Document #3

What is Outsourcing?
Outsourcing as a concept is a business practice meant to treat the production and delivery of a product or service as a set of modular parts that can then be sub contracted to various parts of the world. This practice has cost benefits for companies in the US and the UK, both in terms of cheaper infrastructure as well as labor costs.

The phenomenon has received wide press in both India and the US. People in the US see it as responsible for loss of jobs. The Indian press uses it as an anchor for stories on the impact of globalization on society and India’s newly resurgent economy.

Outsourcing in its most visible manifestation consists of call centers or customer service centers staffed by young men and women in India, answering calls through the night for customers in the US and UK. During the early years of this industry, these workers were taught American and British accents, familiarized with elements of these cultures and expected to successfully mask their physical locations. As increasing press made customers aware that they were located in India, the demands of accent reduced. However they became more susceptible to verbal abuse and complaining. Now they are required to speak “neutral” English and be familiar with American and British accents only to the extent that they are able to understand them.

As a result of this new industry, youth in urban India are able to earn their own pocket money and become financially independent in their early 20s. Many claim this to be a positive force. However, the monotony of the job, its unusual hours and verbal abuse from customers makes it a stressful career. As a result, labor turnover is high and most workers do not stay in the call center for more than two years. Further, many see this newly independent urban youth as spending their money on frivolities and indulging in a consumerist lifestyle at the cost of their education and traditional cultural values.

