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Abs tract 

In :\e" Zealand the call centre industry is n:•cei\·ing strong suppon from both business 

and gO\'l'rnmcnt due to its conception as pro\'icling opponunitie · for inform~uion 

employment. :\otorious for their repu tation as the ··sm' atshops .. of th<' ne\\ millennium. 

call cc·ntrcs ha,·e rccci\'l·d " ·idcspn·ad criticism f"rom academics and unions ali kr due to 

the nature' or d1fir labour controls. C:onscquentl) research on call centres has focu. eel on 

patterns of labour Control and in particular the nature- of employ<'t' SUl'\'Cillancc. 'l \rn 

types or n·scarch arc prcdominam. The most topical sociological research pertains to Llw 

Bentham/ 1-'oucault notion of the Panoptirnn or Sun·cillancr and is highly critical or call 

centre managt'men t. . \ I ternatc Ii tcrature from the lie lei or Hum an Rcsou rec 

\ lanagcment exercises a some\\ hat ofter appro.tch and often examines call centres 

from a busines · pers1wni\"C' focusi ng on impro\'ing cmployc>r/emplo) er relations. This 

tlwsis argues that neither p<'rspc>niq· pro\·idcs a ·olid tlworrt ical has<' to explain the 

signilicancc or Llw social mechanics of call ct'ntr!' labour relations. nor do they explain in 

arn detail ho\\ \\·orkcrs arc moulded and shapt'd to meet tlw needs of employers ,,·ithin 

th<' Jargt•r rrame\\'Ork or thr ··nc\\ <'('OnOm) ... l · si n~ data from a case StUd) or a ralJ 

ccntr<'. T clccorp Scn·iccs. this thcsi: outlines ho" the cone cpt of lwgcmon) can be 

cffccti\TI) appli<-'d 10 the call centre labour process to explain the ani,·i tics and tanics 

used i>) employns to manage produni,·ity. T his thesis identifies a numbt'r or pranices 

at l>oth the pre-cmployrnc·nt and post employment staaes that inc.lie-at<' tlw roles or 

emp!O) t'('S ol" call centres are constructed \\ ithin the ideological parameters or the free 

market. ( :all ct'ntre cm pk>) crs use a ,·arit't) or methods induding proli li ng. characwr 

assessment. mOLi,·ation manag(·mcnt and training to boost procl uni,·ity and 

1wrformance. ln the proct'ss call centre employers expend a great deal or cncre,r: 

auempting to com·inn~ ,,·orkers of rhe legitimacy of increasing produni\'it). Despite this 

they arc unable to reconcile tensions ,,·ithin the labour process . The demands of 

c>fficicncy and sen'ice deJi,·cry appear to be irreconcilable ,,·ithin an cxccssiw 

prrforrnance culture . This leads staff to adopt ,·arious forms of resistance such as 

unionisation and staff turnO\·er. problems that employers appear to be- struggli ng to find 

ans \\'Cr for. 
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