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Globalization’s Changing Trends

As aresult of international 'deregulation, many American jobs have
been ?outsourced, at the loss of American employment. The call-center
industry is particularly 3vilified for taking away American jobs and
hiring overseas, where wages are often lower. The industry responds
that it all *boils down to the bottom line: their survival Shinges on
cutting costs.

Now, there are Shudding signs that the trend is reversing. Mary
Mureott, CEO of outsourcing firm Novo 1, estimated that, 7at one time,
30 percent of all call-center jobs for high-tech American companies
were outsourced. Today, that number has dropped to 12 percent, which
has been ®conducive 1o American employment. This is due mainly to
the increasing *complexity of calls that call-center employees must
handle. In prior decades, many calls were about such simple tasks
as resetting passwords. Now, many simple tasks are “automated. In
addition, more calls are “"context-sensitive,” which means that call-
center employees have to solve complex problems that “crop up, which
requires Yexpertise as well as outstanding communication skills —
in English, of course. These “attributes are often easier o find in
‘American employees.

Call center jobs usually do not pay well, but they fit an important
miche job market, since college graduation is not required. There are
now 2.1 million customer service jobs in the U.S. and that number
is expected to grow, especially as the ®momentum in outsourcing
Twanes,
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