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WFFER R OEE (#30) : Call centres (contact centers) are the fastest growing sector of
employment in developed countries. There has also been a drive towards the offshoring
of call centre work and the relocation of call centres to emerging economies, such as
India. Japanese call centres currently number around 3,000 and there are 1,000,000
employees in industries such as shopping channel, banking, public utilities, airlines,
and information technology. There is a growing literature on employment in call
centres, much of which suggests that they are characterized by high levels of work
intensification and surveillance. Practices such as recording calls, and looking through
computer files of employees are growing features of many workplaces. Many call
centres utilize extensive surveillance and monitoring systems. For telephone operators
all acts are monitored and measured by key performance indicators (average time per
call, time period between calls, content of telephone calls). These workplaces represent
distinctly new managerial control systems where employees are constantly visible.
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