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Call Centers Fuel Social Change 
in Traditional India

Wed Jun 9, 8:26 AM ET

By Maria Abraham 

BOMBAY, India (Reuters) - Cranky U.S. talk-show hosts, John Kerry (news - 
web sites) and powerful British union leaders have all had their say. Now it's 
the turn of a Catholic priest in India's money capital, Bombay. 

Reuters Photo 

 Outsourcing has a new critic. 

From a church pulpit in a middle-class suburb 
one sultry Sunday morning, Father K.T. 
Emmanuel spelled out the biggest danger facing 
the city's young men and women: call centers. 

In the congregation were scores of 20-
somethings who spend their nights fielding calls from the customers of U.S. 
multinational giants such as General Electric and Time Warner. 

"The lure of money is making youngsters drop out of college to take up call-
center jobs," Emmanuel said in his sermon. 

"They blow money on the latest cars and cell phones, while their middle-class 
parents struggle to save money," he added, as several parents nodded 
vigorously in agreement. 

At a Bombay call center at about 1 a.m., 21-year-old Reema darts out of work 
during a break to share a smoke with her male colleagues, looking forward to a 
late night out at a disco -- all shocking behavior for some conservative Indians. 

"My family life, social life, health ... Everything is screwed up because I work 
nights," she said. "But the money is so good that I'm willing to compromise." 

These Indian "customer relations executives" (CREs) are part of an 
outsourcing industry expected to employ more than one million people and 
account for $25 billion in exports by 2008. 

They may well force a tradition-bound country to rethink its age-old social 

ADVERTISEMENT

http://story.news.yahoo.com/news?tmpl=story&cid=5...&u=/nm/20040609/lf_nm/life_india_callcenters_dc_1 (1 of 4) [6/10/2004 9:03:46 AM]

http://rd.yahoo.com/SIG=128v0mqfv/M=251521.4276819.5476114.4167812/D=news/S=96423242:HLOGO/EXP=1086958997/A=1898342/R=0/SIG=10mgpruen/*http://www.yahoo.com
http://rd.yahoo.com/SIG=128v0mqfv/M=251521.4276819.5476114.4167812/D=news/S=96423242:HLOGO/EXP=1086958997/A=1898342/R=1/SIG=10l2nj3k8/*http://my.yahoo.com
http://rd.yahoo.com/SIG=128v0mqfv/M=251521.4276819.5476114.4167812/D=news/S=96423242:HLOGO/EXP=1086958997/A=1898342/R=2/SIG=10n3m6b64/*http://mail.yahoo.com
http://rd.yahoo.com/SIG=128v0mqfv/M=251521.4276819.5476114.4167812/D=news/S=96423242:HLOGO/EXP=1086958997/A=1898342/R=3/SIG=10niob72s/*http://news.yahoo.com
http://rd.yahoo.com/SIG=128v0mqfv/M=251521.4276819.5476114.4167812/D=news/S=96423242:HLOGO/EXP=1086958997/A=1898342/R=4/SIG=12936k623/*http://login.yahoo.com/config/login?.done=http://news.yahoo.com&.src=yn
http://rd.yahoo.com/SIG=128v0mqfv/M=251521.4276819.5476114.4167812/D=news/S=96423242:HLOGO/EXP=1086958997/A=1898342/R=5/SIG=12g3ajqem/*http://edit.yahoo.com/config/eval_register?.done=http://news.yahoo.com&.src=yn
http://rd.yahoo.com/SIG=128mv2g0c/M=251521.4276821.5476115.4167814/D=news/S=96423242:HLINK/EXP=1086958997/A=1898343/R=0/SIG=10niob72s/*http://news.yahoo.com
http://rd.yahoo.com/SIG=128mv2g0c/M=251521.4276821.5476115.4167814/D=news/S=96423242:HLINK/EXP=1086958997/A=1898343/R=1/SIG=1124ddvo1/*http://help.yahoo.com/help/news/
http://rd.yahoo.com/SIG=122kb0pjq/M=296373.4941379.6165599.75645/D=news/S=96423242:N/EXP=1086958997/A=2179001/R=0/SIG=115kactbq/*http://www.g4techtv.com/digitaldigs
http://us.rd.yahoo.com/dailynews/front/welcome/cst/*http://edit.news.yahoo.com/news?tmpl=s&u=/static/customize/set_content&.done=http%3a//news.yahoo.com/%3ftmpl=story%26cid=572%26ncid=572%26e=1%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1
http://us.rd.yahoo.com/dailynews/front/welcome/signin/*http://edit.yahoo.com/config/login?.src=yn&.done=http%3a//news.yahoo.com/%3ftmpl=story%26cid=572%26ncid=572%26e=1%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1
http://search.news.yahoo.com/usns/ynsearch/categories/advanced/index.html
http://news.yahoo.com/
http://news.yahoo.com/news?tmpl=index&cid=716
http://news.yahoo.com/news?tmpl=index&cid=720
http://story.news.yahoo.com/news?tmpl=index&cid=1682
http://news.yahoo.com/news?tmpl=index&cid=718
http://news.yahoo.com/news?tmpl=index&cid=749
http://news.yahoo.com/news?tmpl=index&cid=721
http://news.yahoo.com/news?tmpl=index&cid=762
http://news.yahoo.com/news?tmpl=index&cid=755
http://news.yahoo.com/news?tmpl=index&cid=738
http://news.yahoo.com/news?tmpl=index&cid=703
http://news.yahoo.com/news?tmpl=index&cid=753
http://news.yahoo.com/news?tmpl=index&cid=751
http://news.yahoo.com/news?tmpl=index&cid=757
http://news.yahoo.com/news?tmpl=index&cid=742
http://news.yahoo.com/news?tmpl=index&cid=815
http://story.news.yahoo.com/news?tmpl=index2&cid=1077
http://story.news.yahoo.com/news?tmpl=index2&cid=702
http://story.news.yahoo.com/news?tmpl=index2&cid=964
http://weather.yahoo.com/
http://story.news.yahoo.com/news?tmpl=index2&cid=1033
http://story.news.yahoo.com/fc2?tmpl=fc&cid=34
http://us.rd.yahoo.com/dailynews/reuters/brand/SIG=pd7i95/*http://www.reuters.com
http://us.rd.yahoo.com/DailyNews/manual/*http://search.news.yahoo.com/search/news?p=%22John%0AKerry%22&c=&n=20&yn=c&c=news&cs=nw
http://us.rd.yahoo.com/DailyNews/manual/*http://search.yahoo.com/bin/search?cs=nw&p=John%20Kerry
http://story.news.yahoo.com/news?tmpl=story&u=/040609/photos_lf/mdf590402
http://story.news.yahoo.com/news?tmpl=story&u=/040609/photos_lf/mdf590402


Yahoo! News - Call Centers Fuel Social Change in Traditional India 

More about
India

Related News 
Stories

• New Indian 
President 
Addresses 
Parliament AP via 

Yahoo! News (Jun 7, 2004)

• India's Acid-
Attack Victims 
Seek Justice, 
Compensation at 

The Los Angeles Times 
(reg. req'd) (Jun 6, 2004)

• Heavy Debt and 
Drought Drive 
India's Farmers 
to Desperation at 

The New York Times (reg. 
req'd) (Jun 6, 2004)

Related Web Sites

• Embassy of 
India, 
Washington DC 

• Indian Ministry 
of External 
Affairs 

• Ministry of 
Home Affairs 

• U.S. Library of 
Congress 
Country Study - 
India 

• Ministry of 
Defence 

mores. 

"In this age of globalization, where young women step out of homes to work at 
night, the attitude of Indian society will have to change," said sociologist Myrtle 
Barse. "Otherwise, it will lead to plenty of conflict between the generations." 

The change has already fueled a conflict half-way across the globe. After a 
U.S. political backlash, it has become a prominent issue in the presidential 
campaign. In Britain, bank and telecoms unions have led fierce protests 
against jobs going to India. 

But four-fifths of the world's 500 largest companies already outsource some 
work to India. With so many English speakers and 1.5 million university 
graduates each year, it makes sense for Western companies seeking new 
ways to cut costs. 

WANT TO BREAK FREE 

Graduates entering the industry earn between 8,000 and 10,000 rupees ($175 
to $220) a month, only a tenth of their U.S. counterparts, but a decent sum in a 
country where the average annual income is about $500. 

So each night, while the rest of India is fast asleep, thousands of young men 
and women wearing headsets talk to customers around the world in call 
centers in New Delhi, Bangalore and Pune. Most are hip dressers and drink in 
pubs until dawn after their shifts. 

"Youngsters in call centers have big spending power and this gives them the 
sort of independence young people in India usually do not have," said 
psychiatrist Anjali Chhabria. 

 Reuben Fernandes, 20, earns 13,000 rupees a month, and says he will settle 
for nothing but the best. His shopping list includes the latest mobile 

telephone, a car and the best liquor. 

"And now, I want to live on my own," he said firmly. 

This is rebellious talk in India, where the family is considered the bedrock of 
society and young people are often expected to live with their parents until they 
get married. 

"Indian parents tend to be doting and demanding," said 23-year-old Lakshmi, 
who works in a call center in the country's technology hub, Bangalore. "Parents 
threaten to commit suicide or jump off buildings, but in the end they come 
around." 

Call-center bosses insist their offices are hardly hotbeds of revolution. 
"Software and back-office centers have brought in a world-class approach to 
work in India," said Raju Bhatnagar, chief operating officer of ICICI OneSource, 
part of financial services giant ICICI Group. 

DON'T NEED NO EDUCATION 

But for students barely out of their teens, the money is great, so many wonder 
why they should "waste time" getting a university degree. 

"No other job in India offers this kind of money to graduates and 
undergraduates fresh out of college," said Harmeet Singh, a 23-year-old car-
owner whose father has never owned a vehicle. 
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Middle-class Indians have traditionally scrimped and saved for decades to 
send their children to the best universities, but 19-year-old Karen Fernandes 
managed to convince her parents it was a good idea to drop out of university 
after a year. 

"She (Karen) is earning a good amount and taking care of all her expenses, so 
I won't insist on her going back to college," said Wanda Fernandes, her 
mother. 

Father Emmanuel, in the suburban church, takes a longer-term view, however. 

"A good college education is vital in the long run for career growth," he told his 
congregation. 

"What if the call center bubble bursts one day?" 

Story Tools

 Email Story   Post/Read Msgs   Print Story   

Ratings: Would you recommend this story? 

Not at all 1 - 2 - 3 - 4 - 5 Highly 

Tools Sponsored by: HP Print better photos.   

Special Feature

 Missed Tech Tuesday?
LCD and plasma TVs are getting bigger and cheaper, but 
which is better? 

Next Story: 'The Stepford Wives' Now a Laughing Matter (Reuters) 

More Top Stories Stories 

· Rumsfeld May Extend Scope of Iraq Abuse Probe  (Reuters) 

· G8 harmony dissolves, US-France spats back  (AFP) 

· A Day of Ritual and Remembrance  (washingtonpost.com) 

· Reagan's casket lies in state in Capitol  (USATODAY.com) 

· Voters Shift in Favor of Kerry  (Los Angeles Times) 

http://story.news.yahoo.com/news?tmpl=story&cid=5...&u=/nm/20040609/lf_nm/life_india_callcenters_dc_1 (3 of 4) [6/10/2004 9:03:46 AM]

http://us.rd.yahoo.com/dailynews/fcstorymod/ext/Opinion%20%26%20Editorials/nm/life_india_callcenters_dc/SIG=12uv8d1d6/*http://quote.bloomberg.com/apps/news?pid=10000039&refer=columnist_mukherjee&sid=aCuXRKVYb.n4
http://us.rd.yahoo.com/dailynews/fcstorymod/ext/Opinion%20%26%20Editorials/nm/life_india_callcenters_dc/SIG=12uv8d1d6/*http://quote.bloomberg.com/apps/news?pid=10000039&refer=columnist_mukherjee&sid=aCuXRKVYb.n4
http://us.rd.yahoo.com/dailynews/fcstorymod/ext/Opinion%20%26%20Editorials/nm/life_india_callcenters_dc/SIG=12uv8d1d6/*http://quote.bloomberg.com/apps/news?pid=10000039&refer=columnist_mukherjee&sid=aCuXRKVYb.n4
http://us.rd.yahoo.com/dailynews/fcstorymod/ext/Opinion%20%26%20Editorials/nm/life_india_callcenters_dc/SIG=11it548ir/*http://www.alternet.org/story.html?StoryID=18850
http://us.rd.yahoo.com/dailynews/fcstorymod/ext/Opinion%20%26%20Editorials/nm/life_india_callcenters_dc/SIG=11it548ir/*http://www.alternet.org/story.html?StoryID=18850
http://us.rd.yahoo.com/dailynews/fcstorymod/int/Feature%20Articles/nm/life_india_callcenters_dc/*http://story.news.yahoo.com/news?tmpl=story&cid=572&ncid=572&e=1&u=/nm/20040609/lf_nm/life_india_callcenters_dc_1
http://us.rd.yahoo.com/dailynews/fcstorymod/int/Feature%20Articles/nm/life_india_callcenters_dc/*http://story.news.yahoo.com/news?tmpl=story&cid=572&ncid=572&e=1&u=/nm/20040609/lf_nm/life_india_callcenters_dc_1
http://us.rd.yahoo.com/dailynews/fcstorymod/int/Feature%20Articles/nm/life_india_callcenters_dc/*http://story.news.yahoo.com/news?tmpl=story&cid=572&ncid=572&e=1&u=/nm/20040609/lf_nm/life_india_callcenters_dc_1
http://us.rd.yahoo.com/dailynews/fcstorymod/int/Feature%20Articles/nm/life_india_callcenters_dc/*http://story.news.yahoo.com/news?tmpl=story&u=/ap/20040606/ap_on_sc/profile_biotech_s_nemesis_1
http://us.rd.yahoo.com/dailynews/fcstorymod/int/Feature%20Articles/nm/life_india_callcenters_dc/*http://story.news.yahoo.com/news?tmpl=story&u=/ap/20040606/ap_on_sc/profile_biotech_s_nemesis_1
http://news.yahoo.com/news?tmpl=index&cid=514
http://news.yahoo.com/news?tmpl=index&cid=578
http://news.yahoo.com/news?tmpl=index&cid=1504
http://news.yahoo.com/news?tmpl=index&cid=1802
http://news.yahoo.com/news?tmpl=index&cid=676
http://news.yahoo.com/news?tmpl=index&cid=2026
http://news.yahoo.com/news?tmpl=index&cid=2027
http://news.yahoo.com/news?tmpl=index&cid=959
http://news.yahoo.com/news?tmpl=index&cid=959
http://story.news.yahoo.com/news?tmpl=index2&cid=1016
http://news.yahoo.com/news?tmpl=index&cid=602
http://news.yahoo.com/news?tmpl=index&cid=1547
http://alerts.yahoo.com/alerts/rdr.php?nep=newsautokeyword&.keywords=%22John%0AKerry%22&.done=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&createdone=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1
http://alerts.yahoo.com/alerts/rdr.php?nep=newsdailyemail&.done=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&createdone=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1
http://news.yahoo.com/rss/
http://news.yahoo.com/rss/
http://us.rd.yahoo.com/dailynews/tools/mtf_story/*http://mtf.news.yahoo.com/mailto?url=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&title=Call+Centers+Fuel+Social+Change+in+Traditional+India&prop=dailynews&locale=us&h1=nm/20040609/life_india_callcenters_dc&h2=T&h3=572
http://post.news.messages.yahoo.com/bbs?.mm=NEWS&action=l&ft=1&board=37138445&sid=37138445&title=Call%20Centers%20Fuel%20Social%20Change%20in%20Traditional%20India&tid=nmlifeindiacallcentersdc&date=06-09-2004&url=story.news.yahoo.com%2Fnews%3Ftmpl%3Dstory%26u%3D%2Fnm%2F20040609%2Flf_nm%2Flife_india_callcenters_dc_1&.sig=7tmj8h9eFbsIqktp2mDCXw--
http://us.rd.yahoo.com/dailynews/tools/mod_story_print/*http://news.yahoo.com/news?tmpl=story&cid=572&u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&printer=1
http://us.rd.yahoo.com/dailynews/tools/ratings_mod_index/*http://story.news.yahoo.com/news?tmpl=index&cid=1760
http://us.rd.yahoo.com/dailynews/tools/ratings_mod_1/*http://personal.news.yahoo.com/us/news/ratings/postrate.html?locale=us&prop=news&rateid=nm/20040609/life_india_callcenters_dc&type=T&short_url=/nm/20040609/lf_nm/life_india_callcenters_dc_1&cat=572&ncid=572&url=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&.done=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&rate=1&title=Call+Centers+Fuel+Social+Change+in+Traditional+India
http://us.rd.yahoo.com/dailynews/tools/ratings_mod_2/*http://personal.news.yahoo.com/us/news/ratings/postrate.html?locale=us&prop=news&rateid=nm/20040609/life_india_callcenters_dc&type=T&short_url=/nm/20040609/lf_nm/life_india_callcenters_dc_1&cat=572&ncid=572&url=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&.done=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&rate=2&title=Call+Centers+Fuel+Social+Change+in+Traditional+India
http://us.rd.yahoo.com/dailynews/tools/ratings_mod_3/*http://personal.news.yahoo.com/us/news/ratings/postrate.html?locale=us&prop=news&rateid=nm/20040609/life_india_callcenters_dc&type=T&short_url=/nm/20040609/lf_nm/life_india_callcenters_dc_1&cat=572&ncid=572&url=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&.done=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&rate=3&title=Call+Centers+Fuel+Social+Change+in+Traditional+India
http://us.rd.yahoo.com/dailynews/tools/ratings_mod_4/*http://personal.news.yahoo.com/us/news/ratings/postrate.html?locale=us&prop=news&rateid=nm/20040609/life_india_callcenters_dc&type=T&short_url=/nm/20040609/lf_nm/life_india_callcenters_dc_1&cat=572&ncid=572&url=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&.done=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&rate=4&title=Call+Centers+Fuel+Social+Change+in+Traditional+India
http://us.rd.yahoo.com/dailynews/tools/ratings_mod_5/*http://personal.news.yahoo.com/us/news/ratings/postrate.html?locale=us&prop=news&rateid=nm/20040609/life_india_callcenters_dc&type=T&short_url=/nm/20040609/lf_nm/life_india_callcenters_dc_1&cat=572&ncid=572&url=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&.done=http%3a//story.news.yahoo.com/news%3ftmpl=story%26u=/nm/20040609/lf_nm/life_india_callcenters_dc_1&rate=5&title=Call+Centers+Fuel+Social+Change+in+Traditional+India
http://us.rd.yahoo.com/dailynews/tools/mod_story_ext/SIG=11v5rap1q/**http%3A%2F%2Fh30015.www3.hp.com%2Fhp_dpc%2Flearn%2Flearn.asp
http://us.rd.yahoo.com/dailynews/techtues/p_wide/*http://news.yahoo.com/techtuesday/
http://us.rd.yahoo.com/dailynews/techtues/p_wide/*http://news.yahoo.com/techtuesday/
http://us.rd.yahoo.com/dailynews/techtues/p_wide/*http://news.yahoo.com/techtuesday/
http://us.rd.yahoo.com/dailynews/prevnext/next/*http://story.news.yahoo.com/news?tmpl=story&u=/nm/20040610/lf_nm/leisure_stepford_dc&e=2&ncid=572
http://us.rd.yahoo.com/dailynews/morefrom/story/cat/*http://story.news.yahoo.com/news?tmpl=index2&cid=716
http://us.rd.yahoo.com/dailynews/morefrom/story/headlines/*http://story.news.yahoo.com/news?tmpl=story&u=/nm/20040610/ts_nm/iraq_abuse_pentagon_dc&e=1
http://us.rd.yahoo.com/dailynews/morefrom/story/headlines/*http://story.news.yahoo.com/news?tmpl=story&u=/afp/20040610/ts_afp/g8_summit_040610113124&e=2
http://us.rd.yahoo.com/dailynews/morefrom/story/headlines/*http://story.news.yahoo.com/news?tmpl=story&u=/washpost/20040610/ts_washpost/a29719_2004jun9&e=3
http://us.rd.yahoo.com/dailynews/morefrom/story/headlines/*http://story.news.yahoo.com/news?tmpl=story&u=/usatoday/20040610/ts_usatoday/reaganscasketliesinstateincapitol&e=4
http://us.rd.yahoo.com/dailynews/morefrom/story/headlines/*http://story.news.yahoo.com/news?tmpl=story&u=/latimests/20040610/ts_latimes/votersshiftinfavorofkerry&e=5


Yahoo! News - Call Centers Fuel Social Change in Traditional India 

Copyright © 2004 Reuters Limited. All rights reserved. Republication or redistribution of Reuters content is expressly prohibited without the prior written 
consent of Reuters. Reuters shall not be liable for any errors or delays in the content, or for any actions taken in reliance thereon. 

Copyright © 2004 Yahoo! Inc. All rights reserved.
Questions or Comments

Privacy Policy -Terms of Service - Copyright Policy - Ad Feedback

http://story.news.yahoo.com/news?tmpl=story&cid=5...&u=/nm/20040609/lf_nm/life_india_callcenters_dc_1 (4 of 4) [6/10/2004 9:03:46 AM]

http://rd.yahoo.com/SIG=127b8bcac/M=224039.1983420.3465435.1919853/D=news/S=96423242:FOOT/EXP=1086958997/A=1030392/R=1/SIG=1124ddvo1/*http://help.yahoo.com/help/news/
http://rd.yahoo.com/SIG=127b8bcac/M=224039.1983420.3465435.1919853/D=news/S=96423242:FOOT/EXP=1086958997/A=1030392/R=2/SIG=11a1ak88p/*http://privacy.yahoo.com/privacy/us/news
http://rd.yahoo.com/SIG=127b8bcac/M=224039.1983420.3465435.1919853/D=news/S=96423242:FOOT/EXP=1086958997/A=1030392/R=3/SIG=1136qnvkg/*http://docs.yahoo.com/info/terms/
http://rd.yahoo.com/SIG=127b8bcac/M=224039.1983420.3465435.1919853/D=news/S=96423242:FOOT/EXP=1086958997/A=1030392/R=4/SIG=11lp7krrc/*http://docs.yahoo.com/info/copyright/copyright.html
javascript:ADFlaunch()

	yahoo.com
	Yahoo! News - Call Centers Fuel Social Change in Traditional India 


	LAKEDJJDHOANJEEFBEOBJJGFIKJPLPGM: 
	form1: 
	x: 
	f1: ush-news
	f2: 

	f3: 

	form2: 
	x: 
	f1: [All News]
	f2: 

	f3: 




