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Hoofy: Good evening. Over the last decade or so, American firms have become quite famously reliant on Indian call centers for their phone-based customer support operations. India's unique combination of low wage expectations and relatively high levels of education – coupled with the fact that English is widely spoken among that country's workers – has long made the subcontinent an attractive choice for customer support outsourcing in general and tech support outsourcing in particular .

Boo: But now there are signs that the age of Indian call center dominance may be coming to an end. As more customers voice complaints about poor service and hard-to-understand accents, many companies have responded by moving these positions back to the good ol' US of A. Dell was among the first to do so a few years back, for instance, and AT&T followed suit last year, moving 2,000 call center positions back home.

Hoofy: Still, companies both large and small who choose to move these operations back to American soil are now having to deal with the same sort of problems they hoped to solve by moving them offshore to begin with. Aside from having to pay wages that amount to more than four times what their Indian support personnel were earning, American call centers are notoriously difficult to keep staffed. Obtaining customer support employees is hard enough, but keeping them is even harder.

Boo: And so to attract new employees, more call centers have turned to outsourcing of a different sort – hiring Americans to handle customer support from their own homes.

Hoofy: After all, nothing makes coming into the office more fulfilling than not coming into the office.

Boo: Very true. In fact, I've signed up to do some freelance customer support myself.

Hoofy: Aren't you a dot com millionaire?

Boo: I'm not doing it for the money, Hoofy. I just like to help people.

Hoofy: That's very admirable.

Boo: Thanks. Now - 

(cell phone rings)

Boo: Sorry, I've got to take that.

Hoofy: That's fine, I'm sure our viewers won't mind.

Boo: Tech support here; for quality assurance purposes, this call may be monitored by Hoofy.

Caller: Uh, okay. Hi. I'm having trouble with Windows Vista. I just install-

Boo: That's understandable. Windows Vista is crap.

Caller:  - I'm... pardon me?

Boo: It's crap. It's a crap program. Microsoft puts out crap. They don't care. They just bundle it up and ship it out. Haven't you noticed that most tech people hate Microsoft? That's because Microsoft is a terrible company that puts out crap programs.

Caller: So... do I need to update my drivers, or...

Boo: Just throw it away and install Linux on your computer. 99 percent of business servers use Linux, and the reason they do is because business servers have to work properly, and Linux works properly, whereas Microsoft is crap.

Caller: Okay... thanks.

Boo: Sure! Have a good day, sir. (Hangs up) Man, that's fulfilling.

Hoofy: I think you may have veered off the Microsoft tech support script a little bit there.

Boo: Well, I'm not going to lie to people.

Hoofy: Then I'm absolutely sure you went off the Microsoft tech support script. Anyway. Ahem. Many American call support centers have historically been based in small towns, particularly in the Midwest region-

(phone rings)

Hoofy: Oops, now I've got one.

Boo: Wait, don't tell me that you're doing customer support just to be helpful?

Hoofy: Nope.

Boo: Okay, because that doesn't sound like something you would-

Hoofy: I'm doing it for the exact opposite reason. Hello, tech support here.

Caller: Hi, is this tech support?

Hoofy: Nope. (Hangs up)

Boo: Hoofy, that's a violation of the tech support code of conduct!

Hoofy: Hmmph! I never signed any “tech support conduct code of conduct.”

Boo: Uh, I'm pretty sure you did when you got the job.

Hoofy: Well, I forged my signature.

Boo: You... forged your own signature? That doesn't make any sense.

(phone rings)

Hoofy: Hello, tech support.

Caller: Hi, I can't seem to-

Hoofy: Do you have Prince Albert in a can?

Caller: What?

Hoofy: Then you better go catch it!

(hangs up)

Boo: Okay, first of all, you just conflated two different prank phone calls. Second of all, that guy called you. Third, again, that's a clear violation of the code of conduct.

Hoofy: Heh, I'm going to call him back. (Starts dialing).

Boo: For shame, Hoofy.

Hoofy: Hah, it's ringing. This is gonna be good. 

Boo: Goodnight, everyone.

