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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:

Edith Ward:

As people who live in the actual modest era should be revise about what going on or information even
knowledge to make these people keep up with the era which can be always change and move forward. Some
of you maybe will certainly update themselves by studying books. It is a good choice for yourself but the
problems coming to anyone is you don't know which one you should start with. This Employee Identity in
Indian Call Centres: The Notion of Professionalism (Response Books) is our recommendation so you keep
up with the world. Why, because book serves what you want and need in this era.

Daniel Ellis:

This Employee Identity in Indian Call Centres: The Notion of Professionalism (Response Books) are reliable
for you who want to be considered a successful person, why. The main reason of this Employee Identity in
Indian Call Centres: The Notion of Professionalism (Response Books) can be one of the great books you
must have will be giving you more than just simple examining food but feed a person with information that
possibly will shock your prior knowledge. This book will be handy, you can bring it just about everywhere
and whenever your conditions at e-book and printed versions. Beside that this Employee Identity in Indian
Call Centres: The Notion of Professionalism (Response Books) forcing you to have an enormous of
experience for instance rich vocabulary, giving you demo of critical thinking that we know it useful in your
day exercise. So , let's have it and enjoy reading.

Charles Edwards:

Hey guys, do you wants to finds a new book to read? May be the book with the name Employee Identity in
Indian Call Centres: The Notion of Professionalism (Response Books) suitable to you? The book was written
by famous writer in this era. Typically the book untitled Employee Identity in Indian Call Centres: The
Notion of Professionalism (Response Books)is the one of several books in which everyone read now. This
book was inspired many men and women in the world. When you read this publication you will enter the
new shape that you ever know before. The author explained their plan in the simple way, consequently all of
people can easily to know the core of this book. This book will give you a wide range of information about
this world now. So you can see the represented of the world in this book.

Marcie Johnson:

The book Employee Identity in Indian Call Centres: The Notion of Professionalism (Response Books) has a
lot details on it. So when you make sure to read this book you can get a lot of help. The book was authored
by the very famous author. Mcdougal makes some research before write this book. This kind of book very
easy to read you can get the point easily after reading this book.
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