much a commodity as the former in transitional flows of culture and capital, leading to dynamic and protean combinations of global and local, always in construction, never complete.


Based on the findings of the study, the present study gives the following as the suggestions/recommendations which would enhance the quality of workers in the future.

SUGGESTIONS

10. With the help of the people from the industry, all the universities and teaching institution should restructure their curriculum to cater to needs of the IT and BPO industry.

11. All the students of different branches of education studying in universities and colleges including in rural in rural area should be trained in improving their communication skills, analytical skills, soft skills and decision-making abilities.

12. There should be a mechanism so that every student, both in urban and rural areas, undergoes a six month rigorous training in the services sector.

13. There should be regular interaction between the education institution and the industry with regard to the latest technology and methods.

14. Quality education should be imparted to students in rural areas so that they can be employed in the IT and BPO industry.

15. The government and the IT companies should develop a standard infrastructure in rural so as to attract the IT and BPO industry.

16. Cyber security issues should be addressed by enacting Legislations.

17. Long  duration of working hours in the IT industry can be reduced.

18. Adequate effects should be provided by the IT industry to provide adequate number of holidays with entertainment perks. Which would energise their strength to work better without any mental depression.
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QUESTIONNAIRE
AN INTERVIEW SCHEDULE TO ELICIT INFORMATION ON WOMEN EMPLOYEES AT SELECTED CALL CENTERS IN COIMBATORE DISTRICT

I.  General Background

1.  Name 



:


2.  Address



:

3.  Age 



:  
20-25    (   26-30 ( 31-40 (  >40 (
4.  Marital Status 


:
Married (   

Unmarried   (






Divorce (

Separated    (
5.  Educational Qualification
:
Diploma   (

UG (
PG (






Professional (
Others (
6.  Monthly Income 

:
Below Rs. 5000  (   Rs. 5000-10000 (






Rs. 10000 – 15000 (  Above Rs.15000 (
7.  Occupation 


:


8.  Nature of the job
 
:


9.  Hours of work 


:

II.  EMPLOYMENT DETAILS

10.  Do you like this job?


Yes    (

No   (
11.  Give the reasons for working at call centre.

12.  Did you like any special type of training and orientation.  

Yes   (  
    No (
13.  From where did you receive training?

14.  If yes, for how many months?


0-6 months     (
6-12 months       (        12 months and above   (
15.  Are you working in out voice and in voice calls?

16.  Do you agree that there  are some benefits of sourcing?



Yes   (  
    No (
17. Do you believe / accept that the selected call centres in Coimbatore has specific demand on it.

a. Labour force regardless of skill labour

b. An ability to withstand longhours of monotonous work.

c. Respond to quick order.

d. Undergo certain transformations to adapt to the work place environment which means

i. Change in accent

ii. Diction

iii. Sleep cycle

iv. Work place identity.

18. What are the services provided by your call centers?

Customer



(
Prilling services


         (
Web sales / Marketing

(
Data base marketing

         (
Accounting



(
Transaction document management   (
Transcription


(
Title sales / Telemarketing
         (
Benefit administration

(
Tax processing 


         (
HR hiring / administration
(
Priotech research


         (
19. Do the customers reach call centres through Media?


Yes   (  

   No (
III.  PROBLEMS / CHALLENGES FACED BY WOMEN IN THE CALL CENTRE.
20. Do you find change in cultural transformation?

Yes   (   

   No (
     If yes, 


Western accents
(

Interpersonal behaviour
(

Clothes

(

Family Structure

(
21. Time of lunch break


25 minutes (
 30 minutes (
45 minutes (
1 hour (
22. Coffee break


5 minutes (

10 minutes (
15 minutes (
20 minutes (
23. Are you satisfied with the break time? 
Yes   (      No (
      If No, Give reasons.

24. Do you think that you can use to the changed rhythm?    Yes   (      No (
25. Locations of the centre.


Inside the city (

Outside the city (
26. Difficulties of reaching the call centre

27. Do they change weekly work schedule? 

Yes   (    
  No (
28. Any change in hours of work at a time, if there is a shortage of staff?


Yes   (      

No (
29. State the work related ailments you face every day.


Back pain
(


Eye strain
(

Head ache
(


Indigestion 
(

Others (
Saravanampatti


Peelamedu


Vadakovai


Thudiyalur


Ramanathapuram


Sungam.
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