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Based on a series of qualitative inquiries exploring employee experiences of work in international facing call
centres in Mumbai and Bangalore, India, this book presents the lived experience of call centre agents,
coupled with managers’ perspectives and trade unionists’ viewpoints. The book underscores how employee
identity is defined by the notion of professionalism. Inculcated in agents by employer organizations,
professional identity is invoked as a means of gaining employee commitment to the realization of
organizational goals in a bid to ensure competitive advantage. While professional identity is associated with
a host of privileges, it not only results in agents justifying and complying with organizational requirements
and absorbing job-related strain but also precludes agents’ engagement with collectivist endeavours aimed at
representing and protecting their interests, causing the nascent trade union movement in this sector to
reinvent itself. While employer organizations thus rely on the notion of professionalism to achieve
organizational ends, they admit to discrepancies in the enactment of professionalism, indicating the presence
of rhetoric.

Providing new and holistic insights gained via rigorous academic research, this book is of value to HR and
OB professionals and scholars, industrial relations experts, sociologists, psychologists and trade unionists, as
well as readers interested in India’s ITES-BPO sector.
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From reader reviews:

Lucinda Smith:

Have you spare time to get a day? What do you do when you have more or little spare time? That's why, you
can choose the suitable activity with regard to spend your time. Any person spent their spare time to take a
walk, shopping, or went to typically the Mall. How about open or maybe read a book eligible Employee
Identity in Indian Call Centres: The Notion of Professionalism (Response Books)? Maybe it is being best
activity for you. You already know beside you can spend your time with your favorite's book, you can
cleverer than before. Do you agree with it is opinion or you have additional opinion?

Dave Thomas:

What do you think of book? It is just for students because they're still students or the idea for all people in
the world, exactly what the best subject for that? Just you can be answered for that issue above. Every person
has diverse personality and hobby for each other. Don't to be pushed someone or something that they don't
desire do that. You must know how great along with important the book Employee Identity in Indian Call
Centres: The Notion of Professionalism (Response Books). All type of book would you see on many
methods. You can look for the internet methods or other social media.

Edward Sullivan:

The feeling that you get from Employee Identity in Indian Call Centres: The Notion of Professionalism
(Response Books) could be the more deep you digging the information that hide inside words the more you
get interested in reading it. It doesn't mean that this book is hard to comprehend but Employee Identity in
Indian Call Centres: The Notion of Professionalism (Response Books) giving you enjoyment feeling of
reading. The author conveys their point in a number of way that can be understood through anyone who read
the item because the author of this book is well-known enough. This particular book also makes your
personal vocabulary increase well. Therefore it is easy to understand then can go together with you, both in
printed or e-book style are available. We advise you for having this Employee Identity in Indian Call
Centres: The Notion of Professionalism (Response Books) instantly.

Cheryl Crockett:

People live in this new day time of lifestyle always attempt to and must have the time or they will get wide
range of stress from both everyday life and work. So , whenever we ask do people have spare time, we will
say absolutely sure. People is human not only a robot. Then we inquire again, what kind of activity are you
experiencing when the spare time coming to you of course your answer will unlimited right. Then ever try
this one, reading publications. It can be your alternative with spending your spare time, the book you have
read is actually Employee Identity in Indian Call Centres: The Notion of Professionalism (Response Books).
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