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CHAPTER
Introducing Service Value Chains —
Positioning Support Services In
Global Production Networks

1

Introducing Service Value Chains

1.1 Introduction
A sea of formally dressed ICT-ITES1 workers can be spotted during the change of work
shifts at the Information Technology (IT) parks in Mumbai and its suburbs. These workers
have been dropped off at their offices from various parts of the city by cab drivers exclusively
providing services for the ICT-ITES firms. The security personnel at the entrance scan
the employees’ ID cards, assuring that only authorised personnel and genuine visitors
access the premises. As one moves to the inner parts of the business park, janitors can be
seen quietly cleaning the offices, polishing façades and gardeners tending the lawns.
There are additional security guards, strategically positioned, to either guide the flow of
vehicles or to keep a tab on visitors’ and employees’ movements. Yet another set of service
personnel could be seen working in the cafeterias and eating outlets in the IT parks.
A typical IT park houses two dissimilar sets of service workers—the first set is the
“cognitive-cultural” (knowledge) workers catering to the core business domains and the
second is the “servile class” or “service underclass”, engaged in providing low-end support
services such as security, housekeeping, catering and driving of shuttle cabs (Dicken,
2007; Scott, 2011; Standing, 2011). A common feature connecting these knowledge and
service-underclass workers is that both are among the beneficiaries of the recent surge in
offshoring of business service activities to Mumbai. While the presence of knowledge
workers is used to explain the augmentation and advancement of ICT-ITES-related services
(see Carmel & Tjia, 2005; Dahlman & Utz, 2005; Dossani & Kenney, 2003), the
contributions of service-underclass workers often remain unmentioned in both academic
and policy circles. The only reference one comes across is a cursory note that the ICTITES firms have generated plenty of indirect jobs and business opportunities in supportservice segments (see Kite, 2014; NASSCOM, 2010). In India, the number of direct ICTITES employees is estimated to be around 3.5 million (NASSCOM, 2015b) and an
additional 8.2 million people are said to have benefitted through the indirect jobs and
employment opportunities (NASSCOM, 2015a). While the additional jobs and business
opportunities in support services are well acknowledged, the organisation of support service
delivery and its local outcomes in terms of providing new opportunities for local businesses
and workers requires a closer investigation.
From an organisational perspective, the ICT-ITES firms do not carry out any of the
support-service activities themselves. Instead, they outsource it to dedicated service
providers (or vendors) on a contractual basis. Such contractual arrangements have
implications for both the service providers and the workers engaged in the support-service

1

1

ICT-ITES (Information and Communication Technology-Information Technology Enabled Services) is an umbrella
term, which refers to a wide range of IT-related services. Due to its all-encompassing nature, the term ICT-ITES
was considered the most appropriate to refer to the general IT-enabled service industry. The existing literature uses
a large variety of terminologies, such as BPO (Business Process Outsourcing), KPO (Knowledge Process
Outsourcing), LPO (Legal Process Outsourcing), etc. For a detailed discussion on the topic, see Chapter 1 in
Lambregts et al., (2015).
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industry. The first issue is about the accessibility of the international ICT-ITES firms’
service contracts. The ICT-ITES firms usually have clearly defined eligibility criteria that
could be matched by only a handful of service providers. This raises a key question on
whether smaller, local firms benefit from the business opportunities in support services,
or large corporate firms dominate this segment. This question is of particular interest
given that there has been a steady increase in global (corporate) support-service providers
entering the Indian market. There is limited understanding on how the presence of global
service providers reshapes the local market for low-end service provision and how that
impacts the local service providers involved in these activities.
Other than access to business opportunities, another related issue is how the presence
of international ICT-ITES (client) firms influences the economic upgrading trajectory of
the local support-service providers. Services requiring close proximity or face-to-face
interactions (cab services, housekeeping and security) are often considered to require less
technology and provide limited scope for (economic) upgrading and productivity
improvements (see e.g. Lambregts et al., 2015). In addition to this, local service providers
would mainly provide these services. However, the situation is changing due to the rise of
transnational, corporate support-service firms (e.g., G4S, ISS, Securitas, Rentokil, JLL,
CBRE and Sodexo). Further impetus for upgrading and service standardisation comes
from the demands of international ICT-ITES client firms who tend to maintain high
aesthetic, sanitary and workplace standards through their own performance benchmarks
for support-services (see Mirchandani, 2004; Noronha & D’Cruz, 2009). In order to meet
the expectations of the ICT-ITES firms, service providers have to undertake various
upgrading efforts (cf. Humphrey & Schmitz, 2002). Here, a knowledge gap exists on
what economic upgrading strategies the service providers have adopted and how the
presence of international ICT-ITES client firms has shaped the conditions for economic
upgrading.
Other than economic upgrading activities, the support service firms are also required
to improve their labour-related standards, which is commonly referred to as “social
upgrading” (Barrientos et al., 2011; Milberg & Winkler, 2011; Selwyn, 2013). Social
upgrading is derived from the umbrella concept of “Decent Work” propounded by the
International Labour Organisation (ILO), which is vital in positioning and analysing the
outcomes for the workers in global value chains (Anker et al., 2003; Ghai, 2006; Selwyn,
2013). The international ICT-ITES client firms are known to have influenced the local
labour market for cognitive-cultural (knowledge) workers by providing them with aboveaverage payments and superior workplace amenities (see Murphy, 2011; Noronha &
D’Cruz, 2006; Upadhya, 2007). Given this background, it becomes relevant to empirically
assess whether international ICT-ITES firms have stimulated a similar transformation in
the labour market of support or service-underclass workers. The “service-underclass”
workers are traditionally considered to be vulnerable in terms of pay and social security
benefits (Standing, 2014). Some authors have linked the support-service jobs in ICT-
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ITES sector with better benefits for the under-educated, semi-skilled or unskilled workers
(Ghani & Kharas, 2010; Kite, 2014; NASSCOM, 2010). However, these observations are
merely a passing note, especially since they do not reveal whether the employment is
gainful or are just another form of low-wage precarious employment. There exists a research
gap in understanding whether, and how, the ICT-ITES firms facilitate social upgrading
(gainful employment with decent-work conditions) for the support workers.
This thesis aims to address these research gaps by studying the developmental impact
of international ICT-ITES firms on the support-service industry of Mumbai. The study
has been divided into two parts, viz., economic upgrading (of support-service firms) and
social upgrading (of support-service workers). Using the framework by Dicken (2007)
and Messner (2004) the “industry-level” outcomes focus on access to service contracts of
international ICT-ITES firms and economic upgrading strategies of the service providers.
At the “workers” level, the job terms and secondary benefits are studied using the framework
of Decent Work and social upgrading (see Anker et al., 2003; Ghai, 2006; Barrientos et
al., 2011; Rossi, 2013). It identifies whether the offshore service sector creates spillover
job and livelihood opportunities to other segments of the urban labour force and analyses
whether the emergence of the offshore service sector intensifies existing inequalities within
urban labour market or provides wider economic opportunities for the urban economy.
Studying the support-service segment is of relevance because of three reasons. Firstly,
the security, housekeeping and cab service segments are the prime local (indirect)
beneficiaries of the international ICT-ITES firms’ functioning and most indirect jobs and
business opportunities are generated in these three support services. Secondly, by including
the account of support services, this study will address concerns that the analytical
framework of (service) Global Production Networks (GPNs) should include indirectly
linked, place-based changes in its analysis (see Henderson et al., 2002; Kelly, 2013).
Further details on the theoretical positioning of the present study can be found in Chapter
2 of the thesis. A third reason for narrowing down to security, housekeeping and cab
services is that each of these segments has a different operational set-up and are therefore
differently affected through their interactions with the ICT-ITES firms. This gives an
opportunity to generate a comparative account and reveal the mechanisms through which
sector-specific outcomes are shaped.

1

1.2 Relevance of the Study— the larger context
Offshoring of service delivery is still at an early stage of development and there is limited
knowledge on its larger economic and social implications. Previously, place of production
and of consumption tended to converge in the service sector due to which its economic
growth potential was often ignored in academic studies and policy circles (see Kloosterman
et al., 2015 for a discussion). However, with the advent of digital communication technology
and liberalisation of service trade, there is a huge expansion of service offshoring, and
currently a variety of service products have become tradable at the global level (Baldwin,
7
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2011; Blinder, 2006). The international expansion of the service sector and service
offshoring is the main driver of the current wave in globalisation and it is said to have
greater potential to reorganise the global economy than the movement of manufacturing
from developed to developing countries (Dossani & Kenney, 2007, p. 37). The offshore
service sector is also considered as the new “engine for growth”, especially for countries
in the Global South (Bardhan & Kroll, 2003; Barnes, 2013; Ghani & O’Connell, 2014;
Kite, 2014; Kleibert, 2015a; Lambregts et al., 2015).
As the offshoring phenomenon may unfold faster with a potential far-reaching impact,
looking at its patterns, drivers, and consequences is important (UNCTAD, 2012, 2015).
A greater emphasis should be placed on studying the underlying restructuring process
induced by offshoring of services and how it affects the regions integrated in service
production network. These include business opportunities for those engaged in providing
support services, and employment opportunities for workers who serve as security guards,
cab drivers, cleaners, etc. However, this participation is not obvious and without issues or
challenges and a pertinent question is who benefits from the trend and who not, or how
inclusive or exclusive is access to jobs and business opportunities (Lambregts et al., 2015).
This study empirically assesses the local firms’ and individuals’ participation in global
service business and contributes to academic debates on growing dualism (and consequent
social polarisation) within urban labour markets and between people who gain from the
new economic opportunities and those who are left out. This study also contributes towards
a better understanding of how the offshore service sector (particularly international ICTITES firms), can play a role as driver of (local) economic development and social change.
The current study is a part of a larger research project funded by the Netherlands
Organisation for Scientific Research—Science for Global Development (NWO-WOTRO
grant number W01.65.329.00), which aims to develop a comprehensive picture of the
local (direct and indirect) outcomes of international ICT-ITES firms location in Mumbai
and Manila (see Lambregts et al., 2015). The overall project has been divided into four
parts and the focus as well as scope of the individual projects are summarised in Box 1.
The first project uses the Global Production Network (GPN) framework to understand the
changing spatial division of service labour from the perspective of firms and subsidiaries
located in countries ‘offshore’ (see Kleibert, 2015a). Drawing on empirical research in
the Philippines and India, it empirically examines how and why the offshore service
sector has emerged, how it has evolved, and how it impacts economic development in the
recipient countries. The second project examines the segmented structure of access to
employment among the core workers of the offshore service sector in Manila. It also
analyses the long-term career prospects of ICT-ITES workers (see Marasigan, 2015). The
third project studies the emergence of a new middle class in Mumbai with a special focus
on the contribution of the Business Process Outsourcing (BPO) sector to the formation of
the class (see Krishnan, 2015). It explores how the idea of the middle class is changing in
this era of service-sector globalisation with new consumption practices increasingly

1
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defining class identity. It further investigates how access to membership to the new middle
class may remain restricted to those who have the resources to obtain employment in the
offshore services industry. The fourth project (i.e., the study presented here) explores the
indirect business and employment opportunities created due to international ICT-ITES
firms functioning in Mumbai. It reveals how service GPNs stimulates transformation in
the local market for low-end service provision.

1

BOX 1: Positioning the study within the scope of the larger project
PROJECT 1: Understanding patterns of offshore service-sector development (Embeddedness and strategic
coupling)
PROJECT 2: Positioning workers in the offshore service-sector (growth opportunity and career trajectory)
PROJECT 3: Outcomes for ITES-BPO’s core workers (new middle class formation and consumption
patterns)
PROJECT 4 (Present Study): Outcomes for local business firms and workers in security, facilities
management and cab services segments

The significance of present study (Project 4) lies in the fact that together with PhD
Project 3 (on new middle class formation), it will generate a detailed account of the socioeconomic outcomes of the functioning of ICT-ITES firms in Mumbai. This project will
complement Project 1 in providing a holistic picture of the sector’s local embeddedness
in Mumbai.

1.3 Choice of Study Location—the ICT-ITES sector in Mumbai
The city of Mumbai has undergone a profound transformation from a (textile)
manufacturing hub (until the 1980s) to a centre for international offshoring of financial
and Information Technology Enabled Services (ITES). The gradual disappearance of textile
mills in Mumbai commenced in the wake of the massive strike of 1982-83, which witnessed
the participation of over 200,000 workers across 60 mills (Bakshi, 1986; p. 8). After the
demise of textile mills, the contemporary transformations have targeted to develop Mumbai
as a “world-class city” for facilitating various service-oriented businesses (Sharma, 2010).
One visible manifestation of the transformation is the emergence of new business centres
(IT parks), along with the strengthening of infrastructure related to airports, public
transport, shopping malls and entertainment centres. With the inflow of transnational
capital and expansion of service businesses, the contours of the city’s labour market have
also undergone several fundamental changes. Currently, rather than manufacturing
enterprises, a variety of service-based jobs engage a large share of Mumbai’s workforce.
The city of Mumbai presents an ideal location to study the local impact of international
ICT-ITES firms due to three reasons. First, Mumbai is one of the premiere locations for
offshoring of services and according to Tholons report (2014), it was ranked as the world’s
third most favourable destination (after Bangalore and Manila). Owing to its strategic
position, Mumbai houses several international ICT-ITES firms, whose functioning is
expected to engage a sizeable number of players in local support-service industry. Second,
9
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being the financial capital of India, Mumbai has a high concentration of business firms
and possesses a well-established and vibrant local market for low-end support services.
Demands from local offices, restaurants and residential complexes have already provided
an impetus for the growth and expansion of support-service industry in Mumbai. Given
this backdrop, it becomes interesting to study the transformations in business and labour
practices the international ICT-ITES firms have brought about in the already established
support-service industry. Third, Mumbai attracts large numbers of poor, low-educated
migrant workers, often from less developed parts of India (e.g. Uttar Pradesh, Bihar and
Odisha), and engage them in petty service jobs. The additional indirect jobs created by
international ICT-ITES firms are expected to benefit the segment of low-educated, semiskilled or unskilled workers. This gives the opportunity to empirically assess how the
functioning of ICT-ITES firms affects the work life and livelihood of the urban poor.

1

1.4 Key Objectives and Research Questions
For analysing the local development impacts of international ICT-ITES firms, this study
concentrates on two dimensions. The first dimension examines the industry/firm-level
outcomes by studying “economic upgrading” among the support-service firms. The second
dimension deals with the elements of “social upgrading” where the outcomes for supportservice workers are studied, with special attention being paid to job quality and employment
terms. The broad objectives of the study have been summarised below:
Dimension one: Economic upgrading in support services
(i) The criteria to access service contracts of ICT-ITES client firms
(ii) The role of global standards in shaping the economic upgrading of the supportservice segments
(iii) The opportunities for local service providers to access service contracts of ICTITES firms
Dimension two: Social upgrading for workers in support services
(i) Social upgrading (of work conditions, pay benefits and labour rights) in the
local support-service segment due to the presence of ICT-ITES firms
(ii) Recruitment and labour standards in different segments of the support-service
sector
The empirical chapters (Chapters 4 to 7) deal with specific themes of economic and
social upgrading in security, facilities management and cab services (see Table 1.1 for
sub-questions per chapter). Economic upgrading at industry/firm-level is dealt with in
Chapter 4 (emergence of corporate security-service firms) and Chapter 6 (economic
upgrading in facilities management and cab service industry). These two chapters also
address the question of how the emergence of global service providers has changed the
contours of the support-service industry. The second theme of worker-level outcomes is
addressed in Chapter 5 (job terms and benefits of security guards) and Chapter 7 (social
upgrading of housekeeping personnel and cab drivers). These two chapters outline the
10
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impact of ICT-ITES firms on the social upgrading of support-service workers and identify
how the job contents and benefits of support workers in ICT-ITES firms differ from other
segments of the support-service industry. An overview of the empirical chapters with key
respondents, research questions and academic discussion is given in Table 1.1.
Table 1.1 Overview of the empirical chapters
Sector

Key Actors/Respondents

Central question(s)

Academic discussion

1

Chapter 4: Corporatisation and standardisation of security-service industry catering to ICT-ITES firms in Mumbai
Security-service
industry

Global players in
security services
National players in
security services
Regional or local players
in security services

What are the prerequisites to serve as a
security-service provider
of ICT-ITES firms and
how do local service
providers perceive the
business opportunity of
serving ICT-ITES firms?

Corporatisation of security
services:
- Abrahamsen & Williams, 2009;
Castree et al., 2003;
- van Steden & de Waard , 2013;
Hawkins et al., 1995; Talwar
2014.
Economic upgrading of firms:
-Humphrey & Schmitz, 2002;
Fernandez-Stark et.al, 2011a.
Global standards and segmented
access to business opportunities:
- Nadvi, 2008; Nadvi & Waltring,
2004; Kleindl, 2006; Brody,
2006; Blowfield & Dolan, 2008;
Tallontire, 2007; Neilson &
Pritchard, 2010.

Chapter 5: Upgrading of service delivery and employment conditions through indirect insertion in global
value chains
Security-service Security guards of ICTIndustry
ITES firms
Security guards of other
local firms and
residential complexes
Security guards of
MSGB (Maharashtra
State Guard Board)

How does the emergence
of global standards in the
security-service industry
affect the job content and
job quality of security
guards serving ICT-ITES
firms and how do these
compare with security
guards engaged in other
local segments?

Social Upgrading due to
transnational firms:
Barrientos et al., 2011; Milberg &
Winkler, 2011; Beerepoot &
Hendriks, 2013; Taylor et al., 2013;
Flecker et al., 2013.
Selective access to jobs and
segmentation in the local labour
market:
Krishna & Pieterse 2008; Fields,
2011; Ilavarasan, 2007;D’Costa,
2011; Barnes, 2013.

Chapter 6: Matching the performance standards - Economic upgrading among the support-service providers of
ICT-ITES firms in Mumbai
Facilities
management and
cab service
industry

Global facilities
management firms
Local facilities
management firms
Cab service providers

What economic
upgrading strategies are
undertaken by the
facilities management
(housekeeping) and cab
service providers for the
ICT-ITES firms?

Economic upgrading in service
firms:
- Kleibert, 2015a; Humphrey &
Schmitz, 2002; Fernandez-Stark
et.al, 2011a; Bazan & NavasAlemán, 2004; Palpacuer, 2000;
Schmitz & Knorringa, 2000; Dolan
& Humphrey, 2000.
Table 1.1 Contd...
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Sector

Key Actors/Respondents

Central question(s)

Academic discussion

Chapter 7: Social upgrading of support workers in the service value chain-work and employment experiences of
the “service underclass”
Housekeeping
and cab service
industry

1

Cleaners in ICT-ITES
firms
Cab drivers in ICT-ITES
firms

How do the work
conditions and pay
benefits of the service
workers, engaged in
housekeeping and cab
driving, fare on the
parameters of the Decent
Work concept and how do
the support workers
perceive their work and
employment conditions?

Social upgrading and initiatives
to improve employment
standards in service GPNs:
-Milberg & Winkler, 2011; Rossi,
2013; Barrientos & Smith, 2006;
Lund-Thomsen, 2013; Barrientos
et al., 2011.
Service underclass concept,
Decent work in low-end support
services:
-Anker et al., 2003; Scott,
2011;Standing, 2014; Sassen,
2011;Standing, 1999; ILO, 1999.

Although the thesis objective is to provide a comprehensive analysis of the supportservice industry, each empirical chapter (Chapters 4-7) can be read as a separate, individual
essay. Chapter 2 provides the general theoretical foundation for the study and it is followed
by a description of the research methodology in Chapter 3. The final chapter (Chapter 8)
provides the conclusion, integrating the key research findings. It also discusses the
theoretical implications of the study and elaborates on how this research contributes to
existing theory and academic debates. The next chapter provides a detailed discussion on
theory and outlines key academic debates on the outcomes of offshore service-sector
functioning.
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Service Value Chains and Regional
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This chapter describes the key theoretical concepts, viz., economic upgrading, global
standards, social upgrading, service underclass, and power relations in GPNs, which
serve as building blocks for understanding the local outcomes of ICT-ITES firms’ presence
in India. The first section provides a brief overview of literature related to Global Production
Networks (GPNs) and positions the ICT-ITES segment within global service value chains.
It also analyses the position of support-service industry within the GPN framework. The
second section provides an introduction, as mentioned before, to the concepts of economic
upgrading, rise of global standards, social upgrading, service underclass and power
relations in the service value chains. Section 3 examines the debates pertaining to local
outcomes of service GPNs.

2

2.1 Globalisation of Business Activities and Rise of Global Value Chains—understanding
GPNs
Globalisation of business activities, through global value-chain networks, has witnessed
an unprecedented growth in the past decades. Manufacturing firms pioneered offshoring
practices during 1970s to capitalise on the locational cost differences offered by developing
countries. The trend of relocating industries picked up momentum in the succeeding
decades and currently, almost all the major manufacturing enterprises have a part of their
production units located in developing nations (Carmel & Tjia, 2005; Porter, 2011). This
unprecedented offshoring of industrial production activity was deemed to be the “first
wave in globalisation” of businesses (Dossani & Kenney, 2007; World Bank, 2007). From
the mid-1990s onwards, services followed a similar trajectory of outsourcing and offshoring,
and many service firms in developed nations started relocating their back-office activities
to lower-cost destinations (see Sako, 2005; Kloosterman et al., 2015).Owing to a marked
increase in transnational offshoring of services and service trade, the phenomenon has
been described as the “second wave in globalisation” of businesses (Bryson, 2007; Dossani
& Kenney, 2007; World Bank, 2007).
In order to better understand the offshoring of business activities and its developmental
outcomes, the concept of Global Production Networks (GPNs) was devised. Ernst & Kim
(2002, p. 1417) define Global Production Networks (GPNs) as networks that “combine
concentrated dispersion of the value chain across firm and national boundaries, with a
parallel process of integration of hierarchical layers of network participants”. Later,
several scholars from the Manchester school of Economic Geography (Coe et al., 2008a;
Coe et al., 2004; Henderson et al., 2002; Yeung, 2009) further developed the GPN
framework and added three analytical categories, viz., power, embeddedness and value
capture. Coe et al. (2008a; p. 272) gave a revised definition of GPNs as “nexus of
interconnected functions, operations and transactions through which a specific product
or service is produced, distributed and consumed”. The revised framework is considered
to be more heuristic and encompassing as it adds new dimensions (i.e. power,
embeddedness and value) that were lacking in previous approaches (such as Gereffi’s
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original Global Commodity Chain concept). It is to be noted that in the present thesis, the
GVCs (Global Value Chains) and GPNs (Global Production Networks) are used
interchangeably and refer to the ICT-ITES firms situated within international service
value chains.

2.2 The GPNs of ICT-ITES Sector—defining the first-tier value chain
For a deeper understanding of ICT-ITES GPNs, it is important to make a distinction
between the outsourcing and offshoring of services. While outsourcing essentially means
“the transfer of activities and processes previously conducted internally to an external
party”(Ellram & Billington, 2001, p.16), offshoring denotes the “performing [of] functions
or activities abroad”(Beshouri & Farrell, 2005). Therefore, when a service firm decides
to locate its operations abroad, the phenomenon is called offshoring of services. Offshoring
of services has become possible due to advances in information and communication
technologies, which allow for digitisation, splitting up and vertical disintegration of the
service-product delivery(Eichengreen & Gupta, 2013; Lambregts et al., 2015).
Figure 2.1 provides a categorisation of activities in the offshore service value chain
as originally developed by Fernandez-Stark et al. (2011a). The three general business-

2

Figure 2.1 Classification of the offshore service value chain

Source: Fernandez-Stark et al. (2011a, p. 210)
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service categories include Information Technology Outsourcing (ITO), Business Process
Outsourcing (BPO) and Knowledge Process Outsourcing (KPO).
Within the service activities mentioned in Figure 2.1, the ones involving IT consulting,
research and development and knowledge process outsourcing are considered to be highvalue added activities. In contrast, activities related to business process outsourcing are
regarded to be more routinised, lower-end activities. Initially, just like manufacturing,
service offshoring too focused on finding cheaper destinations for routinised service tasks.
Over time, it evolved and incorporated an array of complex and more specialised (highvalue) service tasks (such as software coding, legal services, accountancy, X-ray reading,
etc.) (Scott, 2008, 2012; Lewin et al., 2009).
The decision of service GPNs to go for higher or lower value-added activities (see
Figure 2.1) largely depends on the quality and quantity of the available human capital
and physical infrastructure in the region. Reducing labour cost is no longer the primary
driver of service offshoring and variables such as access to high-skilled talent and expanding
market outreach are increasingly becoming deciding factors (Doh, 2005; Dossani &
Kenney, 2007; Lewin et al., 2009). The high-end cognitive-cultural activities, previously
dominated by advanced economies in North America and Europe, can now be found in
developing countries of Asia and Latin America (Lambregts et al., 2015).Various studies
have identified the factors leading to the emergence of South Asian countries as hubs for
international service offshoring and analysed the local socio-economic impacts of the
functioning of ICT-ITES firms (see Ghani, 2010; Kleibert, 2015a; Lambregts et al., 2015).

2

2.2.1. Second-tier value chain in service GPNs—positioning the low-end support activities
The typical notion of “value chains” involves elements of production, marketing and
distribution of goods and services in a sequential structure (see Porter, 1991). This linear
conceptualisation is useful to corporate executives for identifying the points where “values”
are embodied and finding ways to optimise them (Coe et al., 2008b). The GPN approach
of identifying “value creation points” excludes the context of low-end, support-service
activities. This shortcoming of GPN framework has also been identified by Coe & Hess
(2013) and Kelly (2013), when they noted that the framework is constrained in dealing
with qualitative place-based changes happening at a distance from the GPNs. The support
services do not form a part of direct input-output relations of GPNs, but are important in
facilitating regional development through creation of indirect jobs and business
opportunities.
While the existing literature primarily focuses on studying the first-tier (ICT-ITES)
service value chain, there exists yet another second-tier value chain of support services.
This second-tier value chain does not involve complex tasks such as coding, software
development or legal advices, but encompasses low-end, physical activities like
housekeeping, security and cab services. This service value chain is ignited by the ICTITES firms’ demand for support services and engages a whole set of entrepreneurs and
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local workers. Previously, the support services were considered to consist of low-end
activities, but currently they have acquired characteristics similar to the businesses of
ICT-ITES firms in first-tier value chain. For instance, the support services too have large
corporate firms (e.g. JLL, CBRE), which adopt global or international standards in service
delivery.
The second-tier value chains of support services are thoroughly integrated and
dependent on first-tier ICT-ITES firms for their business operations. Similar to the local
ICT-ITES firms in the value chain, the support-service providers have to upgrade their
processes and performances to match the demands of the international lead firms. Like
the core ICT-ITES workers, the support workers are also stationed inside or in the vicinities
of the IT parks and their contributions are essential for the smooth functioning of the
ICT-ITES firms. These support workers are often considered as service underclass due to
their work nature and pay benefits (see Section 2.5). The upcoming section outlines the
concepts of economic upgrading, rise of global standards, social upgrading, service
underclass and power relations in GPNs, which are important to understand both the
ICT-ITES and support-service firms in the global value chain of services.

2

2.3 Local Outcomes of Offshoring of Services—economic upgrading of firms
Economic upgrading is defined as “the process by which economic actors—firms and
workers—move from low-value to relatively high-value activities in global production
networks”(Gereffi, 2005, p.171). Through economic upgrading, local firms achieve a
“better” position in the global value chain of manufacturing operations or services. Foreign
firms provide the much-needed capital for developing countries and offer possibilities for
the upgrading of domestic firms through up-skilling and technology transfers (Coe &
Hess, 2010; Ernst & Kim, 2002). Economic upgrading can take a number of forms and
includes process upgrading for more efficient transformation of inputs into outputs, product
upgrading for diversification into higher value-added products, functional upgrading for
adoption of new functions or skill sets and inter-sectoral upgrading for diversifying into
new service segments (Humphrey & Schmitz, 2002; Kaplinsky, 2000). Table 2.1
summarises the key features of economic upgrading activities in a value chain.
Table 2.1. Dimension of economic upgrading
Types of economic upgrading

Description of the upgrading strategy

Process upgrading

Transforming inputs into outputs more efficiently by reorganising the production system or introducing superior
technology.

Product upgrading

Moving into more sophisticated product lines (which can be
defined in terms of increased unit values).

Functional upgrading

Acquiring new functions in the chain (or abandoning existing
functions) to increase the overall skill content of activities.

Inter-sectoral upgrading

Using the knowledge acquired in particular chain functions to
move into different sectors.

Source: Schmitz (2004, p. 7)
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Although the distinction presented in Table 2.1 is beneficial for a theoretical understanding of the upgrading processes, in practice, there exists ambiguity over classifying
certain activities according to these four distinct categories (Kleibert, 2015b, p. 113). For
instance, process and functional upgrading go hand-in-hand and might have to be undertaken simultaneously. Certain aspects of process upgrading have to be carried out before
firms could consider undertaking functional or inter-sectoral upgrading activities. Therefore economic upgrading, in practice, is a set of coordinated measures that could occur in
non-linear sequence with two or three different types of upgrading activities happening
simultaneously (Yoruk, 2004, p. 95).
Barrientos et al. (2011a) note that while manufacturing entities focus on upgrading
through capital investment and technology adoption, the service industry carries out upgrading by making investments in workforce development. Service-oriented firms can
undertake economic upgrading at a faster rate than manufacturing entities (Dossani &
Kenney, 2009), because unlike the latter, the former need not invest extensively in procuring machineries and train their workers to operate them. The implicit assumption
behind workforce development in service firms is that their higher skills will lead to
higher profitability. However, the validity of such correlation is still unclear and contextspecific (Schmitz, 2004, p. 376). But this assertion holds true in the case of knowledgedriven service activities, where improving the skill-set of workers often leads to higher
productivity and better earnings for the firms (Milberg & Winkler, 2013).
Upgrading is crucial for those service firms occupying lower ranks in the value chain,
as since apart from facing cost-based competition, they are also vulnerable to the potential threat of losing business due to increased automation (UNCTAD, 2004). Therefore,
service firms have to continuously innovate and find ways to adjust and upgrade in accordance with the changing market demands. Finding new opportunities and realigning the
business priorities become a pre-requisite to remain competitive in both manufacturing
and service value chains. One common way of responding to changing business needs is
to adhere to a variety of international or global standards prevalent in the global production networks.

2

2.3.1. Global quality standards
For facilitating economic upgrading and for the better governing of international trade,
various private agencies have come up with international standards to benchmark
performance, quality and process parameters. A standard is defined as the “external point
of reference by which a product or a service’s performance, its technical and physical
characteristics, and/or the process and conditions under which it has been produced or
delivered, can be assessed” (Hawkins et al., 1995, p.1). Having pre-defined performance
standards is deemed to be instrumental in enhancing the non price-based competition,
such as quality, reliability and response time of the product delivery (Blind & Thumm,
2004; Johnson & Nilsson, 2003; Zeithaml et al., 1990). For supplier firms in developing
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Figure 2.2: Major dimensions of potential GPN impact on local economies

2

Source: Dicken (2007, p. 434) Reprinted with permission of Guilford Press
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nations, standards not only assist in reaping economic rents, but also help in improving
their positions in global production networks (Muradian & Pelupessy, 2005).
Raynolds (2004) notes that global standards and private-sector certification system
represent a new and influential form of network governance in GPNs. Standards act as a
novel tool to enhance the dialogue between trading partners, leading to stronger
coordination and exchange of information within the value chain (Gibbon, 2001; Raynolds,
2004). Previously, lead firms often adopted intensive coordination and communication to
directly control the quality parameters. With the advent of global standards, there is a
marked shift in their monitoring procedures. The rise of third-party certifying agencies
(such as ISO) has motivated the lead firms to increasingly adopt “hands-off” management
policies and get less involved in devising and auditing the performance standards (Dolan
& Humphrey, 2004; Ponte & Gibbon, 2005). Yet another advantage of governing the
value chains through standards is that it enables the lead firms to re-brand and build
competitive advantage which is centred on the standardised quality of the products
(Muradian & Pelupessy, 2005).

2

In the case of services, the transition towards standardisation of service products has
led to the adoption of sophisticated management techniques, which is often referred to as
“neo-Taylorised” management (Taylor & Bain, 1999). Dossani & Kenney (2007) observe
that Indian firms adopt various service standards to prove that offshoring (to India) is not
an “unusual” or “risky” venture. Quality certifications help global buyers identify the
eligible and competent suppliers and thus reduce search and monitoring costs. For local
players, adhering to standards is beneficial in terms of maintaining transparency and
stability of expectations for long-term engagements. Indian ICT-ITES firms are known
for their inclinations towards securing quality certifications and already over 440 Indian
firms have some type of international professional accreditation or the other (Graz &
Niang, 2012). Some of the frequently used standards by Indian ICT-ITES firms are related
to Capability Maturity Model Integration (CMMI), eSourcing Capability Model for Service
Providers (eSCM-SP) and Control Objectives for Information and Related Technology
(COBIT) (Graz & Niang, 2012).
The credibility of the standards depends upon the reputation of agencies devising or
accrediting them. Two important internationally acclaimed bodies are the “International
Organisation for Standardisation” (ISO) and the “International Electrotechnical
Commission” (IEC). At present, global standards are not restricted only to the production
process, but encompass social, labour and ecological dimensions of business. The
seriousness with which the labour (social upgrading) and ecological standards are pursued
depends on the host government’s policies, intervention of pressure groups and discretion
of the lead firms.
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2.4 Social Upgrading in GPNs—commitment to enforce labour standards in GPNs
Other than the economic upgrading of firms, establishing a certain degree of labour
standards in GPNs has become a thrust area for the lead firms and the local government.
Social upgrading is”the process of improvement in the rights and entitlements of workers
as social actors, which enhances the quality of their employment” (Barrientos et al., 2011b,
p. 324). Likewise, the “Decent Work” concept calls for work to be performed under “the
conditions of freedom, equity, security and human dignity, in which rights are protected
and adequate remuneration and social coverage are provided” (ILO, 1999). The strength
of the social upgrading concept is that it does not assume an automatic correlation between
the economic upgrading of firms and betterment of remuneration, working conditions
and rights of the workers (Barrientos et al., 2011b; Milberg & Winkler, 2011).
The positions of workers in value chains have traditionally been ignored in GCC/
GVC frameworks, as they overtly focus on governance and inter-firm transactions.
However, with the recent introduction of the social upgrading concept in GPNs, there
have been attempts to explicitly integrate workers and trade unions in the global production
network analysis (see Hess & Yeung, 2006; Hess, 2008; Selwyn, 2013). The concept of
social upgrading is equally applicable for workers in manufacturing and service value
chains and can be further subdivided into work standards and rights-based components
(Barrientos & Smith, 2007; Elliott & Freeman, 2003). Work standards include aspects
related to type of employment (regular or irregular), wage level, social protection, working
hours and secondary benefits. The rights-based components for workers include aspects
such as freedom of association, collective bargaining and non-discrimination of workers
at workplace.
With the increased employment of casual and contract workers in lower segments of
value chains, many (manufacturing) GPNs are indulging in practices of pushing down
the wages and benefits of the workers (Brown et al., 2004; Kiefer & Rada, 2014; Singh,
2004). Sweatshop-like conditions still prevail in many manufacturing enterprises where
the workers are engaged beyond normal work hours, with meagre pay and secondary
benefits (see Newsome et al. 2013; Robinson & Rainbird, 2013). A similar observation
regarding the offshore service sector in India was presented by Ramesh (2004) who termed
the call-centre agents as “cyber coolies”, working in modern sweatshop conditions. In
contrast to Ramesh’s assertion, several authors consider the jobs in the offshore service
sector to be more gainful than entry-level manufacturing jobs (Budhwar et al., 2006;
Ghani, 2010; Noronha & D’Cruz, 2009). Service GPNs are also considered to have
promoted social upgrading of educated workforce by opening a new merit-based order,
where talent, hard work and skills matter more than family and social backgrounds
(Brosius, 2012; Das, 2002; Jaffrelot & Veer, 2008). Further, the pay and work benefits of
cognitive-skill (knowledge) workers of ICT-ITES firms are noted to be relatively superior
to the prevailing local standards (Noronha & D’Cruz, 2009).

2
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2.5 The Concept of “Service Underclass”—personnel in low-skill, low-wage service
jobs
Service-underclass jobs are typically “low-skill” manual tasks that require physically adept
workers with situational adaptability and adequate fluency in spoken languages
(interpersonal interactions) (Scott, 2012). Service underclass workers, as identified by
Scott (2012), include janitors and cleaners, waiters, home health aides, security personnel,
motor vehicle operators, etc. The “low-skill” content does not necessarily mean an absence
of cognitive-cultural skills, as several discretionary work decisions are continually taken
by service-underclass workers (Scott, 2012). The “low-skill” here essentially means that,
as opposed to core ICT-ITES workers, the service-underclass jobs have little to do with a
distinctive higher education and command over technical or analytical skills.
Another distinctive feature of service-underclass jobs is the payment of “low-wages”,
which could be coupled with inferior work conditions and part-time (flexible) or temporary
jobs (Peck & Theodore, 2001; Theodore et al., 2005). In many developed countries, the
real wages for service-underclass workers have either stagnated or declined significantly
over the past few decades (Autor, 2011; Guynn, 2014). An analysis of the representative
wages and fringe benefits data for different service sectors has further highlighted the
issue of stagnant wages for the service-underclass workers (Autor, 2011; Brocht et al.,
2000). Irrespective of the ways to measure the wages and benefits, Brocht et al., (2000)
opined that total compensation for high-skilled workers rose both in absolute and relative
terms compared to compensation for low-skilled workers. This disproportionate income
rise has resulted in ever-increasing inequality between high-skilled and low-skilled service
personnel (Krishna & Pieterse, 2008).
Scott (2012) categorises the rising number of workers joining service-underclass jobs
in urban society as the “new servile class”. First reason for identifying them so is their
constraints in finding a suitable employment in the manufacturing sector or other traditional
white- and blue-collar jobs. In urban areas, with the decline in opportunities in
manufacturing and other traditional occupations, there has been a marked expansion in
the number of service-underclass jobs. Another reason for addressing the service-underclass
workers as the “new servile class” is their work nature, which is strongly oriented towards
sustaining the facilities and infrastructure of the urban system. The new servile class is
deemed to directly or indirectly support the domestic and personal needs of the upper
echelon of cognitive-cultural workers (Krishna & Pieterse, 2008; Scott, 2012). Therefore,
in order to identify the segment of service-underclass workers as a distinctive urban socioeconomic category, Scott (2012) prefers to use a more descriptive term the “new servile
class”. With the new division of labour, both the cognitive-cultural and service-underclass
jobs are expected to rise further in the metropolitan areas (Scott, 2013, p. 120).
The service-underclass workers are exposed to poor labour market conditions
characterised by low wages, poor work benefits, job insecurity and limited career prospects.
While the “service underclass” has many features of a “precariat” (as identified by Standing,
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2011), it essentially excludes those who are homeless, jobless, unemployable or those
who belong to other presumably dangerous social classes (Scott, 2012, p. 101). Owing to
low status of job, poor remuneration and the precarious position of service underclass, an
improvement in the work, pay and social security of this segment is even more important
(Autor, 2011). While actors such as labour unions, nation state and lead firms (of service
GPNs) determine the labour policies for the service underclass, the relative power structure
of different actors plays important role in determining the final outcomes.

2

2.6 Power in Service GPNs—the key local and transnational actors shaping the regional
outcomes
With the rise of GPNs, there has been a steady decline in the role of nation state in
controlling transnational business entities (Bunyaratavej et al., 2010). State power is now
limited to formulation of the legal framework within which lead firms have to operate
and even while devising the rules, business associations play an important role in
negotiating favourable terms. Therefore, it becomes the responsibility of local governments
to bargain for larger regional benefits and not be allured by the few direct jobs that the
lead firms might generate (Dicken, 2007). Other than lead firms, business organisations
and local government, several other actors such as global and local labour unions, civil
society, NGOs, etc. do interact with each other for shaping the final regional outcomes.
The relationship among key stakeholders in influencing the decision-making process is
summarised in Figure 2.3.
Each actor and institution involved in GPN has its own agenda and its realisation
depends on the relative power configuration. Transnational firms having access to localised
resources across geographical spaces have an inordinate amount of power over those with
limited spatial mobility (e.g. labour and nation state) (Dicken, 2007, p. 68). Even within
a value chain, depending upon the issue at hand, different actors could engage in
collaboration or conflict behaviour. For instance, the nation states compete to attract the
lead firm’s investments and likewise, the labour unions of one country may compete with
others to capture new jobs and protect the existing ones.
In manufacturing, various civil organisations and trade unions have formed pressure
groups for safeguarding the interests of workers and environment (Barrientos & Smith,
2007; Harrod & O’Brien, 2012). In several cases, trade unions and civil society initiatives
have been successful in containing the downward pressure on wages of manufacturing
workers (Florini & Sentâ, 2000; Simon, 2010). However such interventions in service
GPNs are yet to be seen. The policies related to work practices, working conditions, pay
benefits, etc. are devised in corporate headquarters located elsewhere and many a time,
they have little understanding or awareness about the local conditions and needs (Dicken,
2007, p. 444). Acknowledging the constraints, various transnational lead firms either
give autonomy or apply different degrees of discretion and involvement in devising their
region-specific labour policies. In spite of providing such autonomy, there are still concerns
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Figure 2.3: The world economic triangle represents the key actors in GPN governance and decision-making process

2

Source: Messner (2004, p. 23) Reprinted with permission of Edward Elgar

regarding balance of power between labour and capital since the responsibility of
formulating labour policies is institutionalised and limited to the state and capital holders
(Selwyn, 2013).
Mayer and Pickles (2010) argue that neo-liberal globalisation has created a “global
governance deficit”, which has prompted governments, NGOs and labour groups to create
new institutional frameworks to regulate work, sourcing practices and capital movements.
The rise of private regulators have been encouraged by the slow and cumbersome manner
of consensus building by global organisations such as World Trade Organisation (WTO)
and International Labour Organisation (ILO) (Messner, 2004). In contrast, “private global
governance” focuses on fast-track standardisation of technical, social and ecological
parameters for international firms operating across different countries. Similar to
manufacturing, the global ICT-ITES sector has private actors stepping in to fill the gap of
central institutes, which are supposed to oversee the task of setting the business standards.
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While private bodies are successful in devising and implementing the standards
pertaining to performance (technical) parameters, they still fall short in promoting similar
advancement in labour standards. This gives rise to debates on whether the service GPNs
results in gainful employment opportunities for the host economy, or they merely prioritise
the optimisation of business-related performance. The next section deals with these issues
in more detail.

2.7 Key Debates on Regional Outcomes of Service GPNs

2

On the one hand, service GPNs are considered as an engine for economic growth, while
on the other hand, their local distributive outcomes are debated. This section will first
identify larger contributions of service value chains to the economic growth of the host
country and thereby will discuss the debates on their regional outcomes.
2.7.1. Contributions to GDP growth of developing nations
The increased contribution of service trade to developing countries’ GDP (Gross Domestic
Product) has debunked the notion that only after attaining a certain degree of maturity in
manufacturing, can a country engage in service-driven growth. On the contrary, it has
been argued that services can benefit countries that have either de-industrialised prematurely or have failed to kick-off the industrialisation process (Ghani & O’Connell,
2014). Data on the contributions of services to the GDPs of various developing countries
further strengthens this argument. For instance, from a nascent stage in the early 1980s,
the Indian ICT-ITES service segment has grown to US$ 75 billion (around 4 per cent of
the GDP), in the financial year 2012–2013 (NASSCOM, 2013). India is the international
market leader and dominates the more profitable segments of the service value chains as
it has captured around 45 percent (in 2009) of the global market share in offshore services.
Other developing countries too are catching up fast and have ventured into lower segments
of the value chain. For example, in the Philippines, offshore service sector (mostly BPOs)
has contributed US$ 11 billion (around 5 per cent of GDP) for the financial year 20112012 (BPAP-DOST, 2012).
2.7.2. Contribution in creating indirect jobs and employment opportunities
The presence of offshore services is vital in promoting indirect job opportunities for lesseducated individuals in urban areas. It has been argued that the ICT-ITES sector has
provided alternative employment opportunities beyond the conventional labour-intensive
manufacturing industry (see Bardhan & Kroll, 2003; Ghani, 2010). Referring to the
consistent increase in the number of high-wage service jobs in South Asia, Ghani and
Kharas (2010) assert that it has facilitated inclusive growth by accommodating vulnerable
sections (women, youth) in the labour force. The service GPNs are said to contribute
further to the local economy through various backward and forward linkages (see Kite,
2014; NASSCOM, 2010). The important backward-linked sectors identified are catering,
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housekeeping, construction, security, technology and transport segments (Kite, 2014;
NASSCOM, 2010). The key forward-linked segments are in the fields of communications,
financial services and retail. Yet another channel for local economic gains is through the
expenditures of core ICT-ITES workers, which stimulate domestic demand for various
household goods and services.
2.7.3. Service sector as a source of economic and social enclaves
While the larger developmental outcomes of ICT-ITES sector are well acknowledged,
there are several criticisms regarding the regional growth trajectory induced by them see
D’Costa, 2003; Ilavarasan, 2007; Krishna & Pieterse, 2008). It has been argued that the
developmental impact is limited only to a few big cities (in India) like Mumbai, Delhi
and Bangalore, which have successfully positioned themselves as destinations for offshore
services. Likewise in the Philippines, the service-based Special Economic Zones (SEZs)
are located in central business district of Metro Manila and has been referred to as “islands
of globalisation” (Kleibert, 2015b). Due to its limited geographical outreach, the ICTITES firms are said to work as “economic enclaves”, as they tend to have very limited
functional links with larger territorial entities of the host economy (Chandrasekhar &
Ghosh, 2006; Ghimri, 2006; Krishna & Pieterse, 2008; Solomon & Scuderi, 2006). Even
within the cities that are considered to be hubs of offshore services, the magnitude of
direct employment generated is limited when compared to the total labour force of the
given city. Thus, the optimistic projections of massive job shifts due to offshore outsourcing
are considered to be misplaced and unwarranted in the long run and the short run (Farrell
et al., 2006).
Criticising NASSCOM and CRISIL calculations on the number of indirect jobs,
D’Costa (2011) argued that using a multiplier of four for calculating indirect jobs is
unreasonably high given the fact that even the steel industry, with its dense inter-sectoral
linkages, does not have such high multiplier effects. Unlike manufacturing, the ICTITES sector does not depend on any natural resources and therefore there is a distinct
absence of backward linkages to raw materials and forward linkages to any of the factories.
Further, the indirect jobs in segments like transportation, domestic work, security and
driving cannot be seen as bringing about any structural transformation in the urban labour
market (D’Costa, 2011; Usui, 2012). Even now, a vast majority of Indian workers find
employment in unorganised sectors as cultivators or casual agricultural labourers in rural
areas and as street vendors or household and industry labourers in urban settings (Bardhan,
2006).
Discussing the potential of services to become an alternative to the manufacturing
sector, Rodrik (2015) commented that it won’t work well in countries which have
predominantly low-skilled labour forces. He further foresees that the economic growth
will be significantly lower for the less-developed nations, which have either faced or are
facing premature deindustrialisation. The claim of stimulation of local entrepreneurship
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by the ICT-ITES sector has also been questioned. The substantial entry barriers (due to
global standards) inhibit gainful engagement of local service firms and serving only a
few major (international) customers could increase the local supplier’s vulnerability in
the long run (D’Costa, 2011). While the lead ICT-ITES firms assist in the economic
upgrading of local firms, the global certifications of operational standards still act as an
entry barrier for the smaller enterprises (Graz & Niang, 2012; Hawkins et al., 1995;
Nadvi, 2008). Often local firms are “standard takers” which gives rise to asymmetric
power relations between global buyers and local suppliers. The introduction of global
standards has given rise to “transnational hybrid authorities” which at times diminish the
significance of region-specific regulatory practices (Graz, 2006). In this regard, Nadvi
(2008) asserts that in global value chains, global standards often supersede the national
ones, and it has negative implications for the participation of small- and medium-sized
(service) firms.

2

2.7.4. Implications for the local workers in the service value chain
While global standards hamper the direct chain integration of small and medium firms,
the presence of various sub-contractors in the value chain poses challenges for effective
implementation and monitoring of labour standards (Barrientos & Smith, 2006; Barrientos,
2013a, 2013b). Research on manufacturing GPNs has demonstrated that various levels of
sub-contracting often makes it difficult to enforce even legally stipulated minimum wages
and benefits (FLA (Fair Labour Association), 2012; Lund-Thomsen, 2013; Rossi, 2013).
The support workers usually hold temporary positions and have a low degree of attachment
to the lead service firms. In contrast to the support workers, the ICT-ITES core employees
enjoy relatively better job stability, remuneration and secondary benefits. To refer to the
significant differential treatment of knowledge workers and support workers, Krishna &
Pieterse (2008) devised the term “hierarchical integration”. It denotes the poor quality of
job and pay terms for urban, support-service workers.
The differential treatment of knowledge and support workers in terms of pay and
work benefits is said to have further strengthened the prevailing inequality in the urban
labour market (Krishna & Pieterse, 2008). It is generally perceived that this has reinforced
class bias by skewing the benefits in favour of pre-existing middle and upper classes (see
Fuller & Narasimhan, 2008; Ilavarasan, 2007; Joshi, 2010; Upadhya, 2007; Krishnan,
2015). In India, access to good quality higher education is still limited to a privileged few
and this determines who gets employed in the core segments of the offshore service sector
(D’Costa, 2003; Reed, 2008; Fuller & Narasimhan, 2008; Upadhya, 2007; Varma, 2007).
This developmental trajectory contradicts Friedman’s (2007) optimistic proposition that
the benefits of globalisation will embrace all in due course of time.
The upcoming chapters will provide an empirical account of business and employment
conditions in the support-service segments and reflect on the regional developmental
trajectory promoted by the international ICT-ITES firms.
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This chapter provides the methodological framework along with the research design,
data collection and operationalisation of key research concepts. It also gives an overview
of the organisational structure of the support-service industry and discusses the motivation
behind narrowing down to the specific “subject” firms. The limitations of the study and
the challenges in the pursuit of data collection have also been provided. It is to be noted
that each empirical chapter of the thesis has its own methods section, where the chapterspecific details on data collection and analysis are presented.

3.1 Research Design—a qualitative case study approach
The research required the examining of multiple organisations (both ICT-ITES firms and
service vendors) and different groups of support workers (guards, cleaners and drivers)
across Mumbai. The overall approach towards the research design is qualitative in nature.
The purpose of quantitative (primary) survey data, wherever used, is to strengthen or
complement the qualitative arguments. The research follows a case study approach to
provide an in-depth understanding of how the international ICT-ITES firms affect the
local security, housekeeping and cab service segments. Taking into account the explanatory
nature of the research questions, a sector-specific case study method was considered to be
the best approach. Yin (2009, p. 93) notes that a case study is helpful whena “‘how’ or
‘why’ question is being asked about a contemporary set of events, over which the
investigator has little or no control”. The evidence presented in each empirical chapter
directly addresses the research questions posed in Chapter 1. Yin also notes that the
qualitative case study approach allows for the generation of rich narratives which are
based on real-life experiences. Therefore, the case study approach was chosen to explore
how the support workers perceive their work and employment conditions (Chapters 5 and
7). Yet another reason for conducting sector-specific case studies was the practical
constraints in approaching the relevant resource persons and soliciting a favourable
response (more details are included in the upcoming section).
The case selection aimed at “analytic generalisation” as opposed to “statistical
generalisation” and attempts were made to link findings from multiple cases to particular
theoretical constructs or theoretical sequence of events (see Yin, 2009). Regarding sampling
in a case study approach, Yin (2009, p. 15) comments that “the case study, like the
experiment, does not represent a ‘sample,’ and in doing a case study, your goal will be to
expand and generalize theories and not to enumerate frequencies”.In the present research,
the key analytical findings for the support-service industry are valid for other Indian
metro cities hosting international ICT-ITES firms. The resource persons interviewed were
representatives of their particular domains and the sampling technique employed was
purposive and non-probability based. The details of the profiles of resource persons have
been elaborated in the methods section of each empirical chapter.
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3.1.1 Units of Analysis
The first units of analysis were the specific industrial segments (security, housekeeping
and cab services) serving the ICT-ITES firms in Mumbai. This required the collecting of
data from (and on) both the ICT-ITES firms (clients) and the support-service firms (service
providers/vendors). Chapter 4 on the corporatisation of the security service industry and
Chapter 6 on the economic upgrading of facilities management (housekeeping) and cab
services have the respective industrial segment(s) as the unit(s) of analysis.
The second units of analysis were the different groups of support-service workers.
This required interactions with security guards, cleaners and cab drivers engaged in the
service of ICT-ITES firms. Chapter 5 on the upgrading of employment conditions of
security guards and Chapter 7 on the social upgrading of cleaners and cab drivers have
the workers in the concerned segments as the units of analysis. While the support workers
in ICT-ITES firms were the key focus of the study, additional groups of support workers
engaged in the service of non ICT-ITES firms were also selectively studied for gaining a
comprehensive overview.

3

3.1.2 Operationalisation of Key Research Concepts
The key concepts used for studying the support-service industry are: corporatisation, global
standards, economic upgrading, social upgrading and decent work. The use of these
concepts, in the context of present research, has been briefly explained in the following
sections:
Corporatisation and global standards: In the context of this thesis, corporatisation
refers to the phenomenon where large firms or conglomerates venture into the supportservice segments, catering to specific service needs of ICT-ITES firms. The rise of global
standards in support-service delivery has encouraged this corporatisation process (see
Abrahamsen & Williams, 2006; Brody, 2006). The role of global standards in ascertaining
the expected benchmarks related to quality parameters is well acknowledged in the existing
literature (see Nadvi & Waltring, 2004; Nadvi, 2008; Ponte & Gibbon, 2005; Quadros,
2004). Global standards here refer to objective performance parameters devised by ICTITES client firms or by internationally acclaimed, independent standard-formulating
agencies (e.g. ISO—International Organisation for Standardisation). Chapter 4 deals with
corporatisation and the emergence of global standards in the private-security service
industry.
Economic upgrading: Economic upgrading is commonly used in GPN literature to
refer to the efforts undertaken by the local firms to improve their positions in value chains
(see Barrientos et al., 2011; Fernandez-Stark et al., 2011b; Milberg & Winkler, 2011).
This could be achieved by undertaking efforts to improve the final product or production
processes. The efforts of support-service firms to improve their quality of service delivery
are referred here as economic upgrading. In services, upgrading implies the improvement
of both service quality and the underlying processes related to recruitment, performance,
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compensation and legal compliances. The service providers (or vendors) usually have to
follow the guidelines of the ICT-ITES client firms and hence require economic upgrading
in certain fields of operation. The study presented in Chapters 4, 6 and 8 deals with
various economic upgrading strategies undertaken by the support-service firms.
Social upgrading and Decent Work: In GPN literature, social upgrading commonly
refers to improvements in work and living conditions of the workers who are directly
engaged in the production process at various stages of the value chain (see Barrientos et
al., 2011; Milberg & Winkler, 2011; Rossi, 2013; Selwyn, 2013). In the context of this
research, social upgrading refers to the tangible gains in payment (salary, bonuses, etc.)
and non-pay benefits (social security, retirement benefits, etc.) for the support-service
workers. Social upgrading is closely associated with the concept of Decent Work, which
envisions a general improvement in working conditions, pay and social security benefits
and a scope for collective bargaining and representation rights for the workers. While
Chapter 5 deals with aspects of social upgrading and Decent Work for security guards,
Chapter 7 uses these concepts to study the work-life of cleaners and cab drivers.

3

3.1.3 Locating ITES-BPO Firms in Mumbai
From the NASSCOM and the Software Technology Park of India (STPI) database, a list
of major IT parks and multinational ICT-ITES firms having offices in Mumbai and its
suburbs (Thane, Navi Mumbai) was compiled. The key criterion for choosing the ICTITES firms was that they should be multinational and as a part of their global operations,
have an office in Mumbai. Apart from the foreign-owned firms, large Indian ICT-ITES
firms, having a transnational outreach, were also included in the study. The reason for
incorporating the large Indian ICT-ITES firms was their professional standards for support
services which is at par with other international (non-Indian) ICT-ITES firms. Further,
the Indian firms had a similar set of service providers and the procedures of awarding the
contracts as well as managing the performance benchmarks were quite similar to their
international (foreign-origin) counterparts. The details of some of the major international
and Indian ICT-ITES firms having a base in Mumbai have been compiled in Table 3.1.
The IT parks offer gated office spaces along with state-of-the-art infrastructure and
amenities (uninterrupted internet and power supply, aesthetically-planned workspaces,
recreation facilities, eating outlets, etc.), designed to cater to the requirements of
international business service firms such as those in the ICT-ITES sector. The availability
of premium office space is vital as the ICT-ITES firms usually have clear specifications
regarding the location and infrastructural amenities for the convenience of staff and
customers.
Traditionally, South Mumbai’s Central Business District (Nariman Point) has been
the city’s prime office location. More recently, business districts such as Bandra-Kurla
region, Andheri, Malad, Thane and Navi Mumbai have emerged. A map depicting the
locations of key IT and business parks in Mumbai and its suburbs (Thane and Navi Mumbai)
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Table 3.1 Some key firms in Mumbai with their locations

3

Names of firms of foreign
origin

Location in Mumbai

IT Parks in Mumbai and its
suburbs in which they are located

Bank of America

Colaba, Nariman point,
Saki Naka, Malad

Mindspace IT Park, Malad;
Logitech IT Park, Sakinaka

Royal Bank of Scotland

Lower Parel

BNP Paribas

Fort, Bandra Kurla Complex, Malad

Maker Maxity, Bandra;
Akruti Softech Park, Andheri

World Network Services

Vikhroli

Godrej IT park, Godrej &
Boyce Complex, Vikhroli

Capgemini

Vikhroli

Godrej IT park, Godrej &
Boyce Complex

JP Morgan

Santa Cruz East

Atos Worldline

Goregaon, Malad, Vikhroli

Mindspace IT park, Malad

Morgan Stanley Advantage
Services

Goregaon west

Mindspace IT Park, Malad

Nomura Services India
Private Limited

Powai

Hiranandani Business Park

Accenture

Airoli, Vikhroli, Nariman point

Godrej IT park, Godrej &
Boyce Complex

Serco BPO Private Limited

Thane, Goregaon

Ashar IT Park, Thane

Sutherland Global Services
Private Limited

Malad, Aeroli, Thane

Mindspace IT Park, Aeroli

EMC Data Storage Systems
(India) Private Limited

Bandra Kurla Complex

Name of Indian
ITES-BPO firms

Location in Mumbai

IT Parks in Mumbai and its
suburbs in which they are located

Tata Consultancy Services

Colaba, Andheri, Borivali,
Malad, Vikhroli, Powai

Godrej & Boyce complex,
TTC Industrial Area, Airoli;
Hiranandani Business Park

Wipro Infotech Ltd.

Powai, Airoli

Mindspace IT park, Airoli

Infosys Technologies Ltd.

Nariman Point

Aegis Limited

Mahalaxmi, Kurla

Peninsula Techno Park, Kurla

Patni Computer System Ltd.

Andheri, Airoli

Patni Knowledge Park,
TTC Industrial Area, Airoli;
Akruti Softtech park, Andheri

Syntel Limited

Seepz, Andheri

Larsen & Toubro Infotech

Ballard Estate, Powai, Airoli,
Navi Mumbai

TTC Electronic zone, Navi Mumbai;
Mindspace IT Park, Airoli

Intelenet Global Services

Malad

Mindspace IT park, Malad

Sources: IT parks from Software Technology Park of India (STPI, 2015) website, IT service companies from
NASSCOM directory (2015c) (The list is not comprehensive)
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is presented in Figure 3.1. Mumbai now has several IT and business parks which in most
cases, have been developed by private investors. For instance, the Godrej IT Park, located
in Vikhroli, has been established by Godrej construction and has occupants like WNS
(World Network Services), Capgemini, TCS and Accenture. Likewise, Maker Maxity in
Bandra Kurla Complex (BKC) has been jointly developed by Reliance and Maker Group,
and it has emerged as a prime centre for investment banks like Nomura, UBS, BNP
Paribas, Jefferies and Nova Scottia (Balakrishnan, 2011). Yet another prominent IT park
in Mumbai is Mindspace in Malad, which was constructed by a leading private real estate
developer, K Raheja Corp, in the year 1999.
Figure 3.1 Location of key IT parks in Mumbai and its suburbs

3

Source: Compiled from Google maps (2015)
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Other than Mumbai proper, there are new IT and business parks being developed in
suburban areas such as Thane and Vashi (e.g. Ashar, Mindspace). These relatively new IT
parks have been built with an aim to decongest the Mumbai region and to develop new
business centres in a more planned fashion. In this regard, City and Industrial Development
Corporation (CIDCO), a public limited company owned by the government of Maharashtra,
has taken initiatives to promote Navi Mumbai (New Mumbai) as an upcoming business
district. For the office space requirements of the ICT-ITES sector, CIDCO has developed
International Technology Centre at Belapur along with International Infotech Park in
Vashi. Private investors such as K Raheja Corp, have contributed by developing Mindspace
IT Parks in both Airoli East (in 2007) and Airoli West (in 2012) (Corp, 2015).

3

3.2 Data Collection—challenges and strategies
As noted in the previous chapter, the research project involved collaboration with the
Department of Economics, University of Mumbai. In addition to a daily supervisor, library
facility and workspace, University of Mumbai extended its support by introducing me to
a few resource persons from the ICT-ITES industry. Keeping in mind the lengthy datacollection process, having a base in Mumbai for an extended period of time was a strategic
decision. The ICT-ITES segment is known for its reluctance to divulge any business or
operation-related information. Many researchers in the field have reported great difficulty
in gaining access to resource persons from the ICT-ITES segment in various locations in
India (see Kleibert, 2015a; Van Riemsdijk, 2013; Vira & James, 2012). This study too
faced similar problems as the names and contact details of the key managers of ICT-ITES
firms who deal with support-service segments were not publicly available. Requests to
ICT-ITES firms, via electronic mail/phone calls, for interview appointments with resource
persons were promptly denied or ignored. Further, a high degree of security and policy of
not entertaining unsolicited visitors into the IT parks or office premises posed additional
challenges for gaining access to respondents. As the possibility of approaching resource
persons through formal channels was limited, an alternate strategy of network building
and reference seeking was adopted. The network building exercise took time, energy and
patience and the decision of staying in Mumbai for an extended period of time was crucial
in facilitating this process.
The initial few months of fieldwork were quite challenging, as resource persons who
could negotiate my entry and ensure cooperation by the concerned ICT-ITES firms and
their service vendors were not easily found. There were several instances where in spite
of presenting my credentials as an academic researcher, the respondents suspected that I
was a journalist or an agent sent by the competitors (in the case of service vendors) to
seek insider information. Yet another set of respondents considered me to be an aspiring
entrepreneur who intended to launch a rival support-service business after learning the
business details and networking with key persons in the industry. A major breakthrough
occurred when I came into touch with a few (voluntarily retired) army officers, who were
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working as the security heads of major ICT-ITES firms. It is a common practice among
the international ICT-ITES firms to employ ex-army or ex-police officers as senior security
officials. Owing to their strong network and influence, getting access to the targeted ICTITES firms as well as the service vendors became easier. Due to the backing of these
influential individuals, it became easy to convince other resource persons also about the
academic purpose of the research. Many ICT-ITES firms, who had earlier denied
opportunities for discussing anything about their support-services, cooperated when referred
through the security heads of ICT-ITES firms. The security heads of ICT-ITES firms
were important gatekeepers. However, it did not lead to biased findings due to two important
reasons. First, the results were triangulated by discussing the findings with other
knowledgeable resource (persons) (e.g. labour commissioner, labour unions), and second,
the security head’s assistance was limited to introducing the resource persons in transport
and facilities department of the ICT-ITES firms. After several interactions and additional
rapport building with (new) resource persons, I managed to gain their confidence and
cooperation. A major concern for all the ICT-ITES firms as well as the support-service
providers was the possible revelation of identity. Both resource persons and participating
firms agreed to respond to my research queries only under conditions of anonymity. Once
the qualitative interactions were over, another set of challenges occurred when conducting
the survey of support-service workers (see section 3.2.2).

3

3.2.1 First Fieldwork—November 2012 to July 2013
The first phase of fieldwork started after getting approval for the detailed research proposal.
Having built a strong network in the security-service industry, it was decided to focus on
the security sector first. Between November 2012 and July 2013, I conducted 42 semistructured interviews, which covered resource persons from ICT-ITES firms and their
service providers. A secondary data set on the security service industry, consisting of
reports and news items, was also compiled. For a deeper understanding of the overall
security-service industry, additional interactions with the security guards and service
providers catering to residential-complexes and non ICT-ITES firms were undertaken.
The details of the different types of resource persons in the security-service industry of
Mumbai who participated in the interviews, and the questions posed will be provided in
the methodology section of Chapters 4 and 5.
After getting in-depth insights into the organisation of the security-service industry,
a survey was conducted on work and employment conditions of the security guards in
various segments of the sector (see Chapter 5 for details). The survey was personally
executed. In some cases, where ICT-ITES firms did not allow direct interactions with the
guards during office hours, the questionnaires were distributed among the guards, who
answered and returned them. All the security guards who filled in the questionnaire in
my absence were requested to provide me their telephone numbers so that in case of
confusion, I could call them for clarification or cross-verification. During the qualitative
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interviews, it was noticed that most of the security guards predominantly hailed from
Maharashtra (Marathi speaking) or from Northern parts of India (Hindi speaking).
Therefore, for additional clarity, there was the option of reading and ticking the relevant
options in Hindi or Marathi language. There were a few incomplete questionnaires, without
contact details for follow up. In such cases, the responses were discarded. Altogether, 300
security guards from different segments of the security-service industry were surveyed.
The data were entered manually into the SPSS (Statistical Package for the Social Sciences)
software. The findings of the survey have been used to substantiate key findings in Chapter
5 of this thesis.

3

3.2.2 Second Fieldwork—November 2013 to September 2014
After the first round of data collection, an academic visit to the University of Amsterdam
was made. During this visit, the data collected on the security-service industry was used
to write the first two empirical chapters (Chapters 4 and 5). After discussing with the
supervisors about further course of action and after reflecting on the first round of data
collection and considering the remaining time (project completion deadline), it was decided
to go for smaller case studies for housekeeping and transport (cab-service) segments.
After returning to Mumbai, the second round of fieldwork started in November 2013. As
I had already established a network in the support-service industry, finding the resource
persons dealing with facilities management (housekeeping) and transport (cab-service)
segments of ICT-ITES clients was easier. In total, 41 respondents from facilities
management and cab-service industry which serve ICT-ITES entities were interviewed.
The details of the nature of resource persons along with the questions asked are presented
in the methods section of Chapters 6 and 7. To focus more on the accounts of work and
employment conditions of the cleaners and cab drivers of ICT-ITES firms, a survey, similar
to the one executed for the security guards, was conducted. Given the time constraint, a
smaller survey was undertaken among the workers of housekeeping and cab-service
segments of ICT-ITES firms. The total number of respondents for the survey was 64
cleaners and 59 cab drivers. Detailed descriptions of the questions in the survey have
been provided in the methodology sections of Chapters 6 and 7. While studying facilities
management (housekeeping) and cab services of ICT-ITES firms, it was decided not to
engage much with the organisation of these activities in non ICT-ITES entities. However,
for a holistic understanding of the facilities management and cab-service industry, some
interactions took place with the resource persons (managers of housekeeping, cleaners
and drivers) from non ICT-ITES segments. The qualitative inputs collected through
interviews of support workers engaged in the service of non ICT-ITES firms of Mumbai
have been selectively incorporated in the analysis of Chapter 7.
Gaining access to cleaners in ICT-ITES firms was slightly difficult as I was not
permitted to talk to them during work hours. Further, the facilities managers of the ICTITES firms were not very comfortable with the idea of conducting a survey among cleaners
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in the office premises. Therefore, they suggested that I should meet the workers at the
entry gate and, with the help of security guards and housekeeping supervisors, solicit the
necessary information. The strategy worked well. I hired a few master’s degree students
(as research assistants) to accompany me during the change of work shift. I had briefed
my research assistants in advance and they were able to collect the necessary number of
responses. Since the cleaners were informed beforehand by their managers about my
presence at the entrance gate, they extended a high level of cooperation. In contrast to
cleaners, the cab drivers were easily visible and the strategy once again was to solicit
their responses outside the IT parks. As part of operational protocol, the cab drivers were
expected to reach the premise half an hour ahead of the designated pick-ups. So just
before a shift ends in the IT Park, a large number of cab drivers could be seen around the
premises. Once again, I benefitted from the help of my research assistants and together
we managed to get the survey done. While conducting the surveys with both cleaners and
drivers, I also managed to obtain qualitative information about their work and employment
conditions. In most cases, the interactions would be like a group discussion where various
cleaners and drivers would share information and collectively provide nuanced details on
the ground-level practices. Interacting with cleaners and drivers also provided me with
an opportunity to see if the perception of the higher management regarding service delivery
parameters, were shared at the ground level.
Some resource persons from ICT-ITES firms had industry-wide experience since
they had held different positions in various ICT-ITES firms located in Mumbai and
elsewhere in India. Some of them had over 12-14 years of industry experience and had
witnessed the gradual changes in the support-service industry. Their insights were valuable
as they were able to share vast and varied personal and professional experiences and
could talk from the perspective of more than one firm. Likewise, there were several
experienced managers from service vendors, who had previously worked for various small
and big service providers in Mumbai. A similar set of personnel were also present among
the support-service workers, and most of them, prior to joining the firms serving ICTITES entities, were engaged in various local segments. The study benefitted from interacting
with such experienced personnel as their narratives had holistic first-hand information
on the support-service industry.

3

3.3 Data Analysis and Validity
The interactions with resource persons were guided by a semi-structured interview schedule
and the general findings were arrived at with the help of information culled from the
interviews, secondary data and personal observations. The interviews were conducted
until it was evident that the respondents did not have anything new to share. The interview
data were transcribed and the text was analysed to find the underlying pattern in the data.
To verify if the information collected was interpreted correctly, the findings were discussed
with the key persons in that particular domain of the support-service industry. For example,
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the security heads of the ICT-ITES firms and top managers of (security) vendor firms
were approached a second time to discuss and reflect on the findings on the securityservice industry. This was done with the objective of what Alston and Bowles (2003, p.
48) identify as cross verification of findings. They opine that “one way of ensuring validity
of findings in qualitative research is to re-check findings with respondents to make sure
the researcher ‘got it right’”.
Another strategy to improve the accuracy of findings is through triangulation, where
a variety of methods are deployed to collect data on a particular research theme. Yin
(2009) recommends using multiple sources of evidence for strengthening and triangulating
the research findings. In this research, while the primary data was collected through
interviews, the secondary data set was compiled from various newspaper articles, industry
reports and individual firm’s website (more details have been provided in the methods
sections of empirical chapters). Additionally, information from the survey conducted among
workers in the support-service industry gave further insights on their work and employment
conditions. The combined analysis of qualitative interviews, secondary data and survey
assisted in coming up with robust findings on the support-service industry. Additional
inputs from field observations were also instrumental in drawing inferences and validating
the findings.

3

3.4 Limitations of the Study
This cross-sectional study is restricted in both space and time and the findings are valid
only in Indian context and the results cannot be easily extrapolated to other international
locations (e.g. The Philippines). The study does not engage with the questions of how the
support-service segment is organised in other international locations, or how the
transnational (non-Indian) firms manage the support-services in their countries of origin.
Within support-service providers, there is an internal segmentation based on the firm’s
size, scale of operation, client base, turnover, etc. This thesis is primarily based on the
industry segment catering to the support-service needs of international ICT-ITES client
firms. Therefore, a comprehensive discussion on dynamics related to business organisation,
work and employment conditions and human resource practices of the service providers
serving non ICT-ITES entities is beyond the scope of this research.

3.5 Overview of Support-service Segments—introducing components of facilities
management
For a better understanding of the upcoming empirical chapters, it is necessary to outline
the organisational structure and operational scheme of the support-service industry. The
three support-service segments in this study fall under the umbrella concept of Facilities
Management (FM). Facilities Management is defined as “a profession that encompasses
multiple disciplines to ensure functionality of the built environment by integrating people,
place, process and technology” (Cotts et al., 2009, p. 4). Facilities Management’s core
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objective is to provide a supporting role in enhancing the performance of the workplace.
The facilities management policies framed by the client firms are important in shaping
the corporate identity and good-quality workplace amenities are considered to be
instrumental in attracting and retaining the right kind of employees (Alexander, 1996).
Alexander (1996, p.6) further identifies FM as the second largest cost component which
could account for up to 15 percent of an organisation’s turnover. With over 25 percent of
all fixed assets, FM could very well become the largest component in the balance sheet.
Therefore, it is expected that the expenses earmarked for facilities should add value to the
organisation’s overall efficiency and profitability.
Integrated Facilities Management (IFM) involves all the non-core activities of firms
that are managed in a professional way by, either a single or multiple, domain-specific
(specialised) vendor(s). While there is a disagreement on the precise definition and scope
of Facilities Management (FM), a wide (though not exhaustive) array of activities is
provided in Figure 3.2. Facilities Management’s professional status has been enhanced
by an increase in the number of professional FM institutions (such as International Facility
Management Association in United States and British Institute of Facilities Management
in United Kingdom) in different parts of the world. Another proof of the growing
professionalization of Facilities Management is the rise of global Facilities Management
service providers and the trend has been discussed in Chapter 4.

3

Figure 3.2 Components of Facilities Management

Source: Adapted from Jowsey (2014, p. 302)

Facilities Management not only deals with various “hard services” such as building,
equipment and furniture maintenance, but also involves “soft services” such as
management of environment, space, health and safety and communication. Facilities
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Management (FM) also incorporates elements of property rental solution, building
management, workplace optimisation and real-estate brokerage services. Given the wide
range of services, Tay and Ooi (2001) noted that the FM profession is still evolving and
suffers from an ambiguity in establishing itself as a separate and exclusive business domain.
Further, ambiguity exists over variations in scope of duties of facilities managers who are
usually from heterogeneous professional backgrounds and focus only on a particular
segment of work (Atkin & Brooks, 2009).
A typical Facilities Management service provider (also known as vendor) of ICTITES firm deals with property solutions as a high-end consulting activity and maintenance
of office premises as low-end support activities. In most cases, the ICT-ITES firms of
Mumbai have large global Facilities Management firms, such as Jones Lang LaSalle
(JLL) or CB Richard Ellis (CBRE), as their primary FM partners. The primary Facilities
Management firms engage directly with the (high-end) property consultancy and brokerage
activities and outsource or sub-contract the security, housekeeping and cab services to
subcontractors. In case of subcontracting, the role of the primary FM partner is to act as
an intermediary for supervision and coordinate the tasks. Alternatively, in many cases,
the international ICT-ITES firms employ Facilities Management firms only for real-estate
brokerage and rental services and directly deal with the vendors for security, housekeeping
and transport services (see Figure 3.3).

3

Figure 3.3 The contractual arrangement of ICT-ITES firms for support-service delivery

Source: Own observations and field notes
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3.6 Security, Housekeeping and Cab Services—the three key operational components
of Facilities Management
3.6.1. Security Services
Security services are a vital part of Facilities Management and there are various specialised
players who provide either a component or all elements of the security services. Figure
3.4 shows the five main components of security services, viz., physical security,
surveillance, technical installations, emergency response and consulting services. Physical
security includes manned guarding, taking care of access and admission control system,
mobile patrols, visitor escorting, etc. Surveillance or electronic security infrastructure
requires CCTV (closed-circuit-television cameras) coverage with a monitoring and control
centre.

3

Figure 3.4 Basic components of private security services

Source: ISS Global website2

Technical installations refer to installation of fire and gas detection systems, burglary
detection alarm systems and electronic-access control systems. Nowadays, emphasis is
also given to information security system whereby the functioning of suitable software
and physical security arrangements, access to server rooms and flow of sensitive information
in digital format are monitored. Emergency response involves aspects related to first-aid
services, communication, emergency evacuation and workplace safety. The final
component, consulting services, deals with need assessment, security design, and audit.
It also entails the offering of advisory services related to workforce strength, planning
and necessary equipment. The consultancy services could also impart training and
orientation to security personnel and equip them to effectively comply with the designed
security scheme. Chapters 4 and 5 deal with various aspects of the economic upgrading of
security service providers who cater to ICT-ITES firms in Mumbai.
2

ISS Ireland (security services) retrieved August, 8, 2015, from http://www.ie.issworld.com/en-IE/our-business/
office-support/Security
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3.6.2. Housekeeping and Building Management Services
It is common for ICT-ITES firms to delegate housekeeping, lawn maintenance, pest control
and other building maintenance services (such as maintenance of electric equipment, airconditioners, etc.) to a single vendor. When one vendor serves as the sole point of contact,
there tend to be less administrative hassles. Within housekeeping, there are again various
specialised activities, such as cleaning of office spaces and carpets, waste disposal,
washroom cleaning, façade cleaning, pest control, landscape design, lawn maintenance,
laundry services (for office curtains), etc. Figure 3.5 depicts the different tasks that are
part of housekeeping and building management service activities.

3

Figure 3.5 Components of housekeeping and building management services

Source: Adapted from Henson (2008)

Other tasks include special services such as construction clean-up, pre- and postrelocation clean-up, office restoration (after fire or flood disaster), cleaning of interior
and exterior wall, door and walkways, etc. The vendors are usually required to provide all
the necessary supplies and equipment, as mutually agreed upon in the service contract.
The supplies could consist of lavatory articles, odour control dispensers, cleaning chemicals
(of a particular brand or quality) and mechanised equipment (e.g. lawn mowers, buffing
machines, mopping machines, etc.). The overall idea behind having an efficient
housekeeping and building management system is to provide a hazard-free working
environment with optimal comfort levels (Alexander, 1996). Chapter 6 discusses the
upgrading processes undertaken by vendor firms to deliver the level of service quality
required by the ICT-ITES firms.
3.6.3. Cab Services
The ICT-ITES firms hire cab services from specialised players possessing cabs with a
commercial service permit. In Mumbai, the commercial cabs could easily be recognised
by the colour of their registration number plates. Invariably, all the commercial cabs will
have yellow number plates which denote that they can be commercially used for
transporting people, goods, etc. Unlike the cars for personal use (denoted by white number
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plate), the commercial cabs are required to pay commercial tax. Figure 3.6 gives an
overview of the various types of cab services available in Mumbai.
Figure 3.6 Different segments of cab services in Mumbai

3

Source: Own field observations

The oldest and most conventional taxi services in Mumbai are popularly known as
black-and-yellow taxis due to their typical black-and-yellow colour. These taxis have a
permit to either run throughout Mumbai or in a particular zone within Mumbai. These
cabs could be hailed on the streets and are nowadays equipped with an electronic meter.
In 2013, there were an estimated number of 32,000 black-and-yellow taxis plying the
streets of Mumbai (Sen, 2013). The black-and-yellow taxis have recently been facing stiff
competition from radio-taxi operators, who solicit customers through online or mobilebased application (see Korde, 2015).
Other than the conventional black-and-yellow taxis, there are many registered radiotaxi companies who are authorised to carry out their private transport business. They
accept bookings through mobile application, website or via centralized call centres. These
radio-taxi companies have some of the drivers on their payrolls and at times, also own a
small pool of cabs. In addition, they aggregate extra cabs by negotiating with cab owners
to drive under their banner. In return, the radio-taxi operators provide the cab owners
with minimum assured daily business (income) and charge a fee for providing the clients.
Meru cabs follows this business model and is one among the most prominent radio-taxi
service providers in Mumbai. Yet another business model, adopted by firms such as Uber
and Ola cabs, is known as the “aggregator model”, where the firms run cab-booking
services without owning any of the cabs. They function with the help of a network of
drivers or cab owners willing to operate under their company leadership. Most bookings
in this aggregator model are done online via computers or through a mobile phone
application. Under the aggregator model, the operators merely connect the clients with
the drivers and act as an intermediary for payments. Uber is also planning to launch their
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innovative model of taxi-ride sharing (also known as UberPOOL) in the Indian market,
where commuters travelling to a common destination can share the ride and split the fare
(Dalal, 2015).
The cab segment that engages in the pick-and-drop services of large ICT-ITES firms
is entirely different from the domain of public cab service and radio-taxis. For corporate
travel solutions, a well-organised system is required for regular pick-and-drop of the
employees. Other than transporting regular employees, there is another division exclusively
meant for the pick-and-drop of top executives or clients arriving for business purposes.
Round-the-clock business operations of many ICT-ITES firms require reliable pick-anddrop services and Chapter 6 deals with the ground-level organisation of cab services for
the ICT-ITES employees. The (four) upcoming empirical chapters will analyse one/two
support-service segment each and will attempt to identify the impact of international
ICT-ITES firms on the concerned support-service industry in Mumbai.

3
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Corporatisation and Standardisation of
Security Services Industry Catering to
ICT-ITES Firms in Mumbai3

3

An earlier version of this chapter has been published as a book chapter with the following reference: Kumar, R.
(2015) Corporatisation and upgrading of security services catering to the offshore service firms in Mumbai (Chapter
XI) in Lambregts, B., N. Beerepoot and R. Kloosterman (eds.) (2015) ‘The Local Impact of Globalization in South
and Southeast Asia: Offshore business processes in services industries’. London: Routledge. pp. 153-166
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4.1 Introduction
The expanding body of literature on global value chains (GVCs) and global production
networks (GPNs) has produced rich insights into the networked structure of production
across national boundaries (see Coe et al., 2004; Gereffi et al., 2005; Henderson et al.,
2002). The key strength of the GPN framework is its capacity to reveal the spatial
configurations, governance structures and regional value capturing practices of crossborder firms. Several studies have analysed how ‘lead firms’ engage in and foster capacity
building and industrial upgrading processes and how local (clusters of) firms are affected
(Ernst & Kim, 2002; Giuliani et al., 2005). These studies, when combined, provide a
comprehensive account of GPN governance, embeddedness, upgrading and regional value
capture. Notwithstanding these achievements, it has been emphasised that additional
research is required to understand the wider societal impacts of GPN operations in a
particular local or regional setting (Coe & Hess, 2013; Kelly, 2013). Most studies analysing
the regional outcomes predominantly trace the direct input–output linkages of lead firms,
which has raised concerns on how GPN as an analytical framework could tackle placebased changes that are indirectly linked with global production of goods and services
(Kelly, 2013).
According to Kelly (2013), important local changes are often experienced at some
degree of separation from the GPNs themselves. In close relation, Coe and Hess (2013)
emphasise that for a more comprehensive understanding of regional outcomes it is essential
to look beyond the key production structures and incorporate other place-based changes
in the analysis as well. One such additional dimension is the circuit of capital generated
through the ‘back-end’ processes of GPNs. These include the business and employment
opportunities created in utility services, such as security, housekeeping and cab services.
It is frequently assumed that these opportunities are simply absorbed by the local market,
i.e. captured by local utility service providers. Questions as to if and how local utility
service markets are affected when GPNs ‘touch down’ in a local economy are not often
raised or researched. Yet, it is probable that such markets are affected, especially in places
that experience rapid and intense insertion in GPNs, such as Mumbai. The arrival of
substantial numbers of international ‘lead firms’ in a local economy is likely to generate
utility services demand that is new not only in quantitative but also in qualitative terms.
International client firms are likely to demand more sophisticated services and adhere to
the ‘global’ utility services standards maintained in the production networks they are part
of. Moreover, the arrival of international lead firms may also attract global utility service
providers to the local economy. Global utility services firms, such as CBRE, G4S, ISS
and TOPSGRUP, have emerged in recent decades to provide seamless and universal
standard utility services to global clients in particular. Upon arrival they have the capacity
to seriously shake-up and increase competition in local utility service markets. Insertion
of a local economy in GPNs, in sum, is likely to trigger changes in both the local practice
of support-service delivery (e.g. more sophisticated demand leading to upgrading of service
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products and processes) and in the staffing of the playing field (e.g. inviting new players
to the game). While this creates opportunities for local businesses and the local labour
force, it could also lead to local businesses getting crowded out by global firms.
This chapter examines how the arrival and subsequent boom in Mumbai of the ICTITES industry has transformed the local security services industry. It is interesting to
concentrate on the security service industry for two reasons. First, security is an important
aspect for ICT-ITES firms. The activities that are offshored often involve privacy-sensitive
information (e.g. payroll data, medical files, credit card details etc.) that companies do
not like to see compromised. Most, if not all, ICT-ITES firms dealing with sensitive data
apply strict and extensive security standards and procedures to ensure that no physical or
virtual security breaches occur at their premises (Oshri et al., 2011). Kleibert (2014, p.
15) observes that many international ICT-ITES firms (in Mumbai) are like heavily guarded
fortresses and secretive about their business details. Such an approach towards information
and physical security stimulates demand for security services that match the expected
benchmark of ICT-ITES firms. Second, the international ICT-ITES firms have triggered
a transformation in security services, where local security enterprises have gradually been
adopting features of big corporate businesses. Large multinational corporations currently
dominate the segment of providing security solutions for ICT-ITES firms. The main
question stated above is explored by identifying: a) the requirements firms must meet to
become the preferred security service provider for an international ICT-ITES service firm;
and b) the perceptions of local security service providers as to their opportunities to serve
international client firms, specifically in the context of the emerging global standards in
security services.
The chapter is structured as follows. The section below summarises the theory used
for this study. What follows is a description of the fieldwork site and the methodology
used for collecting the empirical data. Next, the critical factors and prerequisites for
having access to international firm’s service contracts are identified, followed by a
discussion on emerging global standards and the position of local vendors in the overall
private security industry of Mumbai. The concluding section comments on the emerging
transformation in the private security service industry in Mumbai and identify new avenues
for research.

4

4.2 Corporatisation of the security sector and emergence of global standards in service
delivery
With more industries and sectors taking the shape of GPNs, the incentives for lowerorder, client-following service providers to corporatise and go global become stronger.
There have been changes in the world economic scenario for international business as the
firm-specific assets are becoming mobile across national boundaries (Dunning, 2009;
Beerepoot & Roodheuvel, 2016). With the expansion of global capital, the private security
corporations (PSCs) too have become transnational and expanded their outreach, especially
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in fast-growing markets of developing countries (Abrahamsen & Williams, 2009). There
are some basic differences in the motives for internationalisation between ICT-ITES and
security firms. While the locational decision of ICT-ITES firms is influenced by a
combination of resource-seeking, market-seeking, efficiency-seeking and strategic assetseeking motives (see Dunning, 2009), security service multinational enterprises (MNEs),
such as Group4Securicor (G4S), largely expanded across the world through client-following
motives and seeking new markets. For example, the impetus for international security
agencies such as Securitas to enter the Indian market was propelled by their multinational
clients who expanded in India (Talwar, 2014).
Traditionally, transnationalisation was the exclusive domain of manufacturing and
technology-related service activities. In the past two decades, low-end utility services,
such as private security and housekeeping, have taken a similar trajectory and expanded
their service delivery across borders. In the early 1990s, the utility service sector in the
United Kingdom (UK) became dominated by a few corporate firms, who later evolved
into large, transnational corporations. Three corporate firms held 60 per cent market
share in the security segment, while only five firms accounted for a third of the cleaning
services contracts in the UK (Castree et al., 2003). At present, the world’s largest private
security corporation, G4S operates in more than 120 countries and employs around 620,000
people. It features in the FTSE 100 index and reported a total turnover of £7.4 billion in
2013 (G4S, 2013). The global private contract security services market had total revenue
of US$188.9 billion in 2012 and according to estimates by Freedonia (2013) it will be a
US$244 billion industry by 2016. The World Trade Organization has enabled the
international expansion of G4S and similar firms through the General Agreement on
Trade in Services (GATS), which allowed for greater international competition in security
service delivery (Abrahamsen & Williams, 2008). In India, the liberalisation is said to
have changed the face of private security from a traditionally unorganised workforce to
well-managed manpower. In order to attract foreign players, prior to 2005, the Government
of India had allowed 100 per cent foreign direct investment in the private security sector.
Compliance with global standards is now a sine qua non for entry into globalised
production networks (Nadvi, 2008). In businesses having a global outreach, adopting
certain standard processes and protocols are beneficial in two ways. First it provides a
common language for the participants in global supply chains and introduces an ‘external
point of reference’ for intermediate goods and service providers (Hawkins et al., 1995).
As the service or product quality can vary from provider to provider, having ‘global
standards’ facilitates the transnational firms inmaintaining the expected quality across
locations (Kleindl, 2006). With the emergence of global firms in security services, such
as G4S and Securitas, security services and products are increasingly being standardised
at the global level. These firms, who distinguish themselves with recognisable logos and
uniforms, have introduced their own process and quality standards, which has been referred
as ‘McDonaldisation’ of security services (van Steden & de Waard, 2013). The second
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benefit of adopting global standards is in securing business opportunities. Meeting
international product, process and labour standards has become essential for becoming a
supplier for lead firms and integration in GPNs (Nadvi et al., 2011; Ponte & Gibbon,
2005). Specifically in the case of developing countries, the lead firm’s supplier selection
policy and delivery parameters are increasingly dependent on the ability to match the
expected product or service quality and labour standards (Hawkins et al. 1995).
To monitor highly dispersed suppliers, lead firms have put in place various auditory
and certification measures (Nadvi et al., 2004; Tewari & Pillai, 2005). While first party
(auditory) certification relies solely on self-monitoring, second party certification shifts
monitoring to trade bodies or users of products and services. In case of third party
certification, the monitoring is transferred to neutral and independent auditors (Hawkins
et al. 1995). There is a range of actors engaged in defining and certifying operational
standards, including private business associations, chambers of commerce, civil society,
trade unions and consumer groups (Nadvi & Waltring, 2004). Among them, an important
organisation in devising standards is the ISO (International Organisation for
Standardisation), which includes national standards organisations from 138 countries
(Nadvi & Waltring, 2004). In order to boost business opportunities and positive image
creation, many low-end service providers apply for the independent certifications such as
ISO (Brody, 2006).
Although there are merits of having global standards, the idea has also met criticism.
The key issue involves the ‘initiators’ of standards and its implications on the participation
of local firms. It has been observed that while developing countries’ enterprises are expected
to comply with global standards, they have little say in devising them (Dicken, 2007;
Nadvi & Waltring, 2004; Schmitz, 2004). Global standards have been criticised for often
being explicitly or implicitly devised along Northern priorities, which fail to incorporate
Southern stakeholders views (Blowfield & Dolan, 2008; Tallontire, 2007). Another concern
is related to the unintended consequences of erecting market access barriers for local
players who lack the capacity to comply with global standards (Neilson & Pritchard,
2010). The codes of conduct have implications for who can comply successfully with
global standards. Large corporate firms are generally well equipped to meet the standards,
while it constrains the participation of small independent entities based in developing
countries, as they are not always capable of upgrading.

4

4.3 Methodology
This research is based on semi-structured interviews conducted during the period November
2012 to July 2013. A total of 42 semi-structured interviews were conducted with 23
representatives of international ICT-ITES firms and independent security consultants,
and 19 representatives from various types of security service providers. Through this
selection it was possible to get both the client perspective and the service providers’
viewpoint. The international ICT-ITES service firms with an office in Mumbai were
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identified from NASSCOM’s database. The security officers and security consultants of
ICT-ITES firms were interviewed to understand the process of selecting vendors (i.e. the
security service providers). Further questions focused on quality requirements,
benchmarking, auditing and maintenance of service standards.
For vendors serving ICT-ITES firms, questions focused on the method of approaching
the clients and negotiation processes to obtain service contracts. Details on expected service
standards, compliance, competition and level of professionalism in delivering the solutions
were also discussed. For the vendors who do not serve the ICT-ITES firms, questions
concentrated on the entry barriers experienced and on the perceived business opportunities.
Interviews took between 20 to 60 minutes and were mostly recorded and transcribed. In
some cases, where recording was not permitted, notes were taken and written out on the
same day.

4

4.4 Overview of Mumbai’s private security industry
With flexible global sourcing and production structures, the risks of operating in unfamiliar
environments have increased, which demands an integrated security solutions ranging
from intelligence, risk analysis, security system design, manned guarding, electronic and
information security and emergency response services (Abrahamsen & Williams, 2009).
For their security needs, international ICT-ITES firms in Mumbai typically have one
regional security head along with a couple of security officers directly on their payroll.
Their ground level security personnel are sourced through third party vendors such as
G4S or Securitas. The alternate model is that even the security head and the subordinate
officers are on the payroll of a facilities management agency (e.g. CB Richard Ellis Group)
and security vendors provide the lower ranked personnel.
Before the 1990s, the security service industry in India was highly fragmented. A
plethora of low-quality, poorly managed private security enterprises dominated the field.
Before economic liberalization of India in 1991, the private security service domain was
shielded from international competition and the sector did not witness a marked
improvement in quality or service standards. Respondents emphasized that the concepts
of electronic and information security were largely unknown and the typical image of a
private security guard was that of an unskilled, poorly educated, rural migrant guarding a
premise. With the liberalization in 1991, the entry of both international ICT-ITES service
firms and PSCs (Private Security Corporations) was enabled. This had substantial impact
on the growth trajectory of the Indian security service industry. The economic developments
in sectors such as infrastructure and retail, together with robust growth in financial services,
IT Parks, industrial complexes contributed to rising demand for higher quality security
services. International PSCs entered the Indian market and simultaneously a few big
Indian security firms also emerged. These big firms, by lobbying hard, managed to get the
Private Security Agencies Regulation Act (PSARA Act) adopted in 2005 and so curbed
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the mushrooming of new sub-standard security firms. In 2013, the Indian private security
service industry was estimated to be worth about US$6.15 billion (FICCI-EY, 2013).
Three segments of vendors/service providers engaged in delivering security services
can be identified in Mumbai. Most prominent are the corporate firms of both foreign and
Indian origin. These firms have operations in Mumbai as a part of their pan-Indian or
global operations. Due to their widespread business activities, the number of employees
and the revenue generation is substantial (see Table 4.1). The second segment comprises
the state government run security firm called Maharashtra State Guard Board (MSGB).
The outreach of MSGB is limited to Mumbai and some other districts of Maharashtra and
it primarily serves the security needs of government offices. MSGB acts both as a regulatory
authority and as a security service provider for the city of Mumbai. According to MSGB
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Table 4.1 Corporate players in the Mumbai private (contractual) security sector
Name of
security
service
provider

Headquarter

No. of employees
Certifications

Turnover
yearly (US$)

Year of est.
and no. of
branches
in India

Certifications

G4S

Crawley
(UK)

657,000 (global),
160,000 (India)

$11.07 billion
(2012)

1989
200 branches

ISO 9000:2001,
QMS (BSI)

TOPSGRUP

London
(UK)

100,000 (global)

$50.98 million
(2011)

1990
70 branches

ISO 9001:2008

NISA

Mumbai
(India)

45,000 (India)

$41.70 million
(2012)

1973
45 branches

ISO 9001:2008

SIS

Mumbai
(India)

60,000 (India)

$408.69 million
(2012)

1973
75 branches

ISO 9001:2000,
BS 7499, BS 7858

BIS

Mumbai
(India)

50,000 (India)

$53.37 million
(2012)

1976
53branches

ISO 9001-2008

MSGB

Mumbai
(India)

70,000 (Mumbai
and Thane)

$73.29 million
(2012)

1981
5 branches
(only Mumbai)

State government
undertaking

Singapore

530,000 (Global),
26,000 (India)

$14.74 billion,
(2012)

1901
72 branches

ISO 9001:2000

ISS-SDB

Source: Individual company websites (2013)4
4

BIS official website. Retrieved May 23, 2013, from http://www.bombayintelligence.com/
G4S official website. Retrieved May 20, 2013, from http://www.g4s.com/
ISS-SDB group official website. Retrieved May 24, 2013, from http://www.issworld.com/en/issworldcontact
MSGB official website. Retrieved May 20, 2013, from http://www.securityguardsboard.in/
NISA official website. Retrieved May 20, 2013, from http://www.nisaeye.com/
SIS official website. Retrieved May 21, 2013, from http://sisindia.com/
TOPSGRUP official website. Retrieved May 21, 2013, from http://topsgrup.co.uk/
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Act of 1981, it is mandatory for both the private security vendors and their clients to seek
an exemption from MSGB. This means that when client firms want to hire security services
from private security providers, they must seek permission from MSGB and pay a levy.
The corporate security firms and MSGB have a relatively long history of operation and
their details on yearly turnover, number of branches and employee strength have been
compiled in Table 4.1. The third segment of the security service industry constitutes the
numerous small agencies with only local operations. They mostly cater to low-end clients
such as residential complex, small offices, warehouses, budget hotels etc.

4.5 Security demands of ICT-ITES firms and access to business opportunities
Various respondents highlighted that for a vendor to become the preferred security service
provider for an international ICT-ITES firm, four pre-requisites must be met. First, the
ability to deliver security services across India and/or across the world. Second, the capacity
to maintain pre-specified service standards. Third, the ability to comply with local labour
standards. Fourth, being able to act as a one-stop solution for multiple support service
needs. These four factors have initiated a series of transformations in the security service
industry of Mumbai (and India in general), as presently these criteria have become an
operational benchmark for being considered to be a professional player in the security
service industry. These factors also have strong implications for the type of vendors who
could enter into a business agreement with ICT-ITES firms.
The first service criterion for serving ICT-ITES firms is to have pan-Indian or global
operations. Client firms have standardized their security parameters across all their
international or pan-Indian offices, and therefore it is typical for ICT-ITES firms to have
a single global (or pan-Indian) partner for catering to the security needs at multiple
locations. Business deals with multi-office ICT-ITES firms are usually negotiated centrally
and later executed in specific regions. With their financial ability and locational outreach
corporate security service providers secure most ICT-ITES firms’ contracts. In addition to
international PSCs, Indian players too have been focusing on expansion and improving
their outreach by covering an increasing number of cities. This is a marked shift in the
Indian security service industry, as prior to the 1990s, security firms were mostly localized
and city specific. Dealing with a single partner reduces administrative hassles and provides
an opportunity for longer-term strategic collaboration. As the security officer of an
international investment-banking firm puts it:
“Go to our Bangkok office or New Delhi office and you won’t find much
difference. You will get the same security checks and protocols in all our locations.
We have standardized the whole system and therefore prefer to have a single
global partner who is aware of our needs. We are global players and of course
would prefer someone of our stature (here G4S) to serve as security vendor”.
(Interview 18/03/2013)
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The corporate vendors are also required to have the capacity to scale up or scale
down the operations. In cases where the client firms decide to have a new office space, or
close down operations from a location, the vendors are expected to flexibly cater to the
changing requirements. The vendors are also required to supply additional guards for
occasional events and summits. At times, the client firms have a policy of sourcing global
services from a particular vendor and even if other competent players are locally available
at cheaper rates, the contracts will still be awarded to the pre-specified vendor.
The second service criterion concerns the quality of service delivery. Once selected
for the task, the vendor is informed by the security officer of an ICT-ITES firm about the
services standard he is expected to deliver. For instance, the security officer prepares a
detailed quality requirement (QR) of security guards’ physical attributes and educational
qualifications to be provided by the vendors. This requires Private Security Corporations
(PSCs) to improve their recruitment strategy and workforce management practices, which
was previously a lesser priority. Good quality service and security personnel are costly
and ICT-ITES firms are willing to pay above market rates to obtain the desired quality of
service and personnel. Table 4.2 provides an outline of the charges of guards hired from
different types of security service providers in Mumbai. Hiring a guard from MSGB is
cheaper but ICT-ITES firms tend to avoid the MSGB due to its cumbersome and
bureaucratic mode of operation. They prefer to seek exemption and pay a levy for getting
permission to hire in their opinion more qualified guards from corporate vendors.
Corporate vendor firms assure a high quality of service delivery by securing relevant
international process certifications from agencies such as ISO and BSI (British Standards
Institution). Before the arrival of international client firms, the local PSCs usually did not

4

Table 4.2 Service charges of different vendors from their clients
Type of service provider
and their client base

Guard rates charged to
clients per month (in US$)

Guards’ wages per
month(in US$)

Corporate firms serving
Offshore firms/MNC

486.34 (approx.)

194.54 - 243.17

MSGB* having government
offices as clients

291.81

162.11

Local firms having residential
complex as clients

113.48 – 129.69

81.06 – 97.27

Source: MSGB website5, and field data (2013).
* While the charges of corporate and local firms are negotiable, the MSGB has fixed charges and pay scale for their
security guards.
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invest much in branding and getting recognition/certifications from independent
authorities. At present almost all Indian corporate security firms have obtained the
necessary certification as part of positive self-projection or a promotional strategy. There
are several other standard certifications, which are directly relevant for security services.
A detailed listing of the process certifications of different types of vendors in Mumbai has
been compiled in Table 4.3.
Table 4.3 Global process standards of offshore service firms
Compliances and their nature
(mandatory, voluntary but beneficial)

Corporate
vendors

MSGB

Local
vendors

ISO 9001:2008 QMS certified by
the BSI (voluntary but beneficial)

Yes

No

No

Social welfare benefits (mandatory)

Yes

Yes

Yes (to a
limited extent)

Single point of contact (mandatory)

Yes

No

No

Capacity to pass internal and external
(third party) audits (mandatory)

Yes

Yes

No

Use of modern technology (walkie-talkie,
scanner, CCTV, computers, alarms)

Yes

Yes (to
limited extent)

No

Training (high quality)

Yes

No

No

IFPO for key managers and
security officers

Yes

No

No

RoHS (Restriction of Use of Hazardous
Substances) compliant security
hardware products

Yes

No

No

International Standards in Electronic
and Fire security system like UL
(Underwriters Laboratories), CE
(Conformité Européene), VdS
(Verband der Sachversicherer) etc.

Yes

No

No

4

Source: Company websites6 and field data (2013)

6

BIS official website. Retrieved May 23, 2013, from http://www.bombayintelligence.com/
G4S official website. Retrieved May 20, 2013, from http://www.g4s.com/
ISS-SDB group official website. Retrieved May 24, 2013, from http://www.issworld.com/en/issworldcontact
MSGB official website. Retrieved May 20, 2013, from http://www.securityguardsboard.in/
NISA official website. Retrieved May 20, 2013, from http://www.nisaeye.com/
SIS official website. Retrieved from http://sisindia.com/
TOPSGRUP official website. Retrieved May 21, 2013, from http://topsgrup.co.uk/
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Having certifications for various delivery parameters imbibes a sense of confidence
among clients about the reliability of service provision. The quality of service delivery is
further maintained by regular internal and external (third-party) audits. The audit reports
play a role in subsequent renewal of service contracts of the prevailing service provider.
The third criterion for selecting a service provider involves their ability to adhere to
labour standards. The Indian security service industry is known for its poor implementation
of labour standards. Most notable, the unorganized PSCs catering to small clients (e.g.
residential complex) indulge in workforce exploitation practices (Boga, 2012). Some Indian
corporate PSCs have transformed themselves by paying more attention to compliance
with labour standards. This shift is motivated by the auditory requirements and ethical
guidelines of the international client firms, which require the vendors to assure that they
do not violate local labour laws. This is of vital importance for reputation conscious
international client firms, who as principle employers do not wish to get into legal issues
caused by erroneous behaviour by their local service providers. The Indian labour law
deems the principal employer responsible when the vendor fails to timely deposit the
Provident Fund and Employee State Insurance Corporation contributions of contractual
security guards. Therefore, other than undertaking due diligence to supervise deposition
of mandatory benefits, the ICT-ITES firms usually choose service providers who have a
good reputation of complying with labour standards.
The fourth parameter for selecting vendors is the ability to provide a variety of support
services such as housekeeping and building/facilities management services. A vendor
that can provide multiple services is usually preferred over those who could only provide
security services. The trend of diversifying into allied activities is becoming common
among corporate players who are trying to transform from mere ‘security service providers’
to providers of a ‘one stop solution’ for all low-end utility service needs. For instance,
G4S not only provides security solutions, but has also ventured into activities such as
provision of housekeeping, building management, and cab drivers, directly or through
sister companies. Similarly, Indian corporate firms, such as SIS, have also diversified
their service portfolio for additional value capture from their existing client base. The
branch head of a prominent Indian corporate security service provider noted:
“We consider housekeeping and building management as an allied service,
so other than security, our marketing person also offers housekeeping and other
building management services to client. Since we provide a single contact point
for coordinating with the client firms, it is hassle free administration for them.”
(Interview 12/02/2013)

4

4.6 Perceptions of local firms on global standards and certifications
With the emergence of global standards another issue is how local service providers perceive
the opportunities to serve international client firms. Local firms in most cases lack the
ability to upgrade and deliver the required service quality. The small local service providers
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are also constrained in securing the necessary certifications from the various certifying
agencies mentioned in Table 4.3, often also because of financial reasons. The special
emphasis placed by ICT-ITES firms on following global standards in security service
delivery has raised the entry barriers for local players and further curtailed their chances
to compete.
Small local firms also lack the necessary funds and expertise to provide the required
level of workforce training or invest in professional management. From the interviews
with managers and owners of local security service providers, it became clear that they do
not see the ICT-ITES firms as potential clients. Their business model is focused on serving
the lower-profit, cost conscious market segments such as residential complex, warehouses,
small hotels, and local offices. As emphasised by a manager of a small local vendor:
“We don’t reach to the customer base of large MNCs. We simply can’t compete
with big players who are brand names and are strategically placed in the industry.
We don’t have capacity to fulfil their (MNC) requirements and have to be content
with small assignments, involving limited number of people and a thin profit
margin.” (Interview 04/02/2013)

4

When the ICT-ITES firm’s security heads were asked about hiring local security
providers, the responses were unanimously negative. This was because decision-making
is not always done at the regional office in Mumbai and choosing a local player would
require some serious reasoning. The bias towards corporate firms was articulated by the
security officer of a foreign ICT-ITES firm:
“What is the value add provided by the local vendor, which our global
vendor can’t provide? Ok, the local vendor can be cheaper but that is not the
only criteria for choosing our service providers. We don’t run behind petty gains.
It’s not only that we hire a branded player on basis of their name and fame but
they also work hard to maintain the quality of service delivery through regular
supervision and feedback.” (Interview 27/09/2012)
It is common for lead firms in GPNs to exercise various forms of power over the
other chain actors and make decisions about which other actors (contractors, suppliers
etc.) will access the chain and under what conditions (Bair, 2008; Humphrey & Schmitz,
2002). The decision-making powers are often located at a distance, meaning that the
decision-makers have limited knowledge of or interest in local providers, which put the
latter in a disadvantageous position. The inability of local firms to access this market has
strengthened the ‘corporatization’ of security services catering to the international ICTITES firms. This selective access to the indirect business opportunities of ICT-ITES firms
has further widened the gap between corporate and small (local) vendors. Unlike
manufacturing GPNs, there is neither ‘crowding in’ (i.e. growth of new domestic security
service providers catering to ICT-ITES firms) nor there is ‘crowding out’ (exit) of local
small firms (see Moran, 1998; Shepherd & Stone, 2013). Instead, in the case of Mumbai,
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ICT-ITES firms have amplified the divide between the corporate and local players engaged
in the security service industry.

4.7 Conclusion
The arrival of international ICT-ITES firms to Mumbai has brought about several
transformations in the city’s security services industry. With the international ICT-ITES
firms came international security providers who have stimulated upgrading of the
managerial and operational structure for quality service delivery and improved compliance
with labour standards. The upcoming trend among the service providers is to showcase a
process-driven approach through securing various certifications from private accreditation
agencies. Another key change in the industry is that the corporate players are diversifying
into related segments (e.g. housekeeping and building management services), thus
promoting themselves as a ‘one-stop solution’ for all support service needs. Corporate
security firms invest in reputation (brand) building and networking, which helps them to
secure profitable contracts of ICT-ITES firms. The corporatisation of the security sector
has led indigenous Indian corporate security firms to expand their international presence.
For instance, SIS security, in an attempt to go global, has acquired Chubb security of
Australia. Likewise, TOPSGRUP is trying to improve its international presence by opening
new offices abroad and shifting the firm’s headquarter from India to UK.
This chapter has highlighted the competitive advantages of corporate vendors that
enable them to secure service contracts of international ICT-ITES firms. While the
organised corporate PSCs have successfully upgraded to cater to international clients’
demands, the local, small and unorganised players are still far behind. Small local players
cannot meet the service standards set by independent certifying agencies. Small local
players are also unable to invest in upgrading and securing the necessary certifications or
the desired quality of workforce and managerial staff. The entry of corporate vendors
(both national and global) and the stringent service criteria of ICT-ITES firms make it
difficult for small local security agencies to compete. Even if there are competent local
vendors present, still the corporate firms will bag the contracts due to higher level of trust
placed on them. It is evident that only handful of global and Indian (corporate) players
are discretely benefitting from the business opportunities generated through the ‘backend’ processes of service GPNs. The local implication of international ICT-ITES firms is
that they have amplified the segmentation between big corporate and small local security
service providers. Further research should focus on how the operations of ICT-ITES firms
have affected other segments of support service providers (viz. facilities management and
cab services). It might also explore how the job terms and benefits of support service
workers (security guards, cleaners and cab drivers) are influenced by the labour policies
of the international ICT-ITES firms.
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Upgrading Service Delivery and Employment Conditions

5.1 Introduction
The emergence of new economic sectors and the location of international firms in India,
such as in the ICT-ITES sector (Information and Communication Technology- Information
Technology enabled Services), have stimulated new employment opportunities in the main
urban areas of India (Dossani & Kenney, 2007; James & Vira, 2012) and been instrumental
in providing direct employment to around three million workers (see NASSCOM, 2010).
In addition, NASSCOM (the National Association of Software and Services Companies)
claims that every job in the ICT-ITES sector generates four indirect jobs. Highlighting
these achievements, the ICT-ITES sector in India has been subject to extensive study in
the past decade (see Dossani & Kenney, 2007; Raychaudhuri & Prabir, 2012; UNCTAD,
2012). However, some accounts argue that newly created jobs in the ICT-ITES sector are
only accessible to certain groups in the urban labour market (see Barnes, 2013; D’Costa,
2011; Ilavarasan, 2007; Krishna & Pieterse, 2008) with new divisions of labour created
in the urban labour market between people with access to the sector and those that are
excluded. Evidence on the social composition of the industry’s labour force suggests that
it is a relatively homogenous group and that people from poorer or disadvantaged groups
in society have not been employed (Barnes, 2013).
Few studies have looked into the quality of local indirect employment generated
through the emergence of globalised service delivery in India; the type of services generated,
who has access to such jobs, and how they compare with the existing local standards for
service delivery in certain sectors. International firms have generated new demand for
local support services (for example security services, housekeeping, transport services),
which means that there are new employment opportunities for people with less formal
education. Furthermore, the content and quality of services are changing through the new
and more sophisticated demands of international client firms (and its workers) and need
to be upgraded in order to meet the global quality standards of international clients. The
necessity to comply with global standards in service delivery through the integration with
global value chains not only affects those directly involved in the sequential structures of
value chains, but also those indirectly serving the working of those chains, such as through
delivery of support services. To date, the analysis of labour in global service value chains
is mainly concentrated on the employment conditions and labour rights of workers directly
integrated in global value chains (see Beerepoot & Hendriks, 2013; Flecker et al., 2013;
Newsome et al., 2013; Thite & Russell, 2010; Vira & James, 2012). This chapter seeks to
extend this analysis by looking at the impact on workers indirectly involved in global
value chains. The indirect employment effects generated through integration with global
value chains are under-researched, but are important in discussing the distribution of
benefits in host regions. The main focus is the security sector in Mumbai in order to
understand how the emergence of global standards in service delivery affects those involved
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in delivering low-end support services. It will examine whether and how the rise of new
demand for security services (from international client firms involved in the ICT-ITES
sector) is upgrading the local security sector and impacting on the employment of the
security guards involved. This chapter analyses the job content and job quality (in terms
of payment, benefits and working conditions) of security guards serving international
client firms and how this compares with security guards engaged in two other segments
in Mumbai: the Maharashtra State Guard Board (which mainly serves the government
offices) and local firms. By comparing these three segments the chapter provides an
understanding of how indirect insertion in value chains leads to increasing differentiation
in terms of service delivery and status of employment.
The security sector is one of the largest local indirect beneficiaries of the rise of the
ICT-ITES sector as it engages numerous personnel through third party service providers/
vendors. The private security sector also has an impressive head count in the country at
large. According to FICCI (Federation of Indian Chambers of Commerce and Industry),
the security sector provides employment to nearly five million security guards, compared
to 3.2 million police personnel. The security services industry body CAPSI (Central
Association of Private Security Industry) highlights the fact that the private security services
sector continues to be one of the largest job generators in India. By examining the security
sector, an important aspect of India’s current service sector driven growth path is addressed,
namely whether it provides the opportunity for other sectors and other groups of workers
to benefit. As criticised elsewhere (D’Costa, 2011; Krishna & Pieterse, 2008), the enclavelike character and class bias of India’s ICT-ITES sector leads to the reproduction of
economic and social inequality. Section two provides an overview of the literature on
global value chains, the emergence of global standards and labour in global value chains.
Section three discusses the methodology for the empirical study. Section four gives an
introduction to the security sector in Mumbai. Subsequently, section five examines the
internal differentiation in the local labour market for security personnel. Section six
highlights the limitations for upgrading the employment standards of security guards.
Finally, section seven provides the concluding remarks to this chapter.

5

5.2 Theoretical overview
This section provides the theoretical overview by first examining the introduction of
global standards as a way of governing global value chains and second arguing why it is
necessary to include indirect employment in the analysis.
5.2.1. Global standards and the upgrading of services
The emergence and proliferation of global value chains (GVCs) and global production
networks (GPNs) have led to new spaces becoming integrated in far-flung global networks
for manufactured goods and the delivery of services. The GPN/GVC literature has given
rich insights into how networks of international production are structured and governed
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by lead firms (Bair, 2008; Coe et al., 2008; Gereffi et al., 2005; Gereffi, 2013)8. The
utilization of the chain and network formulations by scholars from different traditions
have deepened our knowledge of the integration and functioning of the global economy
(Taylor et al., 2013). Both GVC and GPN analyses have led to a more profound
understanding on how producers and workers become part of an increasingly globalised
economy. “By analysing the full range of activities that firms and workers perform to
bring a specific product from its conception to its end use and beyond, this approach
provides a holistic view of global industries from two contrasting vantage points: top
down and bottom up”(Gereffi, 2013, p. 12).
A main trend in the functioning of global value chains is how an increasing number
of activities are outsourced to specialist suppliers and service providers who work under
different types of governance regimes. “The ‘slicing up’ of value chains and the creation
of new circuits of capital by ‘stretching’ them has significant implications for the
governance of chains and for labour at the various nodes within these networks, as it
affects the power relations between an increasing number of actors in distant locales”(Coe
& Hess, 2013, p. 5). The quality of production across organizational and geographical
boundaries is through the implementation of global standards that work across value
chains. Global value chain-linked transactions and investments typically come with quality
control systems and prevailing global business standards that exceed the local norms and
standards in many developing countries (Shepherd & Stone, 2013). Meeting international
product, process and labour standards have become essential for becoming a supplier to
lead firms and their integration in global value chains (Nadvi & Waltring, 2004; Ponte &
Gibbon, 2005). The focus when introducing global standards is largely on guaranteeing
fair practices with regard to the safety of products and production and environmental and
social concerns. “Standards are commonly accepted benchmarks that transmit information
to customers and end-users about a product’s technical specifications, its compliance
with health and safety criteria or the processes by which it has been produced and
sourced”(Nadvi, 2008, p. 325). For multinational companies, global standards are just as
important to guarantee the global harmonization of operational procedures and the working
of similar protocols in different branches anywhere in the world. For the internal workings
of multinational companies it is essential to follow these for delivering consistent quality
products and services.
The enforcement of global standards should guarantee fair treatment of workers across
the value chain. Many lead firms in global value chains have come under pressure to
improve the conditions for workers not only in their own factories, but also at the various
tiers of the supply chains they orchestrate (Coe & Hess, 2013). However, suppliers and
service providers down the value chain often allow for flexibility through poor working
conditions and non-standard employment (Flecker et al., 2013). The fragmentation of

5
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For a short discussion on GVC-GPN typologies and their complementarity see for example Bair (2008), MacKinnon
(2012), Robinson & Rainbird (2013), Kelly (2013).
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production and engagement of various kinds of suppliers of intermediate inputs or
specialized services have made the monitoring of the various tiers a challenge for
multinational firms. For this reason, multinational firms increasingly engage the services
of specialized global suppliers who serve them across a range of countries. Specialized
global service providers are most well-known in the field of advanced business services
(Coe et al., 2011; Faulconbridge et al., 2008; Jones, 2005). Such providers have also
become increasingly prominent in the field of lower-end support services such as facility
services and housekeeping (e.g. CBRE, JLL, Rentokil, Sodexo, ISS) and security services
(G4S, Securitas). The emergence of global providers of security services has led to an
increasing standardisation of these services and products at global level. Global private
security corporations have become well-resourced, corporate structures possessing the
capacity to operate on an increasingly global scale(Abrahamsen & Williams, 2009). For
example, G4S is one of the largest private employers in the world with a total workforce
of nearly 650,000 workers and offices in 120 countries (G4S, 2013). Private global security
corporations “try to implement identical corporate standards with respect to training and
performance. This ensures that G4S or Securitas staff looks more or less the same around
the globe, and behave accordingly”(van Steden & de Waard, 2013. p. 299). A key issue is
what impact this has in developing countries where work in the security sector is often
based on low wages and poor employment conditions (see Abrahamsen & Williams, 2009).
Another challenge is whether private global security corporations stimulate the upgrading
of services among local security service providers who are confronted with new
international competition.

5

5.2.2. Global service value chains and local development
A further challenge to the study of global value chains is how integration in value chains
enhances local and regional development (see Parrilli et al, 2013 for a detailed discussion).
MacKinnon (2012) highlights how the asymmetric relationship between transnational
firms and regional actors can lead to dependent development where a region lacks
distinctive regional assets. Within regions, insertion in global value chains may stimulate
economic growth while at the same time leading to strengthening of exclusion along
existing social and economic divisions (Andriesse et al., 2011). New employment
opportunities may only be available for selective groups in the labour force, such as young
female workers in case of garments manufacturing or electronics assembly, and with
limited opportunities for the generation of indirect employment. The generation of indirect
employment is therefore an indication of how successful integration of regions in global
value chains takes place and how the benefits are shared more widely in the local
community. As acknowledged by Coe & Hess (2013) development cannot be understood
by focusing exclusively on the immediate GPN actors and therefore by studying the size
and quality of indirect employment another dimension is added to the production network
analysis.
74

Upgrading Service Delivery and Employment Conditions

The focus of study on global value chains was initially focused on industrial value
chains (see Gereffi et al., 2005; Gereffi, 1999). In line with the much more recent
international (offshore) outsourcing of service production, research started to focus on
the international restructuring of service networks. Multinational companies “began by
offshoring basic service activities to India in the early 1990s, but the end of the first
decade of the 21st century, increasingly sophisticated services are performed for these
firms by operations centres in a growing number of developing countries”(FernandezStark et al., 2011a, p. 208). The integration of developing countries in global value chains
in service delivery has provided new employment opportunities for an increasingly collegeeducated labour force. The offshore service sector has the potential to generate skilled
jobs, which are often absent from or insufficiently available in developing countries
(Dayton-Johnson et al., 2009). However, a key concern raised (Barnes, 2013; Barrientos
et al., 2011; Cowen, 2012) is the selective access to the newly created employment in
service value chains. Global service value chains mainly provide new employment
opportunities for the already privileged segments of the local labour market with the
unskilled or less educated majority in many countries excluded from opportunities provided
by knowledge-intensive work (Barrientos et al., 2011; Kleibert, 2015a). In its most extreme
form this could lead to increasing dualism within the urban labour market, as highlighted
in the Indian context (see Krishna & Pieterse, 2008). By shielding the access to the sector
(for example through discriminatory hiring practices) the established Indian middle class
would internalize the benefits of the growth of this new sector. In India, the ICT-ITES
sector “has not provided significant employment for people from lower income, lower
caste, less-educated or rural households”(Barnes, 2013, p. 78). While the
ICT-ITES sector “has certainly changed the public image of India, the fallacy, that IT
can bring about national transformation, overlooks the intractable problems, notably in
employment opportunities, and hence the limits to structural transformation”(D’Costa,
2011, p. 241).
When access to employment is only accessible to certain groups in the labour market
then it becomes more apposite to look at the indirect employment generated to understand
whether this provides opportunities for other groups in the local labour market. Kelly
(2013, p. 83) emphasized how more attention should be devoted to “place-based changes
that are not directly linked into the network of actors and flows involved in the production
process”. Such changes can include environmental impacts and landscape changes but,
as will be highlighted in this chapter, also the effects of new demands and changing local
standards in service delivery through new client firms. The second part of this chapter
will explore how the emergence of new demand for security services (through international
ICT-ITES firms locating in Mumbai) has led to upgrading of service delivery, but also to
increasing differentiation among workers in the security sector.

5
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5.3 Methodology
This chapter is based on semi-structured interviews and a survey conducted among
security guards between November 2012 and July 2013. A total of 42 semi-structured
interviews were conducted, out of which eleven interviews were with corporate security
providers and security consultants, seven interviews with representatives of smaller local
security providers, twelve interviews with security guards, one interview with a union
leader and one with a labour commissioner. The interviews took between 20 to 60
minutes and were recorded and transcribed. The semi-structured interviews with the
international firm’s security officers focused on quality requirements, job descriptions
and the labour standards of the contractual security guards. Furthermore the interviews
focused on measures for enforcing labour policies and related auditing processes. Interviews
with managers of security firms focused on their human resource management practices
and the profile of workers joining the security sector. The interviews with security guards
gave an insight in their working conditions, employment benefits and their perceptions
on the job quality. Interviews with the labour commissioner and the leader of ‘Maharasthra
Suraksha Rakshak Agadi’, the largest union for security personnel in Mumbai, focused
on labour rights and regulation of the private security service industry of Mumbai.
For a better understanding of the job contracts and employment conditions of security
guards, a survey was conducted among three hundred guards involved in different segments
of the security sector. Among them, 104 security guards were serving international client
firms and were engaged through a corporate security service provider. Another 158 guards
worked via the Maharashtra State Guard Board serving government establishments and
local firms while the remaining 38 respondents were security guards from local vendors
serving residential complexes, hotels. The survey covered subjects related to work benefits,
socio-economic background and job satisfaction.

5

5.4 Mumbai’s security service sector
Prior to the 1980s, most firms in Mumbai directly employed support staff such as security
guards and housekeeping personnel (for example cleaning personnel, maintenance,
catering). With the rise of outsourcing non-core activities to external service providers
(vendors), many specialised service providers offering these services on contractual basis
emerged and some even expanded at global level. In Mumbai, three distinct segments of
security service providers can be identified: private corporate security service providers
(both foreign owned and pan-Indian firms); Maharashtra State Guard Board (state operated,
pan-Maharashtra) and local security service providers (small and localised security firms).
The private security corporations include both national and international security
service providers, who operate at global or at pan-India level. The key national (e.g.
TOPS, SIS-Security and Intelligence Services) and international (for example G4S,
Securitas) security providers dominate this segment and are the preferred service providers
to international client firms. International security service providers often arrived in
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Mumbai through a strategy of following their clients to new locations. Firms like G4S or
Securitas serve multinational client companies and provide standardised security services
to all their branches around the globe. Corporate security service providers are able to
provide fully-fledged security services, which involves a combination of manned guarding
and management of security control systems. In addition to manned guarding, international
client firms need a full-fledged security solution, which includes risk analysis, security
system design, security protocols, CCTV installation and monitoring, information security
and investigation of internal security incidences. International private security corporations
have a competitive edge over local security service providers who lack expertise in these
fields and can often only offer manned guarding services. This prerequisite of offering a
range of security services has stimulated some pan-Indian security providers to
upgrade their capabilities and service standards, as was highlighted by one Indian corporate
vendor:
“With global clients and security agencies coming in, we have to constantly
upgrade and evolve our service capacity and quality standards to match with
theirs. Security now has taken new dimensions and manned guarding has become
part of larger integrated security solution package.” (Interview 12/02/2013)

5

Another prominent security provider is Maharashtra Security Guard Board (MSGB),
a state-operated security agency catering mostly to government establishments and local
offices in Mumbai and elsewhere in Maharashtra. The MSGB has a double role of setting
the regulations in the security sector and being the largest provider of security services.
The formation of the MSGB (in 1981) was an attempt to regulate the security sector and
contain the worst forms of exploitation of security guards. For their operations in Mumbai,
private security service providers and their clients first have to seek exemption from
MSGB and are required to pay their guards at par or higher than MSGB determined wage
rates. When there is a wage revision in MSGB, the other security service providers are
obliged to adjust the salary structure of their guards accordingly. Thus, MSGB has a dual
role of being a service provider and being the regulatory authority of the security service
industry of Maharashtra.The labour commissioner highlighted the attractiveness of MSGB
as employment provider
“There is always a long waiting list of candidates who wish to join MSGB.
It is getting increasingly competitive for candidates to get a job with MSGB”.
(Interview 07/05/2013)
While MSGB was originally established to curb the exploitation of security guards,
the relevance of MSGB as regulator and service provider has been criticised by the corporate
vendors, who find it a tedious and lengthy process to seek exemption for each guard that
they hire. MSGB stands as a unique case because several other states of India do not have
a regulatory body equivalent to MSGB, and are governed by the less stringent national
level Private Security Agencies (Regulation) Act, 2005.
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The third category consists of the numerous small-scale vendors/service providers
who cater to the bulk of the local demand from residential complexes, small offices, shops
and warehouses. This segment of the security sector is the least regulated and security
guards are often subject to various forms of mistreatment. The easy entry and exit from
the security sector make it attractive for newcomers to start a business, leading to high
competition and constant pressure on prices in this segment. Many of them do not fall
under the purview of MSGB and therefore are not required to follow the MSGB determined
salary structure.

5.5 The work and employment relations of security guards
In India, employment as a security guard job has long been considered as low-end, unskilled
work meant for uneducated or marginally educated workers unable to find any better
alternative. In addition to seasonal migrants from rural Maharashtra, many security guards
in Mumbai are recent migrants from the poorer parts of India, such as Uttar Pradesh,
Jharkhand or Bihar. Security guards are often seen as a good example of the ‘working
poor’, a sizeable group of workers whose employment terms are precarious and income is
barely enough to survive. While this assertion is largely true for guards of small offices
and residential complexes, the security jobs created by the international firms do not fall
in this category. The deployment of global quality service parameters and introduction of
new technology and methods has changed work in the security sector. The international
security firms’ standards require better-educated and trained personnel, and those who
can handle multiple tasks (see Table 5.1).
Security guards working for corporate vendors are not only required to stand at the
gates, but also handle reception activities, basic documentation, e-mails, CCTV monitoring,
emergency response, baggage scanning, parking guidance and use portable communication
devices. These tasks require some training on technical and inter-personal communication
skills. The quality requirements for guards include a certain level of English language
skills and soft skills for effective communication with visitors and higher management.
The importance of some proficiency in the English language was reflected in the survey
results, where almost over 95 per cent of security guards working for international firms
either agreed or strongly agreed that knowledge of English is vital for their job. Security
guards of residential complexes, however, hardly regarded knowledge of English to be
important for their job. Although the guards are on the payroll of vendors, the international
client firms invest in training and development programmes for security guards, which is
in addition to the training provided by the vendor. The typical method for recruiting
security guards (through informal means like walk-ins and recommendations of existing
guards) is replaced by more professional recruitment practices in which applicants have
to undergo various tests.
Flecker et al. (2013, p. 19) emphasise that the inter-firm relationship and, in particular,
the contractual and power relations between the core firm and its suppliers or service
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Table 5.1 Qualifications and job content of security guards (N = 300)
Parameters

Corporate vendors (e.g. G4S, SIS,
TOPSGRUP, Peregrine, NISA)

MSGB guards

Local vendors

Educational
qualifications

Preferably completed senior
secondary school (12th pass, 12 years
of formal education), or otherwise
completed secondary school (10th pass,
10 years of formal education )

Eight years of
formal education
(8th pass)

None

Age

Below 40 years

Below 58 years

As long as they
can serve

English
language skills

Basic reading, writing and
speaking compulsory

None

None

Recruitment
method

A detailed QR (Quality Requirement)
on educational qualifications,
age and physical fitness. Formal
interview both by vendor and
international clients, thorough
background verification

Physical test,
interview and
background
check

Casual interview

Job content

Multi-tasking (e.g. reception,
basic documentation, employee
escort, parking management, CCTV
monitoring, emergency response)

Guarding,
emergency response,
basic documentation
(in some cases)

Guarding

Training
received

Communication/soft skill, computer
skill, grooming, documentation and
register maintenance, fire-fighting,
emergency response, CCTV monitoring,
communication device usage

Communication/
soft skills,
fire-fighting,
grooming skills

None

5

Source: Survey data (2013)

providers, assume great significance for the workplace labour process. For the security
guards of corporate vendors, the service requirements of international client firms result
in clear operational procedures and workplace rules and practices. One security guard
explained how his workplace practices were more rigorous than at non-ICT-ITES firms:
“I have a standing duty of eight hours…I can’t engage in friendly talks with the
employees…using my phone is prohibited and I can’t leave my post unattended for a
single minute.” (Interview 14/02/2013)
Despite these regulations, most security guards serving international client firms
were satisfied with the professional treatment, job security and timely payments of their
wages. In contrast, guards in residential complexes mentioned experiencing delays in
salary payment of between ten and twelve days, long working hours and no sick leave.
With the absence of paid leaves, a common practice among the security guards of local
vendors is that they quit their job when going to their hometown for harvest or festivals
(as seasonal migrants) and reapply once they are back in Mumbai. In contrast, the MSGB
and corporate vendors’ guards usually have a stable employment contract, with legally
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enforced paid leave, and their job is seen as a longer-term vocation. Referring to his job
security, one MSGB guard stated:
“Once we are in, our jobs are more or less secure. We are given a site for
three years and after we will be assigned to a new site taking into consideration
that we don’t have to commute for more than 45 minutes, one way”. (Interview
09/02/2013)
MSGB guards also stressed that, unlike other security segments, they could not be
fired or disciplined without a departmental enquiry. Aside from job security and favourable
work location, the MSGB guards also mentioned that they will be deployed elsewhere if
the client suspended its operation or faced closure.

5.6 Limitations for upgrading employment of security guards

5

With the improvement of service delivery standards and the professionalization of
recruitment procedures, the subsequent issue is whether it leads to enhanced financial
compensation and improvement of labour standards of security guards. As the job content
and eligibility qualifications are more stringent than the prevalent local norms, it can be
expected that the international firms not only offer better compensation to the guards but
also provide better labour standards. Upgrading of labour standards involves both
measurable (payment, work hours, secondary benefits) and rights based components such
as collective bargaining and freedom of association (Anker et al., 2003). A related issue is
what long-term career opportunities exist for security guards given the presence of global
security firms and the increasing employment of younger and better-educated security
guards. A comparative account of wages and secondary benefits reveals the extent of
employment upgrading of the guards working for international client firms compared to
the other two segments. Table 5.2 summarises the measurable components of employment
standards for guards of international firms, MSGB and local vendors.
Security guards working for local vendors have longer working hours, lower
remuneration and lack basic social security amenities. Almost all the security guards
employed by smaller local vendors reported no ESIC (Employment State Insurance) or
Provident Fund (a government managed retirement savings scheme) benefits and money
was deducted from their salaries to cover costs for their uniform, boots and seasonal wear.
The guards of residential complexes usually supplement their incomes by doing extra
shifts or casual service work such as cleaning cars or driving auto-rickshaws. Through
the presence of the MSGB, security guards who fall under their regulations enjoy better
salaries compared to those involved in other low-skilled professions in Mumbai. For
comparison, the official minimum wage for unskilled workers in Mumbai is currently
around Rs. 7100 (€87) per month. By claiming that they serve non-business entities or
establishments, where these acts are not applicable, small vendors serving residential
complexes are not mandated to adhere to MSGB determined wage regulations. Residential
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Table 5.2 The relative job terms and benefits of security guards
Job terms

Guards serving international MSGB guards
client firms (N = 104)
(N = 158)

Local vendor
guards (N = 38)

Employment status

Written contract, renewed
from time to time

Mostly permanent
contract

Mostly verbal
contract

Salary

Between Rs. 10.000-15.000
(€123-185) per month

Fixed wage of around
Rs. 10.000 (€123,-)
per month

Around Rs. 5.500
(€68,-) per month

Working hours

8 hours (overtime
discouraged), flexible shifts

8 hours (regular
overtime), flexible shifts

12 hours (without
any overtime),
flexible shifts

Social Security

PF, ESIC and Gratuity

PF, ESIC and Gratuity

None

Paid leaves

Weekend (one day) off and
additional 22 days of paid
leave per year

Weekend (one day) off
and additional 22 days
of paid leave per year

No weekend off and
no paid leave

5

Source: survey data (2013)
*Rs.- Indian National Rupee

complexes and small offices do not fall under the purview of the Contract Labour
(Regulation and Abolition) Act 1970, as it is not applicable for entities hiring less than
twenty employees. The wages in residential complexes (and similar establishments) are
kept low for maximizing the profits of vendors while further pressure for downward
adjustment of wages comes from the clients who wish to save on costs for premise security.
In order to maintain labour standards, international client firms intervene in the
practices of their security service providers. International client firms, through their internal
and external auditing process, ensure that the security guards working for them get the
MSGB determined payment and additional benefits. The Maharashtra Private Security
Guards (Regulation of Employment and Welfare) Act-1981 makes the principal employer
liable even in cases where the vendors fail to comply with the regulation. The principal
employers (here the international client firms) cautiously monitor the vendors for providing
these mandatory benefits. This was emphasized in the discussion with the security head
of the back-office operations of a US-based financial firm:
“We are very much reputation conscious and since we are the ‘principal
employer’ of the security guards, we would be held liable for any wrongdoing by
the vendors. We are very strict and undertake checks and audits on monthly
basis to ensure that our vendors comply with all the local rules and regulations.”
(Interview 27/09/2012)
Other than complying with the provision of mandatory benefits, the international
client firms also exercise influence over the work and employment conditions of the
vendors’ workers. For instance, it is a common practice for guards serving local entities
(small offices, restaurants etc.) to do four hours of overtime after their regular shift of
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eight hours, while international client firms discourage this practice and demand that
vendors employ sufficient number of staff. Furthermore, international firms ensure timely
payment of wages to the guards and oversee fringe benefits such as uniforms and seasonal
wear being provided on time. Clear human resource policies, training facilities, fringe
benefits and well defined security protocols have created a work environment that stimulates
confidence and a higher level of work satisfaction among the security guards serving
international client firms. Their perceived higher status was mentioned by a security
guard serving an international firm:
“There are two different positions in the security industry, one is ‘watchman’
and other is ‘security’. The one outside a residential complex is a watchman,
but here we are security personnel.” (Interview 14/02/2013)
When asked about the particularities of working as a security guard for international
client firms, one security guard highlighted:
“Prior to joining as a security guard, I was working as an insurance agent.
I have been working at this site since four years and like the work culture and
ambiance. The salary is also good. If it were not for this site, I might not have
worked as a security guard.” (Interview 10/10/2012)

5

The stringent quality requirements of international client firms have created a new
genre of security guards who are very different from those traditionally involved in the
private security sector. These are relatively young and better educated guards who otherwise
wouldn’t have considered employment in this sector.
5.6.1. Collective bargaining and trade unions
The research findings demonstrate that indirect insertion in global value chains leads to
improvement in job quality and benefits of the security guards, but it does not provide
them access to collective bargaining or trade unionism. International client firms do not
intervene in vendor’s policies related to collective representation of the guards. One of
the main Indian corporate security service providers even promotes itself as ‘union-free’
to attract clients. Unions are only present in the MSGB and G4S, but in both the cases
there is rivalry among the different unions, which is related to the political affiliations of
the unions. In G4S there are six unions (with different levels of tiesto the management),
while there are four unions in MSGB. Not all six unions in G4S are equally influential or
active whereas G4S only negotiates with the largest unions. The seriousness with which
some vendors are discouraging unionism was highlighted by a security guard working for
an Indian corporate vendor:
“The management will never allow union formation. They are willing to
lose the site (client), but will not let the union get formed.” (Interview 09/02/
2012)
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Some guards of local security firms and of Indian corporate vendors emphasized the
risk of losing their jobs, in case the management knows about their participation in union
activity. They referred to several cases of guards who attempted to form a union and were
either removed or transferred to some remote site.
5.6.2. A lack of career opportunities
Furthermore, security guards serving the international client firms lack career
opportunities. This is a general characteristic of the security service industry in Mumbai
(see Boga, 2012), but also regarded as a common feature of this type of work elsewhere in
the world (see Abrahamsen & Williams, 2006; Button, 2007). Even in the case of MSGB,
wages are not commensurate with years of experience of a guard; when a security guard
is employed for over ten years, he still gets the same amount, which even new entrants
receive. Since the corporate vendors use the guidelines of MSGB, there is not much
difference in the salary of newcomers and experienced security personnel. The salary
differential between the lowest rank of security guard and chief security officer position is
marginal (Rs. 2,310 (€31,-) per month). The security head of an ICT-ITES firm was
critical about the promotion prospects for security guards in corporate firms:
“Only a few guards will be able to rise above the position of site manager
because when it comes to strategic business decision making, it requires
professionally trained managers to handle it.” (Interview 03/10/2012)
In addition, once the guards deployed for international firms reach the age of 45,
they are assigned in local firms who are willing to hire older guards at lower rates than
international firms, with a lower salary for the guards.

5

5.6.3. Circumventing labour standards by differentiating markets
The circumvention of labour standards is not only common among smaller local security
firms, but also among some Indian corporate service providers, who attempt to hire guards
at a rate below the minimum wage and without benefits. Depending on the client’s demands
and capacity to pay, these corporate service providers maintain dual standards. They provide
their best guards for the international client firms, with all the legal benefits, and charge
them a premium rate. For cost sensitive, smaller local clients, they provide cheaper guards
and attempt to make profits through increasing number of work hours (without overtime
pay) and by not contributing to the Provident Fund and ESIC benefits. The labour
commissioner stated how issues of unprofessional conduct, such as deferring payment of
guards, fudging the data records, poor audits and regulations are prevalent among some
Indian corporate vendors. These Indian corporate security providers have adopted some
operational standards similar to the foreign competitors while they are flexible enough to
simultaneously engage in the lower-end market segment with its price-based competition.
For example, in their records the vendors might state that they pay the minimum wage,
but the actual payment could be much lower. The labour commissioner admitted that
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their shortage of manpower for conducting regular inspections and audits keeps these
practices in place.

5.7 Conclusion
This chapter aimed at understanding the quality of indirect employment generated through
global service value chains by comparing the job content and benefits of security guards
serving international client firms with security guards working in other segments of the
security sector in Mumbai. The study of global value chains has so far largely been focused
on the employment directly generated through integration of places in global value chains.
Few studies have been conducted on how it impacts on the delivery of (low-end) support
services. International client firms involved in the ICT-ITES sector have stimulated new
and more sophisticated demand for security services. The emergence of global security
service providers further adds to quality upgrading of security services. The nature of
such low-end support services is changing in terms of the types of providers (increasingly
multinational firms) and the more advanced security services delivered. The presence of
international client firms in Mumbai has strengthened the internal differentiation in the
security sector in terms of wages, working condition and job benefits. Their stringent
quality requirements have changed the profile of guards who are different from those
traditionally involved in the private security sector. Security guard jobs for serving
international firms can no longer be regarded as an unskilled, low-end profession. With
the deployment of modern technology and international protocols and standards in security
services, the job content and status of security guard jobs has improved. The guards serving
international client firms are required to have technical skills, inter-personal
communication skills and computer skills, which are not necessary in other segments of
the security sector. Quality upgrading in terms of types of security services and job contents
of what have long been regarded as low-end support services are part of the indirect
effects of integration in international value chains which fall outside the purview of value
chain analyses. For a better understanding of the local development impact of value chains,
and whether they offer opportunities for other groups in the local labour force, a closer
investigation of the indirect employment generated is required. Particularly in the provision
of low-end support services the greatest opportunities would emerge for a wider local
spread of the benefits.
The security sector is traditionally a major provider of employment to recent migrants
from the Indian countryside and other members of the working poor. The empirical data
from Mumbai demonstrates how the more sophisticated demand for security services
attracts better educated workers to the sector who otherwise would not have considered
employment in this sector. Compared to workers directly involved in the ICT-ITES sector
whose incomes are high by local standards (see Ilavarasan, 2007; James & Vira, 2012;
Nadeem, 2009), security guards serving international client firms earn only slightly better
compared to the main segment of the security sector. Financial compensation for them is
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based on the local MSGB standards and guidelines and the additional requirements and
tasks only lead to a small improvement in financial compensation. Whereas operational
procedures and quality requirements in security services follow international quality
standards that work across the value chain, wage levels of security guards follow the local
standards. Similar to the other two security segments, career opportunities are only
selectively available and security guards serving international client firms do not have
much bargaining power. It could be argued that through the presence of the MSGB a
large part of the labour market for security guards is already covered by some form of
social protection and enhanced financial compensation. Such a highly regulated
environment is unique to the Maharashtra context and under pressure from forces of
liberalisation and de-regulation.
Further research could concentrate on how in a range of low-end services (for example
housekeeping, transport services) upgrading of support services takes place through
integration in global value chains and whether it subsequently leads to an improvement
in working conditions and financial compensation. Such an analysis would provide further
insights in the development impact of global value chains and wider distribution of benefits.
A concern herewith is whether it leads to increasing differentiation of labour standards
and working conditions within occupational categories. In case of security services in
Mumbai, a difference can be observed between global and local security service standards.
Whether in the long run global standards become more widely adopted locally, through
the expansion of global service providers, is hereby another subject for closer investigation.
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CHAPTER
Matching the Performance Standards—
Economic Upgrading among the
Support-Service Providers of ICT-ITES
Firms in Mumbai
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6.1 Introduction
Economic upgrading refers to processes and strategies through which firms move from
low- to high-value activities and strengthen their positions in international trade networks
(Gereffi, 1999). The existing literature has a bias towards dealing with upgrading in the
industrial sector as illustrated by case studies of several developing countries (see Bair &
Gereffi, 2001; Coe & Hess, 2010; Humphrey & Schmitz, 2002; Pavlinek & Zenka, 2010;
Schmitz, 2004). The term “industrial upgrading” was mostly used to signify the upgrading
of manufacturing entities and ignored the account of service firms. To include the service
sector within upgrading studies, Barrientos et al. (2011), used a more generic term
“economic upgrading”. They adapted Gereffi’s (2005) definition of industrial upgrading
and defined economic upgrading as “the processes by which economic actors—firms and
workers— move from low-value to relatively high-value activities in global production
networks” (Barrientos et al., 2011, p. 6; Gereffi, 2010, p. 171).
Some studies have focused on the upgrading of ICT-ITES firms with respect to service
GPNs in developing countries such as India and the Philippines (see Kleibert, 2015a;
Fernandez-Stark et al., 2011a). In India, some domestic ICT-ITES firms have shifted
from the delivery of low-end, voice-based processes to the delivery of more sophisticated
software design and other knowledge-driven service products (Dossani & Kenney, 2009;
Dosssani, 2013; Ghani, 2010). The case studies on Indian experiences also took into
account the emergence of several domestic firms, which upgraded and expanded to become
global players (Goswami et al., 2012; Graz & Niang, 2012; Roodheuvel et al., 2014).
Studies on upgrading in service value chains primarily focus on ICT-ITES firms and
do not provide a parallel account of upgrading in support activities such as facilities
management or cab services. The support services do not add direct value for the ICTITES firms (in fact, they are often considered as a cost factor), although their quality and
reliability are essential for the day-to-day functioning and productivity of ICT-ITES firms.
For instance, the prompt picking up and dropping off of employees, along with a clean
and hygienic work place adds to the ICT-ITES firm’s overall productivity and
professionalism. As noted in Chapter 4 on security services, the ICT-ITES firms usually
have their own standards regarding quality of service delivery and these require the security
vendors to upgrade their capabilities. A similar set of performance parameters also exists
for services related to facilities management (housekeeping, property solutions, etc.) and
transport of employees. Therefore, it becomes relevant to study what upgrading strategies
the facilities management and cab-service vendors need to undertake to meet the
requirements of the ICT-ITES firms.
This chapter examines economic upgrading among the facilities management (with
special focus on housekeeping, property solutions and building management services)
and cab-service providers. The chapter attempts to explore and explicate three aspects of
economic upgrading in support services. First, it explores various upgrading strategies
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undertaken by the facilities management and cab-service providers serving the international
ICT-ITES clients in Mumbai. Second, it examines the role of ICT-ITES firms in shaping
the upgrading trajectories of facilities management and cab-service providers. Third, it
explores the implications for local players who are constrained in upgrading their services
and serving the international ICT-ITES firms. Section two gives an account of the
conceptual and theoretical anchors for the study and this is followed by the methodology
section. The fourth section provides an empirical account of upgrading strategies
undertaken by these firms and discusses the role of ICT-ITES firms in facilitating the
upgrading process of service providers. It analyses the implications for local players who
do not upgrade and documents the nature of their business models and client segments.
The final section provides the concluding remarks to this chapter.

6.2 Economic Upgrading of Firms in GPNs – An overview
With the emergence of new competitive production destinations, supplier firms in GPNs
often needed to reposition themselves and think of new business strategies to remain
competitive. Humphrey and Schmitz (2002) classified various upgrading strategies into
the typology of product upgrading, process upgrading, functional upgrading and intersectoral upgrading. While product upgrading refers to the creation of more valuable and
higher-quality products, process upgrading deals with the adoption of improved production
technology (technical know-how) and managerial practices. In the case of
functionalupgrading, a firm attains the capability to perform a higher value-added task
by increasing the overall skill content of its activities. If the supplier firms diversify and
enter into a completely new value chain, it is considered to be inter-sectoralupgrading.
Process upgrading and product upgrading are considered to be the initial strategies adopted
especially by local suppliers who are new to the global market. Functional upgrading and
inter-sectoral upgrading are relatively more complex as both involve substantial capital
investments and the returns are uncertain. It also requires domain-specific knowledge
and a competent managerial team to conceptualise and successfully execute the upgrading
process. The trajectories of process upgrading, product upgrading, functional upgrading
and inter-sectoral upgrading are not mutually exclusive and it is possible that multiple
upgrading strategies could happen simultaneously (Fernandez-Stark et al., 2011a). The
upgrading concept provides an analytical tool for researchers and local authorities to
understand which kind of upgrading process could potentially be more valuable for local
firms and industrial clusters.
Studies on industrial upgrading have also identified the circumstancesin which global
buyers tend to facilitate or hamper the upgrading processes of the local firms (for example
Bazan & Navas-Alemán, 2004; Palpacuer, 2000; Beerepoot, 2005). For activities related
to product or process upgrading, there are various examples where lead firms provide
assistance in terms of necessary technical and managerial know-how (Coe et al., 2004;
Dolan & Humphrey, 2000; Ernst & Kim, 2002). However, functional upgrading for
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handling non-production activities such as branding, marketing, research and development
and coordination of inter-firm relations are seen as an encroachment into the lead firm’s
core activities and are often discouraged (Bazan & Navas-Alemán, 2004; Palpacuer, 2000;
Schmitz & Knorringa, 2000). Furthermore, it is not necessary that global buyers will
always support product upgrading and process upgrading among suppliers. Particularly
in industrial clusters with large numbers of competent suppliers, lead firms do not find it
necessary to invest in upgrading the suppliers’ capabilities (Gibbon, 2008; Quadros, 2004;
Schmitz, 2004).
6.2.1 Upgrading in ICT-ITES Firms in Service GPNs
Upgrading in the ICT-ITES firms engaged in offshore service GPNs has been studied by
various researchers (see Fernandez-Stark et al., 2011a; Gereffi et al., 2009; Dossani and
Kenney, 2009; Lambregts et al., 2015). Initially, western ICT-ITES firms used to establish
their captive centers in developing countries, but since the late 1990s, many firms have
decided to completely outsource activities to (local) third party providers. This provided a
boost to product upgrading and functional upgrading of local firms as it facilitated immense
transfer of knowledge and technical know-how in a short timespan (Sako, 2006). Such
rapid progress up the value ladder led Dossani and Kenney (2009) to deem service
offshoring as a segment offering faster learning and upgrading opportunities compared to
the manufacturing sector. Other than ICT-ITES activities, there has been consistent
upgrading in other knowledge-driven segments such as in legal services, architectural
design, market intelligence, animation and business analytics. Currently, even core
activities such as research and development are offshored as many firms look for new
talent in developing countries to boost product development and other knowledge-intensive
activities (Fernandez-Stark et al., 2011a).
Before a developing country could become aservice offshore destination, local ICTITES firms in the concerned country need to upgrade their process standards, especially
in dealing with confidential business data. In India, it has been noted that the legislation
has several gaps in data security and intellectual property rights which do not go well
with the directives of business organisations in European Union and United States (Chanda
& Mukherjee, 2008). As discussed in Chapter 4, to win the confidence of western clients,
the local ICT-ITES firms have to improve their information security protocols and
processes. They do so by hiring expert consultants on electronic and information security
to design a robust technical and process system, and get it certified from global process
standards certification agencies such as Capability Maturity Model Integration (CMMI).
Initially, the incentives for upgrading into new functional activities were not lucrative
for Indian ICT-ITES companies because clients in the domestic (Indian) market preferred
cheap rather than high-quality services (Fernandez-Stark et al., 2011a). However, currently,
domestic companies too appreciate the value-added services and are adopting similar
outsourcing strategies as the firms in developed nations (Fernandez-Stark et al., 2011a).
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Other than internal market expansion, the Indian ICT-ITES firms focus on venturing
into new geographical locations. In terms of functional upgrading and inter-sectoral
upgrading, there are instances where Indian firms (e.g., Wipro, Infosys and Tata
Consultancy Services) started modestly and later expanded to become multinational firms
with a diverse service portfolio (Graz & Niang, 2012). The upgrading of Indian ICTITES firms became crucial especially when the low-end, voice-based processes started to
shift towards new competitive destinations like the Philippines (Magtibay-Ramos et al.,
2008).
6.2.2 What Lessons Can We Learn from Upgrading in ICT-ITES Services?
The first general understanding in service upgrading is that as a firm moves up the value
chain, it will require fewer, but higher-qualified personnel (Fernandez-Stark et al., 2011a).
This is unlike basic (BPO) services, which require a large number of personnel with
generic skill sets (Athreye & Hobday, 2010). In manufacturing, the availability of raw
materials along with abundant cheap labour is considered to be a source of competitive
advantage, but when it comes to services, the knowledge and skill sets of the local workforce
becomes the key asset. Tertiary education and the presence of domain experts play a
larger role in the upgrading of services and the quality of human capital is a key determinant
in the location of the offshore service. As a result, many developing countries have focused
on workforce development strategies by investing in human capital and skill development
(Fernandez-Stark et al., 2011a; Wadhwa et al., 2008).
The second pattern in service upgrading is the emergence of large corporate players
or service conglomerates. Many small- and medium-sized service enterprises, which are
not able to compete or bear the costs of new technologies, find it beneficial to merge with
larger players (Miozzo & Soete, 2001). Cross-border mergers have enabled the creation
of transnational conglomerates having a wide range of service products and they have
also been referred to as “service supermarkets” (Miozzo & Soete, 2001). In a “service
supermarket” strategy, firms focus on supplying a range of services to targeted market
segments, rather than providing a few services to the entire market (Miozzo & Soete,
2001, p. 178). Another advantage of a large service conglomerate is that it can competitively
pitch for contracts as the firm’s size is often taken as a proxy indicator of the quality of
service delivery.
The third trend among ICT-ITES support service firms is to create a brand name and
get their processes and quality standards certified through relevant international certifying
agencies. The reputation of service provider is critical as the information provided by the
client’s shared network plays a vital role in awarding the contracts (Shaw et al., 2008).
One of the targeted interventions by service firms is to showcase the “process-driven”
nature by securing specific certifications offered by global agencies such as International
Organisation for Standardisation (ISO) or International Electrotechnical Commission
(IEC) (Brody, 2006; Fernandez-Stark et al., 2011a; Graz & Niang, 2012). While ISO

6

92

Matching the Performance Standards

deals with broader standards, the growing trend in the service industry is to have quality
standards certification from private accreditation agencies for each stage of the service
production (Blind & Thumm, 2004; Graz & Niang, 2012). This is a significant step in
self-regulation of the service industry, as instead of state or governmental organisations,
the private associations and standard-devising bodies set the regulatory environment.
The fourth dimension of upgrading in services is that technology plays a leading role
in designing and delivering knowledge-based products. Developing a new service product
(e.g., software for accounts or inventory management) involves an array of technicallyadvanced work and domain-specific knowledge. Previously, services often required close
and continuous interaction between buyers and sellers. However, new data technologies
have bypassed the need of producing and consuming services at the same location. Once
the product is ready, modern communication technology can dissipate it at minimal cost
(Miozzo & Soete, 2001). The generic understanding of various types of upgrading along
with its outcomes for service sector is summarised in Table 6.1.
Table 6.1 Types of upgrading along with its outcomes for service sector
Type of upgrading

What it involves

Outcomes in high-end, supportservice sector

Process upgrading

Increased efficiency

Introducing new or better technology,
private certifications for standards,
high-level (knowledge-driven) trainings

Product upgrading

More sophisticated products

Incrementally upgrading existing functions,
supply of new and innovative solutions
(could be either supply or demand driven)

Functional upgrading

Higher value-added functions

Increasing skill level for work. Diverse
services for a particular market segment
(service supermarket)

Inter-sectoral upgrading

Geographical expansion and
movement into different sectors

Large service conglomerates, geographic
diversification of end-markets, creating
expertise in new (unrelated) domain

6

Source: Adapted from Humphrey and Schmitz (2002) and Kleibert (2015a)

It can be concluded from Table 6.1 that the typology of upgrading processes originally
devised for manufacturing enterprises can be suitably adapted to describe upgrading in
service firms (see also Kleibert, 2015a). While Table 6.1 reflects upgrading trajectories of
high-end ICT-ITES firms, the theoretical categories of process upgrading, product
upgrading, functional upgrading and inter-sectoral upgrading could also be used to study
the nature of upgrading in low-end support services. These concepts are generic in nature
and could be easily applied to the study of upgrading in a variety of manufacturing and
service firms.
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6.3 Methodology
This chapter is based on semi-structured interviews conducted during different fieldwork
periods between November 2011 and September 2014. Altogether, 41 semi-structured
interviews were conducted with resource persons involved in serving the ICT-ITES firms.
The key respondents were the managers and supervisors from the ICT-ITES (client) firms
and vendor (supplier) firms in the domain of facilities management (housekeeping, property
solutions and building management services) and cab services. Additional interviews
were conducted with ground-level service personnel (housekeeping and cab drivers) serving
ICT-ITES firms. The profiles of the respondents are summarised in Table 6.2.
Table 6.2 Overview of resource persons interviewed
Profile of resource person

Managers from the client
or main-vendor side
Mid-level managers or
supervisors from the main

6

vendor or sub-vendor side
Ground-level service personnel
Total

Number of resource persons
Facilities Management

Cab services

7

4

6

3

11 (Housekeeping
personnel)
24

Profile of resource person
(non ICT-ITES firms)

Managers of small cleaning/
housekeeping service providers.
Individual cab drivers-cum-owners
not serving ICT-ITES firms

10
(Cab drivers)
17

Number of resource persons
Facilities management/
cleaning firms (local)

Individual
entrepreneurs (Cabs)

7

9

Other resource persons were from local service providers catering to non ICT-ITES
firms. In the case of cab services, nine interviews were undertaken with individual
entrepreneurs or managers of small transport providers. In facilities management, seven
interviews were conducted with managers or supervisors of local facilities management
firms. This exercise helped in understanding the business contexts of local firms serving
non ICT-ITES clients and in getting a more general understanding of both sectors. The
interviews took between 20–40 minutes and were mostly recorded and transcribed. In
some cases where recording was not allowed, notes were made during the interaction and
written out soon after the meeting.
The questions to the ICT-ITES firm managers focused on the eligibility criteria and
the QR (Quality Requirements) demanded from the service vendors. Questions on the
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ways of intervening in the service operations of the vendors and assistance given or demands
made in upgrading the service standards were also discussed. With the vendor firms,
questions focused on the steps undertaken to upgrade the service operations, with specific
reference to ICT-ITES firms’ quality requirements. The discussion with housekeeping
personnel and cab drivers provided an opportunity to verify the top management’s response
regarding the standards of service delivery. With the local vendors serving entities other
than ICT-ITES firms, the modes of their business operations, upgrading abilities and
their perceived usefulness were discussed.
Other than primary field data, a set of secondary data, comprising of main service
provider’s annual financial-performance and industry-segment reports, was collected
through online portals. The data on market insights, future-demand projection, financial
turnover, employee strength and geographical outreach of the service firms were compiled
and analysed. This exercise provided additional inputs for analysing the cases and provided
knowledge on the larger context of the support-service industry.

6.4 Local Context of the Case Study

6

As noted in previous chapters, transport (cab services) and security solutions are often
considered to be a part of facilities management. However, in most ICT-ITES firms, the
security and transport solutions are large enough to be treated as separate domains, delivered
by specialised service providers. Within facilities management, Barrett and Baldry
(2009)identify two levels—the first level deals with strategic issues pertaining to property
portfolio management (lease agreement, rental, brokerage, etc.), space management
(optimisation of office-space use), vendor (sub-contractor) management, facility planning
and development. Second is the operational level, which deals with routine day-to-day
activities such as hard services (building management services related to air conditioning,
electrical supply, plumbing, etc.) and soft services (housekeeping, pest management,
landscaping, gardening, façade cleaning, pantry services, canteen, courier, etc.). The global
firms dominate the strategic level of facilities management and usually follow their premier
clients to new locations. This client-following strategy becomes very convenient for the
ICT-ITES firms as the onus of collaborating with local entities (sub-vendors) is transferred
to their global partners. In transport services, it is to be noted that international fleetmanagement agencies (e.g. Uber) are still in the nascent stages and have not attained
maturity which is on a par with the facilities management firms. Therefore the ICT-ITES
firms have to depend on the national or regional players for cab services.
Outsourcing support services to localised players could potentially lead to discrepancy
in service standards across different offices of the same firm. To ensure uniform standards,
ICT-ITES client firms in Mumbai usually hire a primary service provider in both facilities
management and cab services who could then sub-contract it to the local players. For
instance, global facilities- and property-management firms like JLL (Jones Lang LaSalle)
or CB Richard Ellis, secure service contracts from ICT-ITES firms and outsource the
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basic ground-level operational activities such as landscaping, janitorial, plumbing and
other building-management services to local facilities management companies. In this
setup, the global facilities management firms retain the managerial and supervisory roles
and activities related to lease management and real-estate brokerage (see Chidanamarri,
2013). In cab services too, firms like VLink (a prominent national-level player) secure
the client firm’s contract and then engage smaller vendors for pooling the cabs. The
difference between the facilities management and cab-service business models is that the
global facilities management vendors do not have any ground-level service personnel
(like cleaners, pantry boys, etc.) of their own while the primary cab-service providers do
have their own drivers and cabs. The other difference between the facilities management
and cab-service business models is that it is relatively easier to become a sub-vendor for
cab services than for facilities management (see section 6.5).
In India, there has been a robust growth in the demand for the services related to
facilities management and transportation (Chidanamarri, 2013; Sharma, 2013). With an
increasing demand for real estate, the facilities management business segment is expected
to grow at 25–30 percent annually (Chidanamarri, 2013). Many real-estate developers
have ventured into facilities management field for self-executed projects (such as in IT
parks). However, they are not yet equipped to deliver integrated property or facilities
management solutions (Chidanamarri, 2013). In the cab-service segment, Netscribes (2012)
has noted that the corporate sector, especially the ICT-ITES segment, has been a significant
stimulant for organised cab services in the main metropolitan cities of India. With roundthe-clock operations of ICT-ITES firms, there is a marked rise in the use of cab services
for the punctual and safe commuting of employees. The incidences of alleged molestation
of female passengers by cab drivers have prompted the ICT-ITES firms to go for stricter
screenings and background verifications of the drivers. Additional measures such as GPS
(Global Positioning System) tracking along with automatic speed controller (to check
over-speeding incidences) have been introduced for safer commuting. These are the
relatively new interventions that have been undertaken by the ICT-ITES firms for achieving
a higher degree of professionalism in the industry.
For many years, small firms have dominated the Indian facilities management sector.
The entry barriers to start a new facilities management company are low, which has led to
the flourishing of multiple small service providers. Large international and national
players with integrated facilities management solutions have been able to obtain market
share only recently. Likewise, the domain of taxi or cab services in India is traditionally
an unorganised business segment with many small players engaged in cutthroat
competition. Since the year 2000, organised cab services have been gaining a foothold in
the metro cities (Research & Markets, 2014). Table 6.3 summarises the key features of
leading service providers dealing with facilities management and cab services in the
Mumbai region.

6
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Table 6.3 Key providers of facilities management and cab services to ICT-ITES firms in Mumbai
Name of the
service
provider

Year
established

Yearly
turnover
(Revenues)

Employee
strength

Business
outreach

Country of
origin/
Headquarter

JLL (Jones
Lang LaSalle)

-1783: originally
established2007: gained
strong foothold
in India through
mergers

$ 4 billion
(FY 2013)

53,000 (global
labour force)

Global

Chicago, USA

CBRE (CB
Richard Ellis)

1906

$7,184.8
million (FY
2013)

44,000 (global
labour force
till Dec. 2013)

Global

Los Angeles, USA

DTSS
(Dusters Total
Solution
Services)

1994

PSIPL
(Property
Solution India
Private
Limited)

2000

Facilities Management (Primary contractors or vendors)

Local partners for facilities management (Sub-contractors)
$ 42.29
million (FY
2014)

22,000 (till
Dec. 2013)

Pan India

Bangalore, India

Data
unavailable

7000

Pan India

Mumbai, India

6

Cab Services
VLink

2002

Data
unavailable

Data
unavailable,
(7000 cabs)

Multi-city
(28 cities of
India)

Mumbai, India

Sai Care
Logistics
Pvt. Ltd.

2003

Data
unavailable

Data
unavailable

Multi-city,
India

Mumbai, India

Source: Individual firm website9 and Marketline10 database (The revenues are in US Dollar) (2014)

For operational facilities management activities (housekeeping, building management
services, etc.) of ICT-ITES firms, directly hiring the sub-contractors would have been a
cost-effective proposition. However, global facilities management firms are still preferred
as intermediary coordinators. The main reasons for doing so are related to trust and
9

CBRE official website. Retrieved August 8, 2014, from http://www.cbre.com/
DTSS official website. Retrieved August 13, 2014, from http://dtss.in/
JLL official website. Retrieved August 9, 2014, from http://www.jll.com/Chicago/en-us
PSIPL official website. Retrieved August 8, 2014, from http://www.psipl.co.in/
Sai Care official website. Retrieved August 10, 2014, from http://www.saicareplc.com/
VLink official website. Retrieved August 12, 2014, from http://www.vlink.in/
10

Marketline is a business information service company. Retrieved August 12, 2014, from http://www.marketline.com/
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confidence in the global player’s quality policies and vendor-management capabilities.
The manager of a primary facilities management firm emphasised the advantages of
using global facilities management firms as an intermediary:
“We handle over ten different vendors for routine services here. The MNCs
can hire them directly also, but then supervising and streamlining ten service
providers will be too cumbersome. Historically, we have a proven track record
of handling such activities and we are aware of the risks of vendor defaults and
have planned backup options for contingencies”. (Interview 06/08/2014)
Another reason for having global facilities management vendors is their ability to
use a centrally-negotiated, consolidated budget to take care of operations at various
locations. Regional offices of ICT-ITES firms have variations in operational costs (such
as differences in statutory minimum wages, material costs, number of service workers
required, etc.) and they prefer to let their primary vendors take care of such contingencies.
The manager of a global facilities management firm stated that:
“One of our core competencies lies in vendor management and in spite of
local differences in the costs and labour force in different regions, we are still
able to extract standardised output from them (local sub-vendors)”. (Interview
10/08/2014)

6

For cab services, the primary vendors are leading national or regional players who
have established credentials in the local market and are known to have a good rapport
with the clients (e.g., VLink or Saicare). They are different from ordinary street taxis as
they provide professional travel solutions only to business entities, hotels and airport.
They do not provide cab services to individual customers who usually rely on the services
of normal street or radio-cabs (on-call taxis). Apart from a few big fleet-management
firms, there are several small- and medium-sized travel agencies who mostly provide
private rental of cars for tours and travels. In both facilities management and cab services,
small, localised vendors have a different operational niche and mainly target the costsensitive market segments. These vendors have a small working capital and do not have
the necessary resources, expertise or managerial bandwidth to upgrade to a level where
they could directly pitch for ICT-ITES firms’ contracts. This illustrates that in highervalue service contracts in facilities management and cab services, there is dominance of
major corporate players. The case is very similar to security-service providers (Chapter
4), where big players dominate the support-service segments of ICT-ITES firms.

6.5 Upgrading in Cab and Facilities-Management Service Providers
The key strategies for both facilities management and cab-service firms involve upgrading
of operational processes related to training, technology, statutory compliances and audit
systems. Since there are no formal training institutes for low-end service personnel, the
service vendors bear the primary responsibility of training them in accordance with the
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ICT-ITES firm’s guidelines. Table 6.4 gives an overview of training activities undertaken
by facilities management and cab-service providers.
Table 6.4 Process upgrading undertaken by the service vendors
Types of
upgrading

In facilities management or housekeeping
services

In cab services

Improved training
processes

Training related to use of chemicals and
machinery, cleaning techniques, safety,
communication and soft skills, grooming,
fire-fighting

Training related to grooming, soft
skills, personal hygiene, safe driving,
basic troubleshooting, first aid, GPS
use, traffic and RTO rules

Improved
technology

Adoption of CAFM (Computer Aided
Facilities Management) services, mechanised
cleaning (mop machines, mechanised
dusters, etc.)

Use of route-optimisation software,
integrated transport management
system, GPS, etc.

Improved
compliances/
certifications

Labour standards (ESIC, provident fund,
minimum wages, working hours),ISO
certifications

Legal permit for vehicles and drivers,
ISO certifications, drivers certified by
the Motor Education and Training
Association (META), labour standards
(ESIC, provident fund, minimum
wages, etc.) for the employees of
primary service providers

Improved audits

Monthly audit for mandatory deposits,
quarterly audit for service-quality assurance
(independently or jointly done by vendors and
client firms). Random surprise audits by third
party or government officials

Open to third party and internal audits
for ascertaining service quality,
random alcohol-level test for drivers
on duty, fitness check for the cabs,
checks for cab’s and driver’s legal
documents

6

Source: Primary field data (2013–2014)

Other than occupation-specific skills, an added emphasis is laid on soft-skills and
personal grooming. The facilities manager of an ICT-ITES firm opines that the training
of soft skills is necessary for overall work culture of the firm:
“Be it the core worker or an outsourced worker, all are expected to behave
in a way which goes well with our corporate culture.” (Interview 13/05/2013)
The corporate culture here refers to the image and reputation of the firm as being
suave in maintaining professionalism in looks and mannerisms. Behavioural codes and
etiquettes in dealing with different people is an important aspect of low-end service
employees’ training. Most service personnel are from modest educational and social
backgrounds and the client firms recognise the need to train them in corporate culture.
For instance, during interviews, many cab drivers and cleaners highlighted the strict
prohibition of chewing tobacco (a habit common among many cab drivers and cleaners)
during work hours. This step is to ensure that the service personnel look presentable. Any
violation is penalised and consistent disobedience could even lead to termination of service
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contracts. A cleaner working in an ICT-ITES firm premise told about one of the expected
codes of conduct:
“We are taught basic etiquettes of addressing each other with dignity and
respect. Use of swear words or vulgar language is strictly prohibited on the
work floor.” (Interview 18/05/2014)
Another cleaner commented that speaking English at the work place is part of his
professional conduct:
“When I request in English, for example ‘Excuse me sir, may I clean this
space?’, he will respond in a more positive manner. It’s like showing dignity that
I am also a professional, just like him”. (Interview 06/08/2014)

6

Professional manners are of particular value when the service requires a direct faceto-face delivery. For inculcating the desirable behavioural and communication traits,
trainings are revised at frequent intervals and the personal-grooming and hygiene standards
are closely monitored. At work, several contingencies can occur and service personnel
need to be equipped to suitably respond to it. As explained by one cleaner at an ICT-ITES
firm:
“When an employee comes in the morning and is not satisfied with his work
desk cleanliness, he will start shouting and then it is our job to apologise politely.”
(Interview 06/08/2014)
For cab drivers, there are situations where the cab occupant requests a different drop
off point during the journey (e.g. girls who would like to be dropped off at a place other
than their residences) and the drivers have to politely refuse or request them to connect
with the operations manager. The need to possess communication skills was also stressed
by the cab drivers:
“We are told to always address the cab occupants as ‘sir’ or ‘madam’ and
not get into arguments with them”. (Interview 31/05/2014)
To effectively handle such tricky situations, social graces, language and communication
skills become indispensable and are as important as the skills required to clean or drive.
Behavioural traits like punctuality, dressing appropriately, honesty and integrity
increase the employability of support-service personnel. The primary vendors conduct
mandatory training sessions to impart such skills and the ICT-ITES client firms are also
involved in this process. The human resource departments of the client firms do the
training-need assessment and have training budgets for the vendor’s personnel. The ICTITES firms find it beneficial to invest in upgrading the quality of outsourced support
personnel as it helps in maintaining overall professionalism and behavioural traits in a
subtle way. This is not common among local clients, since they often have a tight budget
and are not in a position to undertake training and development exercises for the supportservice personnel. For ICT-ITES firms, the return on investment is gradually achieved.
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Service contracts of individual drivers and cleaners are usually renewed annually, but
they tend to build long-term relations with the service providers.
The second form of process upgrading undertaken by facilities management and cab
vendors is the adoption of technology for optimising and streamlining the service
operations. Due to the demands of ICT-ITES firms, global facilities management vendors
have introduced a Computer Assisted Facilities Management (CAFM) system that
streamlines the automation and management of rental and lease agreements, space
management, asset management, seat optimisation and sub-vendor service management.
The sub-vendors for housekeeping have invested in procuring (expensive) mechanised
cleaning devices to clean the large office premises. Most cab-service providers have
combined the usage of GPS (Global Positioning System) devices along with ITMS
(Integrated Transportation Management System) software for improved pick-and-drop
services. A few ICT-ITES firms have provided technical assistance in designing the software
for ITMS. According to the transport department head of an international captive bank:
“Earlier our cab vendor manually generated the pick-and-drop log sheet
for each shift and put it up on notice board at the parking lot. After office hours,
the employees would flock to the parking area for figuring out the cabs they are
supposed to take. Then our software developers designed ITMS software and
handed it over to the vendor. We have now automated the information system
and once the roster is frozen, the employee gets a text message on phone about
the details of his/her pick-up-and-drop-off service.” (Interview 11/09/2014)

6

The requirements of ICT-ITES client firms have served as an impetus to the facilities
management vendors to adopt more advanced technologies. In the case of housekeeping,
the client firms would encourage the use of sophisticated cleaning equipment for the
office premises and would be willing to pay the additional cost incurred. A manager of a
global-facilities management firm emphasised that:
“Working with big MNCs gives us scope to innovate and improve our
services. Even if we overshoot the estimated budget by eight percent, if there is
a genuine justification, the clients do not mind bearing the additional costs. You
can’t think of overstretching the budget with small local clients”. (Interview 10/
09/2014)
The third aspect of process upgrading relates to securing the legal approvals for
business operations and adoption of labour-related compliances. The service vendors are
required to obtain permissions for conducting the businesses from the relevant authorities
and renew the licenses on time. For example, in the case of cab services, there is a set of
essential documents, such as vendor’s transport license, tax certificate, car-fitness
certificate, insurance, road permit, pollution-check certificate and driver’s license
(commercial), that has to be secured and renewed from time to time. The ICT-ITES firm’s
code of conduct requires its business partners and service providers to comply with the
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local labour and business laws. A manager of a global facilities management firm
highlighted their key strategic advantage:
“One factor which distinguishes us from ordinary vendors is that we have
the power to stick to the compliances and have the expertise to get all the relevant
papers and permits related to conducting business in a specific country”.
(Interview 04/07/2014)
Primary facilities management firms are required to see to it that the sub-vendors
meet the standards required. The manager of a primary facilities management vendor
revealed that:
“If any local vendor quotes unusually low prices, we get suspicious since it
could probably mean that they will try to compromise on some other compliance
elements”. (Interview 10/09/2014)

6

The fourth closely-related aspect of process upgrading undertaken by the service
vendors involves check mechanism (audits) for ensuring the service quality and compliance
system. The operations manager of a global facilities management service provider
described the key strategy for the delivery of high-quality facilities services:
“We have our SOPs (Statements of Purpose) for each domain of facilities
management which are pretty much standardised.” (Interview 22/08/2014)
Such standard operation protocols give a clear set of instructions for carrying out the
service activities and leave less room for subjectivity. The absence of industry-wide
standards has prompted big players to devise their own standards of operations and
performance benchmarks. For effective monitoring of service quality and compliance
standards, the managers of cab and facilities management firms emphasised that they
have three layers of auditing mechanisms. The first and second layers comprise the vendors
and ICT-ITES client firm’s audit teams, who conduct the checks at pre-decided time
intervals. The third layer of audit is carried out by independent, third-party audit teams,
who are assigned the task by the client firms. The third-party audits focus on ascertaining
the transparency and merit of the internal audits. These audits also verify if the service
vendor’s delivery standards are on a par with the agreements they had undertaken (see
Table 6.4 for details). A manager working for a global facilities management firm stressed
the importance of the audits:
“There is no scope of cheating or even fudging a small detail. We have
more than 150 employees from the sub-vendor side who do the housekeeping
and other maintenance jobs. In monthly audits, each person’s provident fund
and ESIC deposit slips are produced and salary reports are cross verified with
employee’s bank statements. When any anomaly is detected, a penalty is imposed
and if the vendors repeatedly do it, then we replace them”. (Interview 04/07/
2014)
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While the respondents did not dispute the usefulness of internal and external audits,
they did express that the audits are a long, painstaking process, especially those related to
labour compliances. The sub-vendors bills are not cleared until they are able to produce
all the mandatory benefit-deposition slips of their service personnel. This is also the case
for the primary cab-service providers, although the rule of mandatory deposits is not
applicable for the freelance drivers of the sub-contractors (discussed in detail in
Chapter 7).
6.5.1 Upgrading—product, functional and inter-sectoral
Other than process upgrading, the vendor firms also engage in product upgrading,
functional upgrading and inter-sectoral upgrading (see Table 6.5). The facilities
management sub-vendors have ventured into service-product upgrading by offering
ancillary services such as plumbing, electrical and HVAC (Heating Ventilation and Air
Conditioning) maintenance, etc. They can also undertake annual maintenance of computers
and building-management services (BMS). In cab services, product upgrading is essentially
about providing relatively new cabs (less than four years old) with a high level of
maintenance, safety and comfort features (working air conditioner, first-aid kit, fire
extinguisher, umbrella, etc.). Functional upgrading can be observed in the way facilities
management firms have added new service functions such as advisory roles on how to
reduce cost incurred by the clients through optimising the use of office space and energyconservation initiatives. The cab-service providers have fewer opportunities for functional
upgrading because of the nature of their businesses, which only require them to focus on
effective pick-and-drop services.
In the case of inter-sectoral upgrading, both the facilities management and cab-service
vendors display a high level of pro-activeness by expanding their activities to all major
cities of India. The Indian facilities management companies are diversifying and the
original housekeeping providers are now entering the domain of arranging personnel for
security, catering, office boys and secretaries. This diversification is to provide “Integrated
Facilities Management” (IFM) and act as a “one-stop solution” to various services needs.
VLink, one of the biggest service vendors in fleet management, has ventured into radiotaxis (taxis on call), popularly known as Meru cabs and is active in many first- and
second-tier cities in India. As an additional initiative, they are also into research and
development of software for transportation management, with an objective of potential
long-term commercial sale. Table 6.5 provides an overview of product upgrading, functional
upgrading and inter-sectoral upgrading in both the support-service segments.
In manufacturing, lead firms are known to have discouraged certain upgrading
trajectories of local suppliers, which were seen as a potential encroachment into their
core activities (see Pietrobelli & Rabelotti, 2008; Schmitz & Strambach, 2009). Unlike in
manufacturing, support-service firms do not deal with the lead firm’s (here ICT-ITES
firm’s) core products and hence their upgrading trajectories do not result in business

6
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Table 6.5 Summary of upgrading undertaken by the facilities management and cab-service vendors
Type of upgrading

In facilities management/housekeeping
services (Sub-vendors)

In cab services (Primary vendor)

Product upgrading
New/improved service
products

Intensive cleaning, façade cleaning, pest
control, plumbers and electricians, pantry
services, landscaping, providing secretaries
and office boys.

Providing cabs of less than four years
old, high level of maintenance,
provisions of safety and first-aid kits.

Functional upgrading
New functions offered

Providing advisory functions on optimum
space utilisation, energy conservation,
small-project management, event
management, etc.

Limited opportunities in terms of
functional upgrading

Inter-sectoral upgrading

6

Venturing into new
business domains and
geographical expansion

Now, facilities management or originally
housekeeping firms also provide security
services as a part of their integrated
facilitiesmanagement solutions. Pan-India
presence

Diversification into radio-taxi (taxi on
call) business in multiple cities across
India (e.g. Meru Cabs), R&D of
transport management software for
commercial use. Pan-India presence

Source: Primary field data (2013–2014)

rivalry with the lead firms. Functional upgrading and inter-sectoral upgrading are more
desirable for the ICT-ITES firms because they can cater to their multiple needs across
geographical regions. With a single-vendor model, negotiation, coordination and payment
become easy, thus reducing administrative costs and burden. This also helps in securing
a better bargain, as the overall service costs would be centrally negotiated in terms of
complete service package, rather than separate contracts for individual components. Unlike
some manufacturing firms, there are no binding terms stipulating that the service vendor
should exclusively serve the specific ICT-ITES firms. For service vendors, upgrading in
one segment (serving ICT-ITES firms) is beneficial in improving their overall standards
and business approaches in other market segments.
Functional upgrading and inter-sectoral upgrading present more challenges. This is
very similar to high-end ICT-ITES firms where both functional upgrading and intersectoral upgrading require experienced and intensively-trained managerial cadre (Wadhwa
et al., 2008). For instance, offering pan-India support requires certain managerial
bandwidth to streamline and standardise the service operations. Another similarity between
the upgrading trajectories of high- and low-end service firms is that both rely on improving
their human capital through extensive training and development activities. In general,
service firms recognise the significant role of employees in shaping the corporate reputation
and therefore focus on training them to “live the brand” (Balmer & Greyser, 2006; Lievens
et al., 2007).
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6.5.2 Implications and Opportunities for Local Vendors
The primary service providers are responsible for the performances of the local sub-vendors
and have to mitigate the risks of their failures or defaults. The primary service providers
do so by keeping a diverse pool of eligible local sub-vendors. In circumstances where one
of the sub-vendors defaults, the services of others can be roped in without substantial
delay. This model works well for the primary vendors as they cater to a number of ICTITES firms in Mumbai and strategically place the sub-vendors at various locations. The
eligibility to be a sub-vendor is based on criteria such as firm’s size, yearly turnover,
managerial bandwidth, statutory-compliance track record (taxes, mandatory deposits of
the employee benefits), current clienteles, and number of years in the business. These
requirements act as access barrier for many small, local vendors, and these were articulated
by a manager of a global facilities management firm (primary service provider):
“We have our own due diligence in selecting the vendors. At the end of the
day, we are finally responsible, if the sub-vendors fail to deliver. Therefore, we
have our own screenings and performance parameters which the small vendors
find difficult to match up to”. (Interview 04/07/2014)
In the cab-service segment, there have been many instances where cab drivers,
previously working for primary vendors, bought their own cabs and started working as an
individual sub-contractor for the primary vendors. A threat to the independent drivercum-owner business model is the lobbying for giving the T-permit (tourist/professionalservice cab permit) only to registered travel agencies or transport vendors. This is to
discourage individuals from getting T-permits to run their cabs independently and to
promote the monopoly of formally-registered and organised enterprises in the cab-service
segment.
While some local players are motivated to upgrade and capture the new business
opportunities, others do not perceive the ICT-ITES firms as their potential customers.
One local facilities management entrepreneur highlighted their (different) niche segments:
“It’s not that by serving local customers we are at loss, it’s like we are doing
well, but in a different niche segment. We can’t take the place of big players and
neither are they able to serve the needs of our client base.” (Interview 15/07/
2014)
These small vendors mostly cater to local cost-sensitive entities that usually display
more tolerance towards less-than-top-notch service quality. Such a client base does not
provide enough opportunities or stimulus for upgrading, as they are unwilling to pay the
additional charges for having value-added services. Within the given budget, the local
vendors could hire managerial and service personnel having relatively poor skill set and
expertise. Further, the local firms could not afford to hire good trainers to upgrade the
skill sets of their workers and managers. The smaller local firms therefore cater to costsensitive clients, which keep their profit margins and working capital low.
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6.6 Conclusion
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This chapter aimed at understanding the upgrading processes among facilities management
and cab-service providers catering to ICT-ITES firms in Mumbai. Support services such
as facilities management and cab services are often regarded as routine tasks that do not
have much potential for upgrading. However, this chapter shows that the demands of
ICT-ITES firms for high-quality service have prompted the service providers to upgrade
their process standards related to training, technology, compliance and audits. Additional
upgrading involves adding new service locations and diversifying into related value-added
services. The ICT-ITES firms play a key role in facilitating the upgrading process through
their service-level agreements on operational protocols and service standards. They further
facilitate the upgrading process by imparting suitable trainings and technical know-how
and also by putting in place a strong vigilance and audit system. In both facilities
management and cab services, a high degree of regulation and monitoring by ICT-ITES
firms is enforced.
The local support-service providers are directed more by the terms and policies of the
ICT-ITES firms than by the formal regulations devised by the host government. The entry
barriers for starting a new facilities- or fleet-management company in Mumbai are low,
but the regulatory terms and professional benchmarks devised by the ICT-ITES firms
filter out players who do not make the cut. The primary vendors have developed their
own service protocols, which are meant to overcome the gap of not having industry-wide
standards on support-service delivery. The private regulations are further reinforced by a
growing (upgrading) trend of securing international process certifications through ISO
and other agencies. The private regulatory measures have definitely helped the low-end
support-service providers in attaining a higher level of professionalism. It further
demonstrates that private standards play an increasingly crucial role in (re-) shaping the
support-service industry.
Unlike in manufacturing GPNs, the service vendors are not tied to particular clients
and their functional or inter-sectoral upgrading does not pose a threat for the ICT-ITES
firms. The vendors are encouraged to invest in functional upgrading and inter-sectoral
upgrading, so that ICT-ITES firms can benefit from centralised negotiation and
coordination. Upgrading involves capital, human resource and infrastructure investments
which most local firms choose to avoid due to risks and uncertainties over the returns.
The impetus for upgrading among local vendors serving a traditional client base is low,
because their cost-sensitive clients neither demand nor appreciate high-value (but costly)
services. When a local vendor is serious about upgrading its infrastructure and processes,
it has to target an entirely different customer base willing to pay for high quality, valueadded services.
In facilities management, the global service providers deal with the higher valueadded activities (such as property management, brokerage services and vendor
management), which remain unchallenged by any of the corporate Indian firms. There
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are big Indian service providers, who have upgraded and diversified themselves to provide
the desired level of routine (operational) service solutions under one roof. However, they
are yet to go international or attain inter-sectoral upgrading by venturing into property
management. The current upgrading trajectory among the Indian facilities management
firms is to focus more on qualifying as a sub-vendor for housekeeping and other buildingmanagement services. In the case of cab services, global players in radio-taxi and fleet
management such as Uber, have planned to venture in to corporate fleet-management
solutions, but they are yet to gain a strong foothold in India. Overall, the present pattern
suggests that upgrading is happening predominantly among the big and organised service
providers, who are increasingly being chosen over the small and unorganised ones.
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7.1 Introduction
The previous chapter on economic upgrading described the strategies devised by supportservice firms for increased value addition of their service products and to capture higher
gains from the existing value chain network. However, the economic gains earned by
upgrading the processes do not automatically result in benefits for the workers. A
fundamental question is whether the economic gains for the service providers translate
into social gains for the workers as well.It is often implicitly assumed that economic
upgrading will lead to better wages and labour standards, although empirical studies
have reported different outcomes. In some cases (mostly in manufacturing), lead firms
have been able to push through basic labour standards, while in others, various layers of
intermediaries (sub-contractors) have made it difficult to enforce norms along the value
chain (see Barrientos & Kritzinger, 2004; Barrientos et al., 2011; Cumbers et al., 2008;
Knorringa & Pegler, 2006; Lund-Thomsen, 2013). Rossi (2013) noted that functional
upgrading mainly benefits regular workers, while irregular workers remain excluded or
even face social downgrading. The relationship between economic and social upgrading
is ambiguous and therefore requires a context-specific study to reveal how both are linked.
Drawing on the empirical data on Mumbai’s housekeeping and cab-service industries,
this chapter investigates whether the economic upgrading of support-service firms is
accompanied by the social upgrading of the service-underclass workers.
Social upgrading has been defined as “the process of improvements in the rights and
entitlements of workers as social actors by enhancing the quality of their employment”
(Barrientos et al., 2011). Social upgrading is increasingly becoming important due to a
new division or re-stratification of urban labour markets (see Knight & Yueh, 2008; Scott,
2011, 2012). Previously, during the era of Fordism, the workers could be schematically
differentiated as having either white-collar or blue-collar jobs. However, at present, the
urban labour market in developed countries have a new structure in which the upper
strata comprises of “cognitive-cultural or knowledge workers” and the lower echelon
constitutes of “servile class”, or the “service underclass” (Scott, 2011). Standing (2011)
identifies the service-underclass workers as “the precariat”, which is often an offshoot of
the traditional working class, presently engaged in low-paid, insecure jobs. Owing to low
skills, poor educational credentials and a narrow job-related network, the service-underclass
workers have limited chances of attaining employment in higher-skilled economic
segments. With increased labour-market flexibility and limited outreach of institutionalised
social-security schemes for the unorganised sector, the risks and uncertainties of
employment are ultimately transferred onto the workers and their families (NCEUS, 2007).
Given the contingencies related to employment and rise of living costs in cities11, social
upgrading of service-underclass workers becomes much more important.

7
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For instance, the average cost of living in Mumbai is considered to be higher than that in any other Indian cities
and currently it ranks as the second most-expensive city to live in India (see Rajadhyaksha, 2012).
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Many service-underclass workers were previously a part of “blue-collar” manufacturing
jobs paying decent wages before gentrification and rent-seeking pushed the manufacturing
enterprises out of the cities (Scott, 2011; Smith & Williams, 2013). Mumbai too followed
this development trajectory and the land of textile mills was replaced by high (rental)
value shopping malls, residential complexes and corporate buildings. In the late 1970s,
Mumbai’s textile mills used to employ about 300,000 workers, but after a major strike in
1982, the sector witnessed a gradual demise (Bhowmik & More, 2001; Whitehead &
More, 2007). With the loss of blue-collar manufacturing jobs in Mumbai, an increasing
number of less-educated and unskilled labourers found themselves engaged in petty service
jobs such as street vending (Bhowmik & More, 2001). In ICT-ITES firms, housekeeping
and employee-transport are mostly outsourced to service vendors or contractors. While
beneficial in terms of rationalising labour and administrative costs, outsourcing could
potentially involve lowering of wages and employment standards of the contract workers
(see Rossi, 2013; Weil, 2014). This has been the case in several manufacturing GPNs,
where an increasing number of contractual (manufacturing) workers have led to poor
work conditions and pay benefits (Stephanie Barrientos & Smith, 2006; FLA (Fair Labour
Association), 2012; Lund-Thomsen, 2013). To contain the decline of labour standards in
both manufacturing and service GPNs, the concept of social upgrading was derived from
the Decent-Work concept. Decent Work demands “opportunities for men and women to
obtain decent and productive work in conditions of freedom, equity, security and human
dignity” (ILO, 1999). In GPNs, social upgrading is carried out due to the obligation of
lead firms to ensure fair work benefits (e.g., remuneration, social security, work hours,
etc.) and rightful labour norms (e.g., freedom of association, job security and collective
bargaining) for all workers in the supply chain (see Barrientos, 2002; Knorringa & Pegler,
2006). Most literature on social upgrading highlights the position of contract workers in
manufacturing GPNs (see Barrientos et al., 2011; Milberg & Winkler, 2011; Selwyn,
2013). However, there is limited understanding on how the service-underclass workers
are integrated into service GPNs and if there are any tangible outcomes of the socialupgrading initiatives. The current chapter will address the knowledge gap and empirically
contribute to the better understanding of social upgrading phenomenon in service GPNs.
The upcoming sections have been organised in the following way: section 2 provides an
overview of the literature on service-underclass workers and social upgrading. It also
explains the conceptual framework of Decent Work on which the empirical section is
based. The third section gives a detailed methodological account followed by the local
context of the study. The fourth section provides empirical data and discussion and it is
followed by the concluding remarks in the final section.

7.2 The Rise of the Service Underclass and Challenges in Social Upgrading
The practice of hiring workers for routine and menial service jobs (such as cleaning and
driving) through contracting agencies has encouraged the growth of several employment
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(temporary) agencies and labour brokers. Most often, the contract workers are kept on
lower wages and minimal health and retirement benefits. In the United States, while the
higher-educated knowledge workers’ salaries have been consistently growing over the
years, the service underclass wages have either remained stagnant or are marginally
adjusted over the years (Acemoglu & Autor, 2011; Autor, 2011; Guynn, 2014). The social
risk of maintaining poor-quality employment conditions is well recognised in policy circles,
however a key point of contention is “who should be held accountable for enforcing
legally-mandated employment standards” (Weil, 2014). It has been argued that the ultimate
beneficiaries of outsourcing (i.e., lead firms) should be held responsible for pushing the
necessary reforms. It has also been asserted that when lead firms can effectively dictate
the performance parameters to the contractors, they should also be able to enforce the
labour norms in the value chain. While this sounds rather simple and straightforward,
Weil (2014) notes that the actual ground-level implementation is much more complex
and difficult to execute. The drive towards lower costs to maximise profits has contributed
towards the present predicament of the service underclass. In the long run, such an approach
could lead to social polarisation and widening of economic gaps between the top and
bottom halves of the labour force in metropolitan cities (Sassen, 2011; Scott, 2011). To
contain the repercussion of social polarisation, the International Labour Organisation
(ILO) has come with the agenda of Decent Work aimed at lower segments of manufacturing
and service industry.

7

7.2.1 Decent Work, Labour Standards and Challenges for Social Upgrading in Service Industries
The International Labour Organisation’s (1999) Decent-Work agenda is an umbrella
strategy to facilitate “fairer globalisation” by improving the conditions of the working
poor and workers in vulnerable employment across the globe. The globalisation of business
has triggered competitive bidding by developing countries by gradually eliminating the
differences between primary (core, secure) and secondary (insecure) jobs (Barrientos &
Kritzinger, 2004; Barrientos, 2013; Raworth, 2004). Critics of neoliberal globalisation
have argued that while pursuing the goals of economic upgrading and cost rationalisation,
the global buyers and local actors have, in some instances, compromised on labour standards
(see Barrientos et al., 2011; Rossi, 2013). The increasing willingness among developing
countries to provide low-cost, flexible labour with fewer social security benefits has been
referred to as “race to the bottom” in terms of labour rights and employment conditions
(see Lund-Thomsen, 2013). Various non-state, civil society actors (global trade unions,
NGOs, etc.) have expressed concerns over the deterioration of labour standards and have
intervened by either partnering (negotiating) with lead firms, or by launching adversarial
publicity campaign as a form of pressure tactics (Wad, 2013; Barrientos, 2013). Responding
to these concerns, reputation-conscious global buyers (lead firms) have introduced labour
codes of conduct and corporate social responsibility programmes for facilitating the social
upgrading process.
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The self-regulatory interventions by lead (manufacturing) firms were developed in
the absence of, or alongside, regulations of state or local government and are an illustration
of increasing dominance of private governance in GPNs (Coe & Hess, 2013). The dynamics
of global economy have outpaced the traditional forms of labour regulation (through
government-implemented monitoring and enforcement systems) and has given rise to
several private monitoring and enforcement bodies (O’Rourke, 2003, 2006). While private
monitoring and corporate codes of conduct on fair labour practices often look good on
paper, the implementation remains a challenge. There exist various layers of intermediaries
(sub-contractors) who commonly engage casual workers with fewer labour rights or union
representation (Barrientos et al., 2011; Munck, 2002; Standing, 1999). The existence of
multiple layers of sub-contracting further obscures authority and responsibility for
enforcement of employment regulations. In manufacturing GPNs, corporate codes usually
neglect subcontracted, casual and home-based workers who are often engaged on
exploitative terms such as below-minimum wages along with excess working hours
(Barrientos & Smith, 2006; Barrientos & Smith, 2007; Beerepoot, 2008; Merk, 2009).
Globally, the reliance on self-regulatory measures of lead firms and privatisation of
labour-standards enforcement have been contested by the labour-welfare organisations.
They have raised concerns about the effectiveness of private monitoring and enforcement
models for protecting workers’ rights (Barrientos & Smith, 2007; Jenkins, 2002; Mamic,
2005; Mayer & Gereffi, 2010). Critics have argued that the nation state or local government
showcases a pro-business bias by using the global market to discipline the domestic labour
and justify the prevalence of low wages (Carmody, 2009). Governments, however, always
face a dilemma when introducing a strong pro-labour legislation as it carries the potential
risk of capital moving to other locations. For instance, in the case of the government
intervening to strengthen job security by promoting more stable contracts (in lieu of
seasonal or temporary ones), it has repercussions in the form of (manufacturing) lead
firms shifting to other regions which provide a flexible workforce (Ho, 2009). The ability
of lead firms to access a global labour force has also affected the negotiation capacity of
the local trade unions.
At the international level, labour regulations are clearly formulated by the ILO, but
the legal binding for countries and firms is ambiguous. The enforcement power of ILO
still remains weak, especially when compared to the economic and political power of
capital (Boockmann, 2001; Helfer, 2008). Likewise, there has been limited success in the
efforts of global union federations to push the lead firms to adopt international codes on
labour practices across the range of their global suppliers (Barrientos & Smith, 2006;
Papadakis et al., 2008). With specific reference to service jobs in ICT-ITES, there are
concerns related to labour rights and promotion of trade unionism in the industry. While
transferring the work process from western countries to India, the elements of union
recognition are purposely avoided as they are seen “as a retrograde step which would
spell disaster for the industry” (Norohna and D’Cruz, 2006).Outsourcing relies on a very
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fragmented firm structure, where collective action is relatively difficult to organise. The
firms accepting the outsourced work usually keep their workers on short-term temporary
contracts, which give them flexibility to adjust as per the business demands. The impetus
to unionise tends to be lower among the workers having less job security. Union avoidance
has been a core management strategy in ICT-ITES firms as it permits labour ûexibilities
and contractual arrangements that could otherwise have been difficult with the presence
of strong unions (James & Vira, 2012; Taylor & Bain, 2008). A similar strategy of union
busting is usually adopted for the service-underclass workers where collective bargaining
and unionism are strongly discouraged (as discussed in Chapter 5). At present, labour
movements could at most seek to influence policy makers, as the direct interventions in
the form of strikes as well as formulating policy measures from a position of strength is
seldom possible (Ghai, 2006).
7.2.2 Indicators of Decent Work
Since labour is (re)produced and regulated in different social (local labour market) and
governance contexts, the (social) implications of GPNs warrant a study in a geographicallysensitive way (Coe & Hess, 2013). For giving a holistic picture of the social upgrading
phenomenon among the cleaners and cab drivers, the relevant Decent-Work indicators
have been compiled in Table 7.1. In addition to decent-work indicators, it is also useful to
see what role various stakeholders play in shaping the outcomes of social upgrading. The
lead firm’s labour codes of conduct (employer-based channels) and local framework of
labour legislation are vital in mediating the quality of employment.
In Table 7.1, the elements of decent work have been further divided into a workstandard component and a rights-based component. Some elements of work standard
have objective components related to the category of employment (regular or irregular),
pay benefits, social protection and working hours. The work-standard elements also have
subjective indicators related to acceptable livelihood (for the worker and his/her family),
job security perception, workplace treatment and ability to balance work and personal
life. The components of work standard are often the outcome of complex bargaining
processes and freedom of association as well as the right to collective negotiation which
is considered to be instrumental in empowering the workers. The second part of Table 7.1
has indicators to capture the rights-based component, i.e., the collective ability of the
workers to negotiate enhancements in their working conditions. While the indicators
help in empirically assessing the job quality, there remain analytical challenges in drawing
the final inferences (Anker et al., 2003; Barrientos & Smith, 2007; Ghai, 2003). The
most pertinent issue is whether a job is decent or not if it embodies some aspects of decent
work, but is rated poorly on other components. For example, can a job be called decent
when it is high paying, but gives minimal rights to organise; or if the job provides rights
to organise, but engages workers for excessively long hours (Ghai, 2003)? A potential
way out, as suggested by Anker et al. (2003, p.150) is to answer such questions using
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Table 7.1 Key elements and indicators for social upgrading in the service GPNs
Elements of social upgrading
(based on decent-work
principles)

Indicators for low-end
service workers

Broad stakeholders shaping
the final outcomes

Work-standards component
Basic rights at work

Minimum wages
Hours of work
Weekly off and other paid leaves
Uniforms and protective gadgets
Gender-neutral wages
No forced or child labour
Equity in work
Training and skill-development
opportunities

National framework of labour
legislation
International Labour
Organisation’s core conventions

Canteen, toilet, drinking water
(workplace amenities)

7

Social protection (formal)

Health insurance (personal and family)
Post-retirement fund (Pension, gratuity)
Adequate financial assistance in case of
health and other contingencies
Ability to balance work and family life
Job quality (Perception-based)

Job security and workplace
treatment

Stability and security of work
(protection against arbitrary dismissal)

National framework of labour
legislation

Treatment with dignity

Employer-based channels (ICTITES firms and service-vendor
policies)

Access to career training and
development (skill upgrading,
promotion opportunities)
Acceptable livelihood for workers and
their families
Rights-based component
Freedom of association
(Social dialogue)

Free to join workers’ organisation

Trade unions, NGOs

Ability to voice concerns regarding
working conditions

Labour policies of service vendors
National framework of labour
legislation
Individual workers

Source: Adapted from Anker et al. (2003)

12

12

Anker et al. (2003) originally proposed eleven measurement categories, but cautioned that the indicators might
not be able to meet the needs of different countries or regions. Therefore, they have suggested that the indicators
should be adopted according to the local context and feasibility (data availability). For the present study, the indicators
have been selectively chosen to measure decent work in the Indian context.
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context-specific, micro-level data and identify the nature of job. For instance, using microlevel data on job quality (job security, hourly wage, access to training and career
development), European Commission (2001, p. 74) classified jobs as dead-end jobs, lowpay/low-productivity jobs, reasonable jobs and good jobs. Section 5 will use Table 7.1 as
the guiding framework to identify the nature of support jobs and analyse the role of different
stakeholders and local conditions in shaping job terms.

7.3 Methodology
The primary data for this chapter was collected on different occasions between November
2012 and September 2014. The central method for data collection was through semistructured interviews with key managers of ICT-ITES firms, managers of service-provider
firms and the workers (11 in housekeeping and 10 in cab driving). For the housekeeping
(facilities) segment, 13 resource persons, belonging to managerial cadre of ICT-ITES and
vendor firms were interviewed. An additional 11 interviews were conducted with the
ground-level housekeeping personnel. In the cab services, seven (transport) managers
representing the ICT-ITES and vendor firms along with 10 cab drivers (serving ICTITES firms) were interviewed. Questions for the facilities management and transport
managers of ICT-ITES firms focused on their roles in devising the labour standards for
the cleaners and cab drivers. They also explored the steps taken by them to ascertain the
ground-level implementation of labour policies. With managers of the service providers,
the job content and benefits for the cleaners and cab drivers were discussed. The interactions
with the cleaners and cab drivers focused on their perceptions of the work and employment
conditions. The interactions with resource persons from both managerial and ground
levels gave scope for triangulating the key findings and analysing if the management
ideas regarding labour standards percolate down to the ground-level implementation or
not. To put the work and employment relations of cleaners and cab drivers of ICT-ITES
firms in comparative perspective, several informal meetings with cleaners and cab drivers
engaged in serving non ICT-ITES firms were held (14 respondents). This exercise was
instrumental in analysing how the ICT-ITES firms’ policies stand vis-à-vis the common
local-labour market practices.
For comparison across the three support-service activities, a survey similar to the one
conducted among security guards (see Chapter 5), with some modifications, was carried
out among 64 cleaners and 59 cab drivers of ICT-ITES firms. The survey questions were
broadly divided into three sections. The first section dealt with the demographic and
socio-economic backgrounds of the workers and had questions on age, education, social
group, place of origin, marital status, etc. The second section concentrated on questions
related to the wages and working conditions. It had questions on the nature of their
contracts, wages, promptness of payment, social-security benefits (such as pension, medical,
insurance, gratuity, loans, etc.) paid leaves, working hours, overtime duration and training
activities. The third section explored the workers’ perception of their job quality and

7

117

Chapter 7

freedom of association. The questions were about job satisfaction, payment, working hours,
work-life balance, treatment at workplace, job security, career path, grievance handling,
freedom to join workers’ union and adequacy of wages to meet personal and family
expenses. A five-point Likert scale response was designed and the workers could choose
an option from a scale ranging from strongly agree to strongly disagree. All the surveys
were personally carried out and the respondents were pursued either after work hours (for
cleaners) or during the break or waiting time for the cab drivers. The respondents were
selected based on accessibility and willingness to participate.

7.4 Local Context of the Study—National labour legislation and the labour market of
the support workers
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India has one of most comprehensive legal structures for safeguarding labour rights,
however, it is applicable for formally employed personnel, which comprises of only 7
percent of the total workforce. The vast majority of the workforce (nearly 93 percent) are
in the informal sector, and are beyond the scope of its coverage (Deshingkar, 2009; Lerche,
2012). The economic conditions of a large section of population are also grim. In the
year 2010, it was estimated that nearly 32.7 percent of the Indian population (around
388.9 million) survived on less than 1.25 US dollar (adjusted to Purchasing Power Parity)
a day (World Bank, 2010). The umbrella legislation for safeguarding the interest of informal
workers has always been an issue for the Indian government. A key legislation in this
regard is the Minimum Wages Act, which regulates minimum wages for certain
employment categories. The minimum-wage legislation is considered to be instrumental
in safeguarding the interests of informal-sector workers, but its enforcement has remained
a challenge. The NCEUS report (2007) acknowledged that around 85 percent of all casual
workers in rural areas and 57 percent in urban areas are paid below the specified minimum
wages. The criteria used for fixing the (low) minimum wages have also been criticism,
but an even bigger concern is that the government’s own employment programmes are
known to pay less than the minimum stipulated amount (Sankaran, 2011).
The poor enforcement of labour laws has been a major problem in India. The
availability of ground inspection staff is limited and their work mainly focuses on
maintaining labour standards in formal enterprises. Currently, the deterrent penalties for
the breach of labour laws are nominal and there are no redress mechanisms that could
look into the complaints quickly and effectively. Rather than extending the scope of formal
regulation to the informal segments, the government is working towards further
deregulation and simplification of labour laws and inspection processes (Sundar, 2010).
Acknowledging the shortcomings, NCEUS (2007) observed that the proposed laws or
welfare systems cannot be effective unless the workers themselves are conscious and acquire
the strength to ensure its effective implementation. The weak implementation of labour
laws along with the absence of strong collective organisation or civil vigilance leaves
most informal-sector workers vulnerable and at the mercy of their employers. Workers
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not having a stable job contract and devoid of government-mandated social-security benefits
are considered to be in informal jobs (see NCEUS report, 2007, for a full discussion).
Most cleaners and cab drivers working indirectly for ICT-ITES firms will technically
qualify as formal-sector workers, as the vendor firms employing them fall under the purview
of Indian labour laws. Both segments (with some exceptions) have regular wages and
avail minimum statutory benefits and social protection.
In Mumbai, many cleaners are engaged with local enterprises as casual workers
without a formal contract. For them, there are no paid leaves and the absence from work
attracts loss of wages. Common complaints against small, service firms are that if the
cleaners or drivers request or try to negotiate the job terms (such as paid holidays, pay
increase, demand for bonus, etc.) the management would invariably tell them that they
could choose to leave or continue working in accordance with the existing policies. There
is no strong or influential union for cleaners and cab drivers in this segment of the market.
Among the cab drivers, unionism is only observed in the case of public transport taxis
that ply on the streets of Mumbai. They negotiate with the government on taxi fares, but
do not consider the cab drivers working privately for the ICT-ITES firms as their members.
While the labour markets of cleaners and cab drivers have personnel from all age
groups, ICT-ITES firms require the vendors to provide them with a younger pool of workers
(below 35 years of age). In terms of education, the support workers engaged with ICTITES firms are relatively better educated as most of them have studied till secondary
school (class tenth) in vernacular medium. At a worksite, the cleaners occupy the lowest
position followed by supervisor, team leader and the unit/site manager. While a new
comer (cleaner) gets around 7,000 rupee per month (€98), the supervisor and unit managers
are paid around 10,000 (€140) and 18,000 (€253) rupee per month respectively. A team
leader, who usually supervises a group of 10 people on the site, would be paid anything
between the salary of a supervisor and unit manager. Similar to the security sector, for a
cleaner it is easy to get promoted up to team leader, but to move further up the promotion
ladder, one needs extra credentials in terms of leadership and educational and managerial
capabilities. In the hierarchy of cab services, the cab drivers belong to the lowest rank
followed by the ground supervisors and the unit or site in charge. The supervisors and
unit manager are on a primary vendor payroll and it is unusual for a driver to get promoted
to ground supervisor or to aspire to become one.

7

7.4.1 Social Upgrading—job terms and work-standard indicators of decent work
The first objective is to analyse the job quality of the cleaners and cab drivers using the
decent-work indicators. Table 7.2 summarises the key decent-work indicators related to
work standards. The findings reveal that there is adherence to the core labour standards
related to minimum wages, social-security benefits, working hours (of cleaners),
promptness of payment and provision of paid leaves. Rather than the governmental bodies,
it is the lead firms’ diligence that pushes for the ground-level implementation of the
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labour standards. The primary motivation for doing so is related to the operational protocol
of the lead firms, whereby they are committed to follow regulations of the (host) country.
The shortcomings of government monitoring are compensated by the private regulations
and vigilance by ICT-ITES firms. The lead firm oversees the enforcement through dedicated
process protocols that mandate monthly verification (audits) of legally entitled wages and
social-security benefits. This presents a situation where the measures undertaken for
economic upgrading spill over into promoting social upgrading. The enforcement of labour
rights is a big step towards social upgrading in low-end service jobs,especially against the
backdrop of poor ground-level implementation of the labour standards.
While there is adherence to the basic labour standards, the ICT-ITES firm’s policy is
to pay only the prevailing minimum wages and secondary benefits. Even though the
cleaners do not receive above average (minimum) wages, various respondents highlighted
that they find it beneficial to work for ICT-ITES clients, due to their professional conduct.
Every year, for the cleaners, there are two revisions in Dearness Allowance (DA, is a cost
of living adjustment allowance), which is promptly incorporated into their salary structure.
The manager of a global service provider in facilities management highlighted the main
benefit of working with MNC clients:
“Salary-wise there is not much difference between the salaries given to
housekeeping staff working in an MNC or in a small office. The advantage of
working in an MNC is that the cleaners can be assured that their payments will
be granted. They are sure that the minimum wages, revised DA, ESIC and PF
contribution will be deposited on time”. (Interview 18/02/2014)
The cleaners of ICT-ITES firms also confirmed the claim of disbursing legallystipulated wages and secondary benefits. Another advantage of working for ICT-ITES
entities is the policy of employing sufficient staff, which makes the workload of cleaners
more acceptable. Before awarding the contracts, the ICT-ITES firms estimate the manpower
requirement and the service providers are required to stick to the agreed numbers. During
the interviews, several cleaners who previously worked with small agencies, complained
about excess workload due to understaffing. They revealed that overtime payment, if at
all any, was insufficient. Such malpractices or exploitation of cleaners is strongly
discouraged and monitored in ICT-ITES entities. In the absence of any workers’
representative organisation, the facilities management head of the ICT-ITES firms doubles
as resource person for the redressing of grievances. According to the head of facilities
management of an international call centre:
“In case a contract worker comes to me saying that he has not received the
salary or is being exploited or abused by the vendor, we intervene there. It’s not
that we have outsourced it and now we can relax. I can deduct the relevant
amount pending as payment for the person concerned and warn the
contractor.”(Interview 13/05/2013)
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Table 7.2 Job terms, work-standard and rights-based indicators for cleaners and drivers
Work-standard
components
(Indicators)

Housekeeping
segment
(Cleaners) N = 64

Transport segment
(Cab drivers)
N= 59

Comments and observations
from the field

Basic rights at work
Minimum wages

7,000 INR (€98)
per month

10,000-12,000
INR (€140-169)
per month

All payments are punctual
and through bank (no cash
payments), monthly audits

Hours of work

8 hours in a regular
shift, when working
overtime, it is not more
than 12 hours in a day

8 hours for drivers
of primary vendors

Number of working hours controlled
and closely monitored for
cleanersCompulsory rest after 14 hours
of work (for all cab drivers)

12-14 hours for
drivers of sub-vendors

Weekly off

Once a week (one day)

Once a week (one day)

As most of the offices work on all
seven days, weekly off are given
on different days of the week

Other paid leaves

21 paid leaves in a year

21 paid leaves in a
year (primary vendor
drivers)

The 21 paid leaves include sick leaves
too, which if remained unclaimed at
the end of year, is compensated
by equivalent cash amount

Uniform
(complementary)

First set of uniform
chargeable, thereafter
complementary uniform
(two sets) in a year

No

The drivers are required to procure
their own formal pair of clothing and
shoes

Gender-neutral
wages

Yes

Not applicable (only
male drivers)

There are relatively less number
of female workers as cleaners and in
case they are present, the treatment is
at par with their male counterparts

Forced or child
labour

No

No

Child labour is strictly prohibited and
workers are free to leave the
organisation if they wish so

Yearly bonus

Yes

Yes

One-month salary is given as bonus
amount during Diwali festival

Contract type

One-year written
contract, renewable

One-year written
contract, renewable

Relatively stable job contracts for both
cleaners and drivers

Occupational
safety and
workplace
amenities

Yes, personal
protective equipment
provided, toilet,
canteen and drinkingwater facilities

Financial assistance
during contingencies
(discounted
loan benefits)

No

No

Advance salary payment for cleaners,
in case they demand No formal
contingency or loan benefit

Insurance (ESIC)

Yes

Yes (for primary
vendor’s drivers)

Sub-vendor’s drivers are denied this provision
Utility of ESIC benefits is questionable

Post-retirement
fund (pension)

No

No

No pension benefits are provided as
there does not exist an umbrella
legislation mandating it

Gratuity

No

No

No cleaner or driver is allowed to
work continuously for over five years
(a practice for avoiding disbursing
gratuity benefit), and if they do, they
are given a break of few days and later
hired as a fresh person

Collective
bargaining
Unionism

No

No

No

No

Yes, accidental
insurance for all drivers,
toilet, canteen and
drinking-water facilities
at the IT park/campus
Social protection (formal)

7

All cleaners are properly trained on safe
use of chemicalsThe ICT-ITES
firms provide for the insurance of
cab drivers and the cab occupants
(valid while commuting for official tasks)

Rights-based components
The job benefits and terms are
management’s prerogative
Unionism is discouraged or prohibited
and might result in loss of job

Source: Survey and interviews (2014)
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For the cab drivers, the payment is at par with the existing (minimum) market rate
and many drivers even pointed out the workload to be too arduous. It was frequently
highlighted how serving individual entities was far easier than working for the ICT-ITES
segment. Still many drivers find it lucrative for two reasons. First reason is the job stability,
and secondly, the possibility of becoming a driver-cum-owner of the vehicle is quite high.
Many segments of cab services (e.g., travel agency or individual employers) offer unstable
jobs, as they might abruptly discontinue the services of a driver (for reasons such as slack
in demand or individuals deciding to drive themselves). Such freelance drivers are in a
precarious position as they might lose the job unexpectedly. On the other hand, drivers
having their own taxis (public transport) have to be proactive in finding the passengers
and there is uncertainty in earnings. In contrast, the ICT-ITES firms offer employment
that comes with fixed incomes. A second important reason to continue working was the
motivation of becoming small entrepreneurs by acquiring their own cabs. Once the drivers
build the network and gain trust of the primary vendor, they would often take a bank loan
to purchase a cab and work as a freelance (self-employed) driver-cum-owner. The primary
vendors also support and encourage the model of drivers owing their cabs as it reduces
maintenance and other operational costs. Another reason is the timely disbursement of
salaries. In other cab segments (particularly travel agencies), payment of salaries often
gets delayed. The drivers on the payrolls of primary service providers enjoy the basic
labour rights such as nine-hour work shift (and overtime work at double the rate of pay)
and timely deposition of mandatory (PF, ESIC) benefits (see Table 7.2).
While the ICT-ITES firm’s labour policies are coherent with many decent-work
indicators, the support workers only temporarily benefit from these relatively well-off
standards. Similar to security sector, in most cases, once the cleaners reach the age of 3540 years, younger ones replace them. The reasoning behind this practice is to give a
“youthful look” to the support-service staff and the expectation that older cleaners, over a
period of time, would rise up in hierarchy and become supervisors or managers. The
cleaners who are not able to rise in the hierarchy find themselves working for local clients
again, whose labour standards might not be at par with that of the ICT-ITES firms. The
existing labour standards of ICT-ITES firms also fall short in providing sufficient coverage
for health contingency and post-retirement benefits (gratuity and pension) (see Table
7.2). Minimum wages are not adequate for the cleaners and drivers to garner savings
that would be sufficient for living an independent post-retirement life. As local labour
laws do not make it compulsory to provide for pension benefits, the ICT-ITES firms
choose not to intervene here. Another contingency is related to health issues of the workers
and their dependents. The ICT-ITES firms take care to ensure the timely deposit of ESIC
funds, but the quality of medical care through ESIC is doubtful as the workers frequently
pointed out the bureaucratic hassles and long waiting period. Most cleaners and drivers
preferred visiting private clinics, rather than the ESIC-affiliated hospitals.
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7.4.2 Job Quality and Social Upgrading—perception-based components
While the work and employment benefits of cleaners and drivers are better than their
counterparts elsewhere, a detailed interaction reveals a certain dissatisfaction with the
basic wages. Almost all the cleaners opined that the payment was not sufficient to meet
personal and family expenses and they all try to get as much overtime as possible (see
Table 7.3). However, the ICT-ITES firms’ labour policy has put a cap on the number of
hours a person can work during one shift. The housekeeping personnel are not allowed to
work more than four hours overtime after their regular shift. This overtime limit does not
leave much scope for earning better than other cleaners engaged in non ICT-ITES firms.
The willingness to work overtime was also observed in other local segments of
housekeeping, but often the rate of overtime payment would be less than what is followed
by the ICT-ITES clients. The need to earn through overtime was noticeable in a comment
by one cleaner:
“We can’t meet our ends with a salary of 7000 rupees per month. I work
overtime so that at least I could make 10,000 rupee per month. However, work is
restricted to a maximum of 12 hours a day. We need more overtime.” (Interview
06/08/2014)

7

Although self-exploitative, the willingness to continue working for more than eight
hours on a daily basis (in the name of overtime), and earn more was a common preference.
Most cleaners (around 84 percent) told that they had multiple working members in their
family and since they had their own accommodation in Mumbai (and thus save on houserent), they were able to survive while working at this rate.
The analysis of job satisfaction among the cleaners presents an interesting pattern.
The overall job satisfaction was very low (around 10 percent, see Table 7.3), but around
90 percent of them expressed satisfaction with the professional and dignified treatment at
the workplace by their managers and supervisors. A high level of satisfaction was also
observed in the case of the work-life balance for the cleaners. The primary reason behind
low overall satisfaction has to do with the low wages (around 7,000 INR (€98) per month),
which was well reflected during field interactions.
The cab drivers had a slightly different opinion on their work hours and payment
benefits. In terms of wages, the cab drivers also complained about its inadequateness and
they were willing to work overtime for extra money. They also try to earn extra by (illegally)
picking up the local passengers on the street or bus stops. Especially when the cabs are
unoccupied by employees, the cab drivers pick up commuters who are willing to pay a
modest price and go to a destination that falls in the route prescribed to the cab. As put by
one of the cab drivers:
“We are paid 10,000 rupee per month and if we do not pick up passengers
on road, it will be difficult to make the ends meet”. (Interview 31/05/2014)
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Table 7.3 Perception of job quality by cleaners and drivers
Questions on perception

Response by cleaners agreeing
Response by cab drivers
or strongly agreeing
agreeing or strongly agreeing
with the statement (figures
with the statement (figures in
in percentage, N=64)
percentage, N=59)

Work flexible enough for other family duties

79.7 %

32.2 %

Overall, are you satisfied with the job

10.9 %

55.9 %

Are you satisfied with working hours

93.8 %

52.5%

I have good job security

7.8 %

45.8%

The money I earn here is enough to
meet expenses

3.1 %

45.8%

My work schedules are flexible enough to
combine work with family duties

79.7%

32.2%

Are you satisfied with the pay rate

3.1%

57.6%

Satisfaction with workplace treatment

89.1%

91.5%

Source: Survey (2014)

7

This example shows that although the minimum wages are paid, it is not regarded as
enough to make a living. The minimum-wage concept of India which is not in tandem
with real inflation growth and cost of living has already received criticism.(see Jhabvala,
1998; Muralidharan et al., 2014; Ramani, 2013; Roy, 1997 for detailed debate). As can be
observed in Table 7.3, the satisfaction levels of drivers regarding the working hours and
ability to have time for family duties were substantially lower than that of the their
counterparts in the cleaning segment. The work schedules of cab drivers are more hectic
and one of the cab drivers expressed the same:
“We keep on running the vehicle for around 12-14 hours a day and my
minimum target is to drive at least 300 kilometres in a day after which I am very
tired and don’t have energy to do anything else.” (Interview 31/05/2014)
However, when it comes to satisfaction with the workplace treatment, just like the
cleaners, around 90 percent of the drivers replied positively.
Unlike other segments in both the sectors, the cleaners and drivers working for ICTITES firms are not penalised for accidental or non-deliberate damages. Around 94 percent
of the cleaners agreed that they will not be penalised for accidental damages and even
narrated incidences (such as breaking of computer screen or washroom mirrors), where
after enquiry, the facilities heads of ICT-ITES firms just gave them a warning. In a local
housekeeping agency such incidences have led to payment cuts or even termination from
the job. In the cab segment, the primary vendor or the ICT-ITES firms usually provide
insurance for the cab occupants (including driver). This practice is absent in other local
segments of travel agencies where the vehicles have the legally stipulated insurance, but
a personal insurance for drivers is uncommon. For the ICT-ITES firms, having the
insurance policy for all the cab occupants is an expensive proposition, however under
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their operational protocols, they do not compromise on this extended social-security
provision. This additional safety net is vital for the drivers, as they seldom buy any personal
(accident) insurance policy due to the high costs.
7.4.3. ICT-ITES cab service— the existence of “two sets of drivers”
There are new means through which the ICT-ITES firms’ functioning reshape the local
labour market for cab drivers and renders their conditions precarious in unexpected ways.
The drivers on the payroll of primary cab-service provider enjoy all the stipulated pay and
perks devised by the government, but those who join as independent driver-cum-owner
do not have access to this. Most drivers-cum-owners have secured their cabs through a
bank loan and they end up working harder, as less run-time means a loss in income. This
is also the case for the drivers working for small sub-vendors, who have to run extra
kilometres for their owners and yet are paid a consolidated monthly salary. When the
operations head of a primary transport vendor was asked why they don’t impose labour
standards for drivers of sub-vendors, he expressed their inability to do by saying:
“We don’t do due diligence for our sub-vendors, because there are several
complications involved in it. For example, the driver of the cab could be the
owner too, so he would have to pay the EMI (monthly instalments) and also take
care of family and then save, so if you tell him that the labour standards mandate
you to drive only for 8 hours, he won’t do that. He would still prefer driving
more number of kilometres. In such cases you can’t do much. What kind of
overtime we can talk about when the sole proprietor of the vehicle is engaged in
doing so?” (Interview 21/09/2014)

7

Having drivers through sub-vendors or driver-cum-owner model imparts two key
tangible benefits for the primary vendors. Firstly, since the drivers will not be on the
firm’s payroll, the primary vendors will not be held liable for imparting the social security
or other obligations as an employer. Secondly, having non-regular drivers through subcontracting gives immense operational flexibility, as the number of cabs required can be
scaled up or down on a short notice (e.g., during business summits).
7.4.4 Social Upgrading—rights-based components (freedom of association and collective bargaining)
Since there are no collective organisations representing support-service workers, the
phenomenon of “resilience” could best explain the present state of workers (see Katz,
2004). The higher degrees of involvement related to “reforming”and “resistance” strategies
require institutional back-ups and an environment conducive for social dialogue to negotiate
or facilitate the desirable changes. In the case of the housekeeping and cab-driving
segments, such support infrastructure is absent and this largely keeps the workers dependent
on their employers. The fear of job loss keeps them away from active forms of campaigning
or negotiations. The availability of local workers, willing to work on the defined terms,
adds pressure on existing workers to comply with the norms devised by the State or ICT125
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ITES firms. The ICT-ITES firms also lack an interest in promoting the rights-based
components, as they tend to benefit more (through low-cost labour) from maintaining the
status quo. When the ICT-ITES managers were asked about not promoting collective
bargaining or unionism, the common response was:
“They don’t need collective bargaining. Collective bargaining is for private
enterprises or manufacturing entities that may not follow mandates of the
government. Here we are providing facilities at par, or in some cases, even
better than the government-determined rates”. (Interview 13/05/2013)

7

The institutional environment is less favourable for unions and the practice of
outsourcing and subcontracting have made things more complex. Having short-term
(usually 1- to 2-year long) renewable contracts keep both the support workers and service
providers in a transient stage. So even when there are attempts to organise the workers,
the ICT-ITES firms always have the option to terminate the services of a particular vendor
(and their employees) and replace them with others. Given the pattern of outsourcing and
local competition, the prospects of revitalising the old form of collective bargaining and
other conventional tools of unions seem to be unlikely.

7.5 Social Upgrading in the Support-Service Segment—segmented integration and
operational paradox of ICT-ITES firms
There are some striking differences in the work benefits of security guards and other
support-service workers (cleaners and cab drivers). The wages of security guards are
significantly higher than those of cleaners and security jobs are considered to be betterskilled work. Many security guards get above market-clearing wages, devised by the MSGB
(see Chapter 5), which is missing in the case of cleaners and cab drivers. Between the
cleaners and drivers, the latter receive higher salaries. The kinds of service personnel
joining these three segments are also different (in terms of background). Security guards
are relatively better educated (with some English language skills) compared to the cleaners
and drivers. During the field interactions, both the cleaners and drivers admitted that
they would not be able to fit into the job of security guard at ICT-ITES firms. It is evident
from the study that different segments of support workers are treated differentially, which
in turn is dependent on the pre-existing labour standards of the region. In the absence of
an equivalent organisation of the MSGB, neither the housekeeping nor the cab services
have a favourable environment for having a representative organisation. As a result, market
forces and minimum-wage legislation mostly determine the payment benefits of the cleaners
and cab drivers. Thus the integration terms of the cleaners and cab drivers in ICT-ITES
are merely an extension of the prevailing labour market practices.
The ICT-ITES firms strictly prioritise some fields over the others for promoting
economic and social upgrading. When it comes to performance-related matters, the lead
firms choose to invest in raising the delivery standards with the best possible global
benchmarks. However, the same commitment is missing in upgrading the wages and
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living standards of the cleaners and drivers. The ICT-ITES firms usually go with the
government-stipulated minimum wages and benefits (with a noticeable exception in the
case of security guards, as discussed in Chapter 5). The managers of service providers in
both the facilities and cab-service segments also acknowledged the relatively low wages.
A manager with a facilities management sub-vendor summarised the existing paradox of
ICT-ITES sector functioning:
“In terms of service quality and training of service personnel, they (ICT-ITES firms)
demand a very high level. However, when it comes to the payment part (of housekeeping
staff), they like to stick to the state-determined minimum wages.” (Interview 18/02/2014)
This is in marked contrast with the way core ICT-ITES workers are treated, as they
have higher wages and benefits than what is locally prevalent in equivalent (non ICTITES) labour market segments. Such double standards in terms of payment and social
security support the hierarchical integration thesis, where low-end support workers are
being assimilated on differential terms (see Krishna & Pieterse, 2008).
While the job quality of cleaners or drivers might not be at par with international
standards, when current practices are seen in the context of prevailing (regional) practices,
it shows that the service workers with ICT-ITES firms are still better off than other
equivalent segments. There are also questions on whether the ICT-ITES firms are required
to pay the cleaners and drivers above the prevailing local wages and benefits. This is
especially relevant since many other local firms flout the labour rules and are in the
practice of paying less than minimum wages or insist on excess working hours without
adequate social-security benefits.

7

7.6 Conclusion
This chapter focused on social upgrading (based on decent-work indicators) among the
service-underclass workers (cleaners and cab drivers) serving international ICT-ITES
firms. The findings suggest that the more distanced an activity is from the core production
process of the ICT-ITES firms, the lower are the observed employment and payment
standards. For instance, the direct ICT-ITES workers are considered privileged to have
high-quality and well-paid jobs by the local standards (Murphy, 2011; Noronha & D’Cruz,
2006; Upadhya, 2007). Likewise, within the support-service segment, multi-tasking security
guards (e.g., reception, peripheral documentation, access control, etc.) are considered to
be closer to the business operations and therefore enjoy relatively better facilities. The
ICT-ITES firms are more willing to accept higher prices (like through MSGB) for relatively
important security services, than for more marginal support activities such as cleaning.
As a result, the workers who are further away from the core activities (e.g., drivers and
cleaners), do not have higher pay structure than equivalent workers elsewhere in the local
economy. However, when it comes to adherence to the state-formulated labour standards
(work conditions, social-security benefits, etc.) they do comply with them and ensure its
enforcement.
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There is a paradox in the operational policies of international ICT-ITES firms. In
establishing the benchmark for quality standards, the ICT-ITES firms emerge as trendsetters
(see Chapter 6), but they are reluctant when it comes to raising the bar in employment
standards. They invest substantially in improving the performance of the support workers
(through elaborate trainings) but hardly intervene for better representation of labour rights
(collective bargaining) and payment standards. A comprehensive social upgrading exercise
would involve substantial expenses, which might not go well with the objective of seeking
cost-effective labour for non-core activities. The outlook of ICT-ITES firms seems to be in
favour of “global standards” for operational performance and “local standards” for the
employment conditions of support workers. More often than not, the local benchmarks,
established by the state, practically reflect the lowest possible configuration of wages and
benefits. The next cheaper option would be to hire casual, daily wage cleaners or drivers,
which is not compatible with their operational protocols. While operating within the
purview of local labour standards, the prevalent conditions raise concerns about the jobs
being fully compliant with the decent-work principles. The support-service workers get
all the minimum statutory benefits, but they are still deprived of comprehensive socialsecurity benefits and have limited freedom to exercise their rights to organise. The mixed
findings support the prevalent dilemma of classifying a work as decent, when some elements
conform and some others defy the decent-work indicators.
The decent-work deficit in low-wage segments in service GPNs has similar challenges
as in the manufacturing entities. In both cases, the current approach is a top-down
imposition of different wage structure and work conditions for different segments of
workers. Both segments engage workers on minimum wages through contractual means
and provide them poor social-security coverage and representation rights. The huge
differences between the wages and secondary benefits of the service underclass and core
workers will further promote inequality and uneven social development. The findings go
well with the assertion that contemporary globalisation sits on the existing cleavages of
the local labour markets and through differential integration, contributes towards the
sustenance of uneven development (see also Barrientos & Evers, 2014; Krishna & Pieterse,
2008; Phillips, 2011). While there are no irregular workers in housekeeping, the coexistence of regular and freelance drivers is an example of how cab services are being
casualised. Still a larger concern is the willingness of both the cleaners and drivers to put
in extra hours of overtime work, so that they could earn an amount that is in tandem with
the current cost of living in Mumbai. Rather than an exception, getting work done through
overtime is becoming a routine phenomenon among the (cab) support-service providers
of Mumbai. It is also evident that in safeguarding the interests of support workers, the
influence of trade unions or larger civil society is limited. In the absence of a strong
collective organisation or dedicated governing body equivalent to MSGB of security guards,
the feasibility for pushing critical reforms is limited. Government policy can play a decisive
role here. Since the ICT-ITES firms keep local labour standards as benchmark, it is only
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through government policies that the ground level situation of the workers can be improved
(as in the case of MSGB). However, when the larger context of local labour-market practices
is considered (i.e., adherence to laws), the ICT-ITES work and employment benefits are
still better. This is perhaps the biggest tangible benefit associated with the ICT-ITES
firms in terms of social upgrading for the cleaners and drivers.

7
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CHAPTER
Conclusion —
Globalisation of Services Production
and Regional Development
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Conclusion

This study has sought to examine how the arrival of a highly globalised industry (the
ICT-ITES) affects the operations and employment practices of the local support-service
industries. To achieve this objective, processes of economic and social upgrading in the
local support-service industry catering to security, housekeeping and cab-service needs of
international ICT-ITES firms in Mumbai have been assessed. At a more theoretical level,
this study represents an attempt to integrate the support-service industry into the valuechain analysis and adds to the understanding of qualitative place-based changes happening
at a distance from the first-tier service GPN (see Coe & Hess, 2013; Kelly, 2013). This
chapter summarises the key findings of the study and details the power structures of
major actors in service GPNs which mould the outcomes for the support-service industry.
It also positions the findings within existing academic debates on the developmental
outcomes of service GPNs. The chapter ends with identifying the policy implications and
outlining the scope for further research.

8.1 Broad Objective of the Study—integrating the support-service industry into the
value-chain analysis
The study was divided into two levels, viz., firm-level and worker-level. At the firm-level,
the study focussed on the economic upgrading of support-service firms and identified the
challenges for local support firms in accessing the service contracts of ICT-ITES firms.
At the worker-level, the study focussed on analysing the recruitment, work standards, job
terms, pay benefits and labour rights of the support workers. While Chapters 4 and 6
discussed the economic upgrading of support firms by using Humphrey and Schmitz’s
(2002) typology on product, process, functional and inter-sectoral upgrading, the topic of
social upgrading was covered in Chapters 5 and 7, which used the concepts of social
upgrading and decent work (ILO, 1999) for analysing the job terms and work benefits of
the support workers. Combining both economic and social upgrading concepts, the thesis
aims to provide a comprehensive understanding on how the functioning of ICT-ITES
firms influences the local support-service industry and its workers. In this sense, the
thesis contributes to academic debates on the indirect effects of service-led economic
growth in the Global South (see also D’Costa, 2003; Dittrich, 2005; Ghani, 2010;
NASSCOM, 2010; Krishna & Pieterse, 2008; Lambregts et al., 2015) and on how
traditionally, the local industries upgrade due to the presence of, and integration into,
global production networks.

8

8.2 Firms in the Local Support-Service Industry—a second-tier service value chain
As noted in Chapter 2, the global production networks of ICT-ITES firms consist of two
distinct value chains. The first-tier chain is comprised of firms dealing with cognitiveskills-based knowledge work and the second-tier chain contains organisations providing
lower-end support services. The international value chain of support services involves
client-following firms, which trail the (first-tier) ICT-ITES firms. This client-following
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strategy is common across global production networks where vendors of both manufacturing
and support-service activities follow lead firms across the globe (Beerepoot & Roodheuvel,
2016; Forsgren et al., 2007, p. 72; Linden, 2003; Majkgård & Sharma, 1998). Often, the
support-service providers already have long-established relations in the home countries
of the client firms. For example, in Chapters 4 and 6, it was noted that G4S (in security
services), CBRE and JLL (in facilities management) were the key service suppliers to
multinational ICT-ITES firms in the United States and Europe and later, they emerged as
the preferred service providers for the respective MNCs’ branches in Mumbai. Such a
client-following strategy has direct implications for the participation of local supportservice firms who lack such long-term, trust-based relations.
8.2.1 Bigger is Better—the disadvantages of being a small player in support-service industry

8

Though the general entry barriers in the local support-service segment of Mumbai are
relatively low, when it comes to pitching for premier clients such as ICT-ITES firms, the
prerequisites are demanding. The entry barriers in support-services prove that local vendors
experience difficulties in participation not only due to global performance standards, but
also due to basic criteria such as firm size and service coverage. The service providers
need several years of industry experience along with a healthy yearly turnover, market
reputation, process certifications, legal compliance and service branches across different
cities. The domestic support-service firms either have to equal the international support
firms (in size and operational capacity) or seek access to business opportunities as subvendors. Therefore, the landing of international ICT-ITES firms in Mumbai does not
necessarily provide new opportunities for local businesses in the support-service industry.
Even lower-level support services are now globalised with multinationals acting as key
service providers across countries and continents.
8.2.2 Economic Upgrading—a pathway for enhanced competitiveness and quality of service delivery
This research reveals that, like the ICT-ITES firms (see Kleibert, 2015a), the supportservice firms too are engaged in a complex set of product, process, functional and intersectoral upgrading processes. Table 8.1 provides examples for the different types of
economic upgrading undertaken by support firms along with their larger implications for
the firms and workers.
In Table 8.1, the economic upgrading activities are sub-divided into lower-order and
higher-order categories. While the lower-order (product and process) upgrading involves
modest improvements in the everyday operations of support firms, the higher-order
(functional and inter-sectoral) upgrading requires strategic moves that are resource and
capital intensive. Another difference between lower- and higher-order economic upgrading
is related to the levels of discretionary judgements and engagement with low-level routine
tasks. Product and process upgrading involve a higher degree of routine tasks and low
levels of discretionary judgements, which is in contrast with functional and inter-sectoral
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Table 8.1 Types of economic upgrading in support-service industry and its larger implications for the firms and workers
Upgrading strategies

Examples from support-service
segments

Implications for the firms and support
workers (Capital and Labour dimensions)

Lower-level (lower-order) economic upgrading trajectories (short-term or immediate goals with incremental upgrading
in existing service functions)
Product upgrading
(Delivering higher quality
service products)

Introducing new or better technology

Capital dimension·

Examples: ·

- Requires investment in infrastructure and

-

Process upgrading
(Increasing efficiency by
streamlining managerial or
business practices)

CCTV cameras and baggage
scanners for security·
ITMS software for cab services ·
Computer-Aided Facilities
Management (CAFM) for
streamlining the automation and
vendor management

Improving human-resource skills,
statutory compliances and audit
systems
Examples:·
- Training and development of
service personnel (soft skills,
technical skills, etc.)·
- Improving legal compliances (local
business and labour regulations) and
standards certification.
- Strengthening of internal and thirdparty audit mechanisms

technology ·

- The strategies overlap or complement
process upgrading
Labour dimension·

- Requires skills-upgrading of both the
workers and managers. ·
Automation might make several workers
redundant
Capital dimension·
- Investment in procuring professional
certifications, business permit and
auditing mechanism ·
- Requires specialised personnel or
organisation to draft the protocols and
oversee the compliance
Labour dimension·
- Positive impact on workers lawful wages
and work conditions·
- Improves social welfare benefits

8

Higher-level (higher-order) economic upgrading trajectories in support services (long-term or strategic goals,
upgrading to new service functions)
Functional upgrading
(higher-revenue generating
activities)

One-stop solution and geographical
expansion across various domains
Examples:
- Venturing of companies, which were
originally security firms, into
providing housekeeping and
building-management services
- Primary facilities management firms
pitching themselves as IFM
(Integrated Facilities Managers) ·
- Adding new high-value service
functions such as advisory and
consultancy roles

Capital dimension·
- Requires high levels of capital and
skilled managers to venture into new,
higher value-added functions·
- The business goals overlap with intersectoral upgrading
Labour dimension
- Low engagement with routine jobs, or
outsourcing of (lower-value) routine tasks
- Requires specialised personnel capable
of making high-level discretionary
judgments

Inter-sectoral upgrading
(expansion into different
sector or industry segment)

Moving into new domains and
geographical expansion
Examples: ·
- Facilities management firms moving
into project consultancy, property
rental and asset management ·
- Cab-service providers moving into
taxi-on-call segments.·
- Expansion of service activities to all
major cities of India for capturing
new client base

Capital dimension·
- Huge capital investment required for
geographical expansion in existing or
new (unrelated) domain
Labour dimension
- Creates additional job opportunities for
support workers in new locations or in
new business segments·
- Managerial bandwidth is required for
firm’s expansion
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upgrading. Only the primary corporate vendors are able to engage in higher-order economic
upgrading activities and the sub-vendors are mostly restricted to (lower-order) product
and process upgrading. Often, the ICT-ITES clients do contribute towards upgrading
technology or the managerial processes of the service vendors and thus act as drivers of
economic upgrading (e.g., the provision of ITMS software for cab vendors). Table 8.2
(section 8.3) further identifies the drivers of as well as the barriers to economic upgrading
of the local support-service industry.

8.3 Worker-Level Outcomes—several milestones achieved but yet to establish a new
benchmark

8
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The economic upgrading trajectories have components of capital and labour which have
implications for the firm’s investment pattern and worker’s job quality (Barrientos et al.,
2011). While the capital dimension denotes the use of new machinery or advanced
technology, the labour dimension refers to skills development and to increased productivity
or efficiency of the workers. The process protocols related to labour compliance present
an interesting instance where the benefits of economic (process) upgrading also lead to
better work standards for support workers. In the case of support services, it is either the
primary vendors or their immediate sub-vendors who deliver the services. Such proximity
between ICT-ITES firms and their service providers enables close supervision of
disbursement of minimum wages and other statutory benefits. This is unlike many
manufacturing GPNs where several tiers of subcontractors make it more difficult for the
lead firms to strictly enforce the labour standards across the value chains (Nadvi, 2011).
Table 8.2 summarises the key drivers of and barriers to social (and economic) upgrading
of the support-service industry and its workers.
The ICT-ITES firms exercise a high degree of control over the labour policies of the
service vendors, and this has facilitated the achievement of several milestones in the
social upgrading of support workers. Especially when it comes to improving the
employment conditions or work-place standards (such as dignified treatment, workplace
amenities, working hours, etc.), the labour policies of ICT-ITES firms have imbibed
professional standards.
In terms of implications for labour, perhaps the most vital and immediate upgrading
steps are related to improving the skills of service personnel through training activities.
As shown in Chapters 4 and 6, other than domain-specific, technical training programmes,
emphasis is placed on the development of personality and soft-skills of the support workers.
Usually the ICT-ITES firms have a separate budget for training and development
programmes of support workers, which are in addition to those imparted by the service
providers. This emphasis on the development of support-service personnel is unique to
international ICT-ITES firms and aims to compensate for shortcomings in the local training
programme. In the absence of formal training institutes for support workers (in India), it
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Table 8.2 Drivers of and barriers to economic and social upgrading in support-service industry
Economic upgrading
Drivers of upgrading

Social upgrading

- Technology and knowledge spill
over (know-how) for local firms

- Need for skills improvement for
support personnel

- Emergence of global or nationallevel support firms

- Policies of ICT-ITES firms for
ensuring better work conditions and
labour standards (work hours, paid
leaves, timely payments, provident
fund, etc.)

- Diversification for high-value
capture (e.g., one-stop solution)
- International standards
(certifications, managerial,
infrastructure)

- Adherence to basic social protection
mandated by government (ESIC)
- Better job security or stable job
contracts

Barriers to upgrading

- Entry barriers for local firms in
profitable segments of advanced
business support services (e.g.,
property consultancy and rental
brokerage)
- Difficult for local firms to meet
standards for procuring
certifications and hence exclusion
(expensive certifications)
- Vulnerable to ICT-ITES firms’
operational decisions (closing down
of office, lay-off of support staff)

- Policy of ICT-ITES firms to stick
with local wage standards, leading to
limited improvement in wages
- High entry barriers for appointment
as support-service personnel. (e.g.,
education, age, English language
proficiency etc.)
- Few long-term career prospects
- Barriers or limited scope for
collective action or negotiation, lacks
right for peaceful protests

8

is the responsibility of the vendors and ICT-ITES firms to fill the skill-gaps. This is
unlike the scenarios in many western countries (e.g., UK and USA) where facilities
management as a professional discipline has further evolved and is formally taught in
institutes like BIFM (British Institute of Facilities Management) and IFMA (International
Facility Management Association), with a motive to churn out personnel for supportservice industry (Wiggins, 2006).
8.3.1 Shortcomings in ICT-ITES Firms’ Policies for Support Workers
While there are benefits in outsourcing facilities management and other non-core activities
to service contractors (Alexander, 1994; Atkin & Brooks, 2009; Kurdia et al., 2011; Quélin
& Duhamel, 2003), it has consequences for the job stability of support workers. In Chapters
5 and 7 it was noted that service personnel of above 45 years, who are unable to rise in the
job hierarchy (which is the case with most workers), would find themselves replaced by
younger workers. Although the service vendors appoint them elsewhere (in non ICTITES firms), the older personnel typically face wage cuts and get relatively poor job terms
and working conditions in new (often smaller) client firms. Such practices illustrate how
the contractual and flexible labour force is used for the ultimate goal of operational
efficiency and the vendors have little concern for the long-term well-being of the workers.
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The policy of hiring all the ground-level support workers on contract is in tandem with
the phenomenon of replacing standard full-time employment with short-term (temporary)
contract jobs (Kahn, 2010; Kalleberg, 2009). Improving competitiveness through the use
of temporary or flexible labour is a dominant business strategy and employment agencies
or labour brokers (such as service vendors) play a vital role in promoting this shift
(Barrientos, 2013; Coe, 2013; Peck & Theodore, 2006).
Another important finding from this research is that while the ICT-ITES firms
contribute to enhancing the professional abilities and skills of support workers, they fall
short in establishing a benchmark for pay and work benefits (see barriers to social upgrading
in Table 8.2). Within the support services, security allies closer with the business operations,
while cab-driving and housekeeping activities are considered to be more peripheral tasks.
However, the relatively high status for security jobs does not translate into higher pay
benefits for the security guards. Likewise, the cleaners and cab drivers with service vendors
of ICT-ITES firms do not command much higher wages than their counterparts working
for local clients. In the first-tier service value chain, the ICT-ITES firms often peg the
benefits and salaries of the core workers above the local standards (Ng & Mitter, 2005, p.
217), however the same enthusiasm to compensate better than the local norms is absent
in the case of support-service workers.
The ICT-ITES firms also shy away from establishing a benchmark for collective
bargaining and unionising rights of the support workers. The findings in Chapters 5 and
7 demonstrate that the levels of unionisation among support workers are not at par with
the international standards recommended in the Decent Work concept. The ICT-ITES
firms choose not to intervene in the collective bargaining or joint actions by the support
workers. This is similar to their strategy adopted in the first-tier value chain where the
unionising activities of ICT-ITES core workers are considered to be unwanted and are
discouraged (see Bain & Taylor, 2000; Noronha & D’Cruz, 2006). The service vendors
too deter unionising efforts as it could potentially lead to cumbersome negotiations and
activism by the labour unions. As noted in Chapters 5 and 7, the contractual support
workers in Mumbai can be terminated with minimum hassle and cost, and therefore can
be controlled easily through fear of dismissal.
In spite of the above mentioned shortcomings, the support workers with international
ICT-ITES firms of Mumbai are relatively well off compared to other local segments. The
biggest benefit for support-service workers, in terms of social upgrading, is perhaps the
assurance that the legally-mandated wages and benefits are consistently and punctually
provided. The policies especially related to shift timings, fair overtime, absence of penalty
for accidental damage and timely payment of wages, are far better than what many local
enterprises offer. Such professional treatment sets them apart from other support workers
engaged in non ICT-ITES segments of the local economy.

Conclusion

8.4 The Configuration of Power—the implications of power relations in the supportservice industry
In GPNs, not all actors have an equal say in the decisions pertaining to mode of production,
business strategies and labour policies. It is often the concerns of the most powerful entities
that are predominantly expressed in the production networks. Allen (2003) defines power
as the relational effects of social interaction, where other than the resources possessed by
the actors, the power emerges from entangled webs of social interactions. Allen (2003, p.
180) further notes, “Power relations in place are affected by what happens elsewhere
and the network of connections of which it is a part”. Power in Global Production Networks
involves a spatial and temporal dimension, where the actors’ social and spatial positions
along with industry experience determine their influence in a particular region (Weller,
2009, p. 28). From a regional development point of view, the issues of power and control
are crucial in determining the potential for value enhancement, value capture and local
distribution of value (Coe et al., 2004). Therefore it is important to understand the relative
power structure and networks of connections among different actors in GPNs and learn
why and how some actors exercise a greater degree of control over the value chains.
Greater knowledge of territory-specific power configurations could assist in finding out
how the balance of power could be changed for a more equitable and holistic manner of
regional development.

8

8.4.1 Configuration of Power in GPNs—the dominance of (ICT-ITES) lead firms
In a value chain, three types of powers, viz., corporate (lead firms), institutional (local
government) and collective (labour unions) powers are considered to play a role in the
outcomes for the host region (Henderson et al., 2002). Allocation of power in the value
chain is also considered to be highly asymmetric since it favours geographically mobile
actors (capital) over the immobile ones (labour)(Messner, 2004). In the current business
model, the ICT-ITES firms are the most influential (mobile) power centres as they not
only have the investment capital, but also possess the capability to move across geographical
locations, as per their requirements. By virtue of being the principle investors, the priority
of lead ICT-ITES firms usually gets conveyed into the production network. The enormous
control and power bestowed on the lead firms is also due to their ability to collect and
process information on a global basis, which is effectively used in bargaining with regional
and local institutions (Dicken, 2007).
The lead firms often pitch for specific concessions from the host country government.
For instance, the initial policy of allowing FDI (Foreign Direct Investments) in private
security services coincided with the arrival of international ICT-ITES firms in India (in
the mid-1990s). This also allowed global security firms such as G4S to enter the Indian
market. Further, by giving the private security-service providers exemption from MSGB
regulations (Chapter 4), the local government facilitated the hiring of security providers
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according to the ICT-ITES firms’ choice. Compared to the lead ICT-ITES firms, the
support-service providers have less bargaining power in the production network. However,
they could gain by engaging in different upgrading activities or through business
diversification into new value chains.
Another important and influential set of (private) actors, which is not directly engaged
with the service value chain are the standards-devising and certifying agencies (e.g. ISO).
Earlier, the government used to be the sole authority for formulating operational standards.
The changing business needs have given birth to private standards-devising and monitoring
agencies (Messner, 2004). The relevance of private standards in security services was
demonstrated in Chapters 4 and 6, where it was noted that the support-service industry
catering to ICT-ITES firms are receivers of the prevailing (global) standards provided by
western agencies. In line with the findings of Nadvi and Waltring (2004), Hawkins et al.
(1995) and Ponte and Gibbon, (2005), this also involves the influence of external agents
in shaping the performance benchmarks that are accepted across different countries and
firms. The widespread diffusion of global standards in support-services presents yet another
instance where private agencies have stepped in to provide tools for governance in service
GPNs.
The lead firms in service GPNs typically adopt a “quasi-hierarchy” governance model
to maintain a high degree of control over the functioning of their supplier firms (Humphrey
& Schmitz, 2002). However, this does not necessarily mean that the support firms do not
have bargaining power. Coe et al. (2008) note that the relative power of actors within a
network largely depends on the extent to which they possess the assets sought by other
parties. Support firms, through upgrading their assets and competencies sought by the
ICT-ITES clients, can achieve a more favourable bargaining position and secure better
deals.
8.4.2 Power Configurations at National Government- and Worker- Levels—constraints for the support
workers
The national or local government of the host region is a vital entity that defines and
negotiates the terms of operations for the international ICT-ITES firms. The global firms
usually stick with the prevalent labour regulations of the region, which makes the local
state even more relevant in defining the (minimum) integration terms for the local
workforce. In principle, the state could draft elaborate measures to safeguard the interests
of labour. However, they are often constrained in doing so, because of increased global
(neoliberal) pressures by the lead firms and trade organisations to liberalise and make the
local labour market more flexible (Standing, 1997; Theodore et al., 2005).
Within the overall power dynamics, the support workers or their collective
organisations (labour unions) have limited ability to convey their demands. An exception
to this was mentioned in Chapter 5, where the ICT-ITES firms and their security vendors
are required to implement the wages and benefits stipulated through negotiations done by
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labour unions in MSGB (Maharashtra State Guard Board). While the security guards
with ICT-ITES firms are passive beneficiaries of the negotiations done by MSGB unions,
in housekeeping and cab-driving segments, there are no equivalent collective negotiations
at the sector level.
The findings of this study support Selwyn’s (2013) assertion that in the absence of
collective organisation, social upgrading in GPNs essentially represents the elitist
interpretation of the work standards and benefits that the workers should avail. This is
primarily because the worker’s unions are either underdeveloped or altogether absent in
the support-service industry. The top-down interpretation of labour needs (through
corporate codes of conduct) is a pervasive phenomenon. Workers in manufacturing GPNs
too face similar constraints in introducing collective actions to ameliorate their work
conditions (Barrientos & Smith, 2007; Thomas, 2010). The degree to which the workers
can influence the employers depends on the organisational (lead firms’) politics and the
industrial-relations policies of the national or local government. Therefore, the support
workers have to depend on the state and international ICT-ITES firms for policies related
to their work and employment benefits. Considering the current power asymmetries
between global and local actors, in the immediate future, a balanced reallocation or
equitable distribution of power seems difficult to achieve.

8.5 Globalisation of Services Production and Regional Development

8

As discussed in Chapter 2, the local distributive outcomes of international offshoring of
services are debated in academic circles. While the optimists highlight the alternative
jobs and business opportunities created beyond the conventional manufacturing sector
(Ghani & O’Connell, 2014; Ghani 2010; Bardhan & Kroll, 2003), the critics maintain
that the offshore service sector has limited functional links with the local economy and
works as “economic enclaves” (Chandrasekhar & Ghosh, 2006; Ghimri, 2006; Solomon
& Scuderi, 2006). The findings of this study show that while the sophisticated demands
of international ICT-ITES firms have transformative potential for the local support-service
industry, it entails a risk where only the best-endowed, large corporate firms step up their
standards and marginalise the small local players (see Beerepoot et al., 2015, p. 209).
Some Indian firms, capable of upgrading, gain from the new business opportunities,
however there is dominance of western firms in the more profitable segments of support
services (e.g., consultancy in real-estate brokerage and vendor management). This
dominance still remains unchallenged, irrespective of the (ICT-ITES) client’s geographical
location. Thus, arrival of large support-service providers has amplified and strengthened
the divide between the big corporate and small support firms.
The dominance of foreign players has implications for knowledge spill overs for the
local firms and support workers. It has been argued that the arrival of foreign firms
brings opportunities for knowledge transfer to local players (Aitken et al., 1997; Gorg &
Strobl, 2001; Pavlinek & Zizalova, 2014). Their contributions towards the economic
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development of a region lie in the enhancement of local capabilities through sharing
knowledge related to organisational skills or managerial techniques (Chang, 2014).
However, in the case of support-service sector, the knowledge spill overs are limited
primarily due to the engagement of few local firms. Only a few Indian vendors and subvendors gain from the transfer of technical and managerial skills by the ICT-ITES clients
or (global) primary vendors. In case the ICT-ITES firms decides to move out of the region,
the knowledge and skills acquired by the regional support firms and workers still remain
in the local economy. However, many workers working with local firms after serving the
vendors of ICT-ITES firms experience deterioration in their work statuses since local
clients might not have the same sophisticated service requirements or effectively use their
skill sets (see Chapters 5 and 7).
This study supports Peter Dicken’s (2007, p. 443) assertion that rather than hiring
from the ranks of un-skilled and unemployed, the recruitment policies of transnational
corporations (here ICT-ITES firms) absorb those who are already in some advantageous
position. In a labour market with abundant supply of labour, the support services do not
create jobs for the un-skilled, unemployed personnel as employers can be more selective
in their recruitment. For instance, Chapter 4 demonstrated that only young personnel
having education, physical fitness and interpersonal communication skills are recruited
for security jobs. Likewise, Chapter 6 notes that only the cab drivers having certain years
of experience and who are already in possession of the necessary documents (related to
background verification and professional driving permit) can access the available job
opportunities. In some cases, the better-qualified support workers who leave their jobs
with local firms create new entry-level opportunities at the bottom for the newcomers and
the less qualified personnel.
While the international firms tend to follow global standards in service delivery, the
policy of sticking with local standards for wages has negative implications for the local
labour market. Financially, the position of support workers working with international
ICT-ITES firms is marginally better than other segments of support workers. The findings
regarding the low compensation of support workers coheres with the broader debates on
how in different parts of the world, increasing differentiation is emerging between
cognitive-cultural workers and the support workers in the urban labour market (see Scott,
2012). While the prevailing wage differential between the cognitive-cultural and support
workers could be attributed to the nature of work they perform, the sharp differences in
the wages have created inequality and social disparity in the host economy (Krishna &
Pieterse, 2008). The findings of this study also support the notion of asymmetric inclusion
of support-service workers in the overall service value chain which has been referred to as
hierarchical integration (see Krishna & Pieterse, 2008). Similar concerns for developed
nations have been highlighted by Guynn (2014), who describes the support workers in
Silicon Valley as the “service-underclass”, largely due to their contractual work, which
comes with poor remuneration and work-related benefits.
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8.6 Policy Recommendations and Implications of the Study
As highlighted in section 8.4, the configurations of power among various stakeholders
determine whose interests get reflected in service value chains. At the firm level, the
global support-service providers have strengthened their foothold in the profitable business
sections, making it difficult for small local enterprises to rise in the hierarchy and compete
for the service contracts of ICT-ITES firms. However, the large- and medium-sized local
firms, already in some advantageous position (high turnover, market size and geographical
outreach), can take suitable upgrading approaches and improve their chances of
participation. If Mumbai-based local suppliers want to benefit from international service
offshoring, then they have to find ways to become competitive vis-à-vis the global suppliers.
The immediate business policy implication of the research is that the medium and large
local firms, aspiring to serve ICT-ITES enterprises, need to undertake economic upgrading
measures on a priority basis, as this could enhance their relative bargaining power to
negotiate for better deals. From a regional development perspective, it will be beneficial
if more service vendors based in India are able to participate in delivering support services
to international ICT-ITES firms.
The power of support workers in the service value chain is limited in the sense that
they neither have a strong collective organisation, nor possess a long-term stable
(permanent) work contract. The current model of hiring a flexible (contractual) labour
force perhaps has far-reaching implications, as apart from establishing a flexible labour
regime, it exacerbates the wage differential between the core ICT-ITES employees and
support workers. In the long run, this inequality could be further strengthened and neither
the service GPNs nor the local institutions might be able to effectively address this. The
implication of the flexible labour regime, promoted through contractual jobs, is that in
the absence of strong policy measures, low standards of work benefits for support workers
will remain the industry norm. The abundance of low-cost labour available for these
activities (see also Krishna & Pieterse, 2008; Standing, 2011) will keep the compensation
low. For strengthening the workers’ collective organisations, both the ICT-ITES firms
and local (national) government need to chart out enabling policies for promoting collective
bargaining rights of workers. This would also mean a shift from the current elitist (topdown) interpretation of the workers’ needs and accommodate more of workers’ voices in
making decisions that affect their work conditions and pay benefits.
From the labour policy viewpoint, the social security benefits, especially those related
to the provision of pensions for the support workers need to be worked out. Currently,
there are pension plans and other social security schemes aimed at the lower-paid workers’
welfare (for example Atal Pension Scheme). However, they are voluntary in nature and do
not come by default with the job. New forms of social safety net for low-wage workers
need to be devised so that they are partially shielded from the skewed income distribution
and unintended consequence of social polarisation (Rodrik, 1999). The state is still the
prime regulator of local wages and benefits and therefore rather than ICT-ITES firms, the
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state should play a bigger role in framing the rights of the support workers. However, as
noted in previous sections, the pressure on the national government to liberalise the labour
market and present the country as attractive destination of low-cost but skilled labour has
created challenges in addressing the prevalent inequality.

8.7 Agenda for Further Research
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This thesis on the support-service segment has the potential to generate further research.
Future researches could move beyond the scope of this study and acquire a deeper
understanding about how the larger socio-economic context of India determines the labour
market structure of the support-service industry. The social and institutional context of
India offers a unique instance where social factors such as caste, class and gender play a
vital role in determining the landholding, political power and types of vocation that
individuals could pursue (Singh, 2008; Thorat & Newman, 2007). For example,
traditionally, the caste affiliation of individuals has been a crucial factor in deciding and
perpetuating specific (caste-based) vocations in rural India. In many villages, only certain
segments of lower or scheduled caste people could be found engaged in cleaning and
other menial activities. The influence of caste has implications in urban labour market
too. Fuller and Narasimhan (2008) noted that typical software personnel in Tamil Nadu
would be middle-class Brahmins with English-medium education. This dominance of
Brahmin (the traditional Hindu priestly caste who are considered as custodians of sacred
knowledge) community in knowledge-intensive jobs has been attributed to their caste
tradition of learning and valuing (higher) education-based vocations.
Class, which is predominantly understood in terms of income and assets possessed
by the individuals, is traditionally influenced by caste. In rural areas, the upper castes
own land, dominate trade and other higher-economic value activities and are historically
privileged. The current system of caste/community-based reservations in government
educational institutions and jobs is intended to extend social justice to economicallydeprived and less-privileged sections of the society (see Chalam, 2007; Gupta, 2006).
Given the traditional link between caste, vocation and income in India, it would be relevant
to examine whether the labour market for support-services in urban India replicates and
reinforces the abovementioned nexus. Studies on the nexus between caste, class and
vocations could reveal the contemporary relevance of traditional socio-economic
determinants in globalised industries. The changing content and requirements for support
jobs (as shown in Chapters 5 and 7) would naturally work against caste-based organisation
of such activities but this hypothesis could be empirically assessed.
On a larger note, a cross-country comparative analysis of work and employment
conditions of support workers would provide a broader understanding of how workers at
the fringes of global production networks make their ends meet. For instance, studying
the labour policies of the ICT-ITES firms in their countries of origin could generate a
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wider narrative on contemporary happenings in the (global) labour market of the supportservice industry. Further research could also methodically include the informal economy
in analyses of international competitiveness of lead ICT-ITES firms in global production
networks. In this regard, Krishna and Pieterse (2008) argue that the urban informal sector
has been providing hidden subsidies for both the ICT-ITES firms and their core employees
and therefore should be systematically included in analysing the industry competitiveness.
This study focussed only on three support-service segments, but there are several
other services (real-estate, temping agencies, etc.) that are equally important for the smooth
operations of ICT-ITES firms. ICT-ITES firms are increasingly using services of manpowerstaffing agencies (e.g. Adecco) that act as labour intermediary for providing (temporary)
staffing solutions. Further research could provide the account of temporary staffing
agencies’ role in providing cognitive-cultural or knowledge workers that are vital for
sustaining the core operations of the offshore service firms. Another area of research is
the link between real-estate development and the offshore service sector. The landing of
offshore service firms boosts the development of high-end commercial property (e.g.,
business and IT parks) along with new residential real-estate projects. Studying how the
rental market of commercial and housing sector is affected by the coming of service
GPNs could reveal the connection between offshore service-sector and the local realestate industry.
Another related research area could be the indirect (local) developmental impact
created by the expenditure patterns of the ICT-ITES firms’ core workers. The expenditure
and consumer practices of ICT-ITES employees are well acknowledged (see e.g. Fernandes,
2000; Jaffrelot & Veer, 2008; Upadhya, 2008; Krishnan, 2015), but there is a lack of
empirical studies that trace the circulation of money and its local multiplier effect. By
analysing the spatial network of expenditure linkages and budget (of ICT-ITES workers),
future studies could reveal how the benefits are absorbed by different local entities. This
could help in understanding whether large business corporations (chains of restaurants,
branded stores and shopping malls) capture most of the discretionary expenditure or
whether gains are trickling down to the informal-sector workers (e.g., street vendors,
domestic helpers, etc.) too.
A final (albeit ambitious) research topic can be the study of the emergence, evolution
and larger regional developmental impact of global production networks in services. Project
1, as mentioned in the introduction chapter, undertaken by Jana Kleibert, is an effort in
this direction. She studied the embeddedness and upgrading trajectory of the BPO industry
in Metro Manila (Kleibert, 2015a). Similar studies on a larger scale in upcoming
destinations of service outsourcing can put the developmental outcomes in an international
perspective. It could also point out the interface between educational institutes, local
government and offshore service industry and analyse their cumulative roles in shaping
developmental outcomes for the host economy.
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8.8 Final remarks
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Rather than presenting a sweeping generalisation regarding the regional benefits of ICTITES firms (as done by NASSCOM in various publications), this thesis provided a contextspecific and informed discussion on the indirect (local) benefits of the ICT-ITES firms’
presence in a particular region. The linkage between economic upgrading of supportservice firms and social upgrading of service-underclass workers is not straightforward
and they go hand-in-hand only in specific cases. The thesis supports the assertion of
Barrientos et al. (2011) that economic upgrading of firms does not necessarily mean
social upgrading for the workers too. While the lower-skilled service-underclass workers
hired through contractors do not command privileges equivalent to the cognitive-cultural
(knowledge) workers, they do gain from the fairer labour policies of the international
ICT-ITES firms.
With the emergence of new offshore service destinations, it is expected that there will
be further geographical expansion of international ICT-ITES firms. In the new business
centres too, there will be less visible service-underclass (support) workers engaged in
making the workplaces safe, clean and secure. In the background there will be interactions
among the support-service providers, ICT-ITES firms, local government and labour unions
to make service delivery more efficient and work terms more decent. Service-led
development in developing countries is neither a panacea for all the workers involved nor
a guaranteed path to sustained economic development and prosperity (Lambregts et al.,
2015). There will be location-specific opportunities and challenges and developing
countries that are willing to and capable of adjusting according to the needs of international
offshore firms will be well positioned to reap the direct and indirect benefits of economic
and social upgrading in the service value chain.

REFERENCES

References

References
Abrahamsen, R., & Williams, M. C. (2006). Security sector reform: bringing the private in. Conflict,
Security & Development, 6(1), 1–23. doi:10.1080/14678800600590595
Abrahamsen, R., & Williams, M. C. (2008). Public/Private, Global/Local: The Changing Contours
of Africa’s Security Governance. Review of African Political Economy, 35(118), 539–
553. doi:10.1080/03056240802569219
Abrahamsen, R., & Williams, M. C. (2009). Security Beyond the State: Global Security Assemblages
in International Politics. International Political Sociology, 3(1), 1–17. doi:10.1111/j.17495687.2008.00060.x
Acemoglu, D., & Autor, D. (2011). Chapter 12 – Skills, Tasks and Technologies: Implications for
Employment and Earnings. In Handbook of Labor Economics (Vol. 4, pp. 1043–1171).
doi:10.1016/S0169-7218(11)02410-5
Aitken, B., Hanson, G. H., & Harrison, A. E. (1997). Spillovers, foreign investment, and export
behavior. Journal of International Economics, 43(1-2), 103–132. doi:10.1016/S00221996(96)01464-X
Alexander, K. (1994). A Strategy for Facilities Management. Facilities, 12(11), 6–10. doi:10.1108/
02632779410070200
Alexander, K. (1996). Facilities Management: Theory and Practice. London: Routledge.
Allen, J. (2003). Lost Geographies of power. Blackwell: Oxford.
Andriesse, E., Beerepoot, N., Helvoirt, B. Van, & Westen, G. van. (2011). Regional business
systems and inclusive/exclusive development in South-East Asia. In B. Helmsing & S.
Vellema (Eds.), Value Chains, Social Inclusion and Economic Development: Contrasting
Theories and Realities (pp. 151–177). London: Routledge.
Anker, R., Chernyshev, I., Egger, P., Mehran, F., & Ritter, J. A. (2003). Measuring decent work
with statistical indicators. International Labour Review, 142(2), 147–178. doi:10.1111/
j.1564-913X.2003.tb00257.x
Athreye, S., & Hobday, M. (2010). Overcoming development adversity: how entrepreneurs led
software development in India. International Journal of Technological Learning,3(1),
36–46.
Atkin, B., & Brooks, A. (2009). Total Facilities Management (3rd ed.). Sussex: John Wiley &
Sons.
Autor, D. (2011). The polarization of job opportunities in the US labor market: Implications for
employment and earnings. Community Investments, 23(2), 11–41.
Bain, P., & Taylor, P. (2000). Entrapped by the “electronic panopticon”? Worker resistance in the
call centre. New Technology, Work and Employment, 15(1), 2–18. doi:10.1111/1468005X.00061
Bair, J. (2008). Analysing global economic organization: embedded networks and global chains
compared. Economy and Society, 37(3), 339–364. doi:10.1080/03085140802172664
Bair, J., & Gereffi, G. (2001). Local Clusters in Global Chains: The Causes and Consequences of
Export Dynamism in Torreon’s Blue Jeans Industry. World Development, 29(11), 1885–
1903. doi:10.1016/S0305-750X(01)00075-4

149

References

Bakshi, R. (1986). The long haul: The Bombay textile workers strike of 1982-83. Mumbai: BUILD
Documentation.
Balakrishnan, R. (2011, October 13). Maker Maxity is Mumbai’s new i-banking hub. Business
Standard. Mumbai. Retrieved from http://www.business-standard.com/article/markets/
maker-maxity-is-mumbai-s-new-i-banking-hub-111101300070_1.html
Baldwin, R. (2011). Trade And Industrialisation After Globalisation’s 2nd Unbundling: How
Building And Joining A Supply Chain Are Different And Why It Matters. Cambridge,
MA. doi:10.3386/w17716
Balmer, J. M. T., & Greyser, S. A. (2006). Corporate marketing: Integrating corporate identity,
corporate branding, corporate communications, corporate image and corporate reputation.
European Journal of Marketing, 40(7/8), 730–741.
Bardhan, A., & Kroll, C. (2003). The New Wave of Outsourcing. Berkeley. doi:10.2139/ssrn.985741
Bardhan, P. (2006). Globalization and rural poverty. World Development, 34(8), 1393–1404.
Barnes, T. (2013). The IT Industry and Economic Development in India: A Critical Study. Journal
of South Asian Development, 8(1), 61–83. doi:10.1177/0973174113477000
Barrett, P., & Baldry, D. (2009). Facilities Management: Towards Best Practice (second.). Oxford:
Blackwell Publishing Ltd.
Barrientos, A., & Barrientos, S. (2002). Extending social protection to informal workers in the
horticulture global value chain (No. 0216). World Bank, Washington, DC.
Barrientos, S. (2013a). Corporate purchasing practices in global production networks: A socially
contested terrain. Geoforum, 44, 44–51. doi:10.1016/j.geoforum.2012.06.012
Barrientos, S. (2013b). “Labour Chains”: Analysing the Role of Labour Contractors in Global
Production Networks. Journal of Development Studies, 49(8), 1058–1071. doi:10.1080/
00220388.2013.780040
Barrientos, S., & Evers, B. (2014). Gendered Production Networks - Push and pull on corporate
responsibility? In S. M. Rai & G. Waylen (Eds.), New Frontiers in Feminist Political
Economy (pp. 43–61). Oxford: Routledge.
Barrientos, S., Gereffi, G., & Rossi, A. (2011a). Economic and social upgrading in global production
networks: A new paradigm for a changing world. International Labour Review, 150(3-4),
319–340. doi:10.1111/j.1564-913X.2011.00119.x
Barrientos, S., & Kritzinger, A. (2004). Squaring the circle: Global production and the
informalization of work in South African fruit exports. Journal of International
Development, 16(1), 81–92.
Barrientos, S., Mayer, F., Pickles, J., & Posthuma, A. (2011b). Decent work in global production
networks: Framing the policy debate. International Labour Review, 150(3-4), 297–317.
doi:10.1111/j.1564-913X.2011.00118.x
Barrientos, S., & Smith, S. (2006). The ETI code of labour practice: do workers really benefit.
Report on the ETI Impact Assessment. Institute of Development Studies, Sussex.
Barrientos, S., & Smith, S. (2007). Do workers benefit from ethical trade? Assessing codes of
labour practice in global production systems. Third World Quarterly, 28(4), 713–729.

150

References

Bazan, L., & Navas-Alemán, L. (2004). The underground revolution in the Sinos Valley: a
comparison of upgrading in global and national value chains. In H. Schmitz (Ed.), Local
Enterprises in the Global Economy (pp. 110–139). Cheltenham: Edward Elgar Publishing.
Beerepoot, N. (2005). Collective Learning by artisanal subcontractors in a Philippine furniture
cluster. Tijdschrift Voor Economische En Sociale Geografie, 96(5), 573–584. doi:10.1111/
j.1467-9663.2005.00487.x
Beerepoot, N. (2008). The benefits of learning in clusters: analyzing upward mobility for skilled
workers in the Cebu furniture cluster. Environment and Planning A, 40(10), 2435–2452.
Beerepoot, N., & Hendriks, M. (2013). Employability of offshore service sector workers in the
Philippines: opportunities for upward labour mobility or dead-end jobs? Work, Employment
& Society, 27(5), 823–841.
Beerepoot, N., & Kumar, R. (2015). Upgrading service delivery and employment conditions through
indirect insertion in global value chains. Competition & Change, 19(5), 374–389.
doi:10.1177/1024529415593244
Beerepoot, N., & Lambregts, B. (2015). Competition in online job marketplaces: towards a global
labour market for outsourcing services? Global Networks, 15(2), 236–255. doi:10.1111/
glob.12051
Beerepoot, N., Lambregts, B., & Kloosterman, R. (2015). Conclusions - Offshore services and the
road to development. In B. Lambregts, N. Beerepoot, & R.C Kloosterman (Eds.), The
Local Impact of Globalization in South and Southeast Asia Offshore business processes
in services industries (pp. 208–214). London and New York.
Beerepoot, N. & I. Roodheuvel (2016): Internationalization strategies of emerging market-based
multinationals: integration of Indian ICT-ITES companies on the Dutch service outsourcing
market, European Planning Studies. doi: 10.1080/09654313.2016.1170107
Beshouri, C., & Farrell, D. (2005). The Philippines’ Offshoring Opportunity. McKinsey Global
Institute.
Bhowmik, S., & More, N. (2001). Coping with Urban Poverty: Ex-Textile Mill Workers in Central
Mumbai. Economic and Political Weekly, 36(52), 4822–4827.
Blind, K., & Thumm, N. (2004). Interrelation between patenting and standardisation strategies:
empirical evidence and policy implications. Research Policy, 33(10), 1583–1598.
Blinder, A. (2006). Offshoring: the next industrial revolution? Foreign Affairs, 85(2), 113–128.
Blowfield, M. E., & Dolan, C. S. (2008). Stewards of Virtue? The Ethical Dilemma of CSR in
African Agriculture. Development and Change, 39(1), 1–23. doi:10.1111/j.14677660.2008.00465.x
Boga, D. (2012, July 23). Mumbai security men working in worst of conditions. Daily News Analysis.
Mumbai. Retrieved from http://www.dnaindia.com/mumbai/report-mumbai-security-menworking-in-worst-of-conditions-1718479
Boockmann, B. (2001). The ratification of ILO conventions: A hazard rate analysis. Economics
and Politics, 13(3), 281–309. doi:10.1111/1468-0343.00094
BPAP-DOST. (2012). Philippine IT-BPO Investor Primer 2012. Retrieved May 14, 2015, from
http://www.ibpap.org/publications/research/investorprimer2012

151

References

Brocht, C., Bernstein, J., & Mishel, L. (2000). Any way you cut it Income inequality on the rise
regardless of how it’s measured. Economic Policy Institute, Washington D.C.
Brody, A. (2006). The Cleaners You Aren’t Meant to See: Order, Hygiene and Everyday Politics in
a Bangkok Shopping Mall. Antipode, 38(3), 534–556.
Brosius, C. (2012). India’s Middle Class: New Forms of Urban Leisure, Consumption and
Prosperity. New Delhi and Abingdon: Routledge.
Brown, D., Deardorff, A., & Stern, R. (2004). The effects of multinational production on wages
and working conditions in developing countries. In R. E. Baldwin & A. Winters (Eds.),
Challenges to globalization: Analyzing the economics (pp. 279–330). Chicago: University
of Chicago Press.
Bryson, J. R. (2007). The “second” global shift: The offshoring or global sourcing of corporate
services and the rise of distanciated emotional labour. In Geografiska Annaler, Series B:
Human Geography (Vol. 89 B, pp. 31–43). doi:10.1111/j.1468-0467.2007.00258.x
Budhwar, P. S., Luthar, H. K., & Bhatnagar, J. (2006). The dynamics of HRM systems in
Indian BPO firms. Journal of Labor Research, 27(3), 339–360. doi:10.1007/s12122006-1027-7
Bunyaratavej, K., Doh, J., Hahn, E. D., Lewin, A. Y., & Massini, S. (2010). Conceptual Issues in
Services Offshoring Research: A Multidisciplinary Review. Group & Organization
Management, 36(1), 70–102. doi:10.1177/1059601110390996
Button, M. (2007). Security Officers and Policing Powers, Culture and Control in the Governance
of Private Space. Aldershot: Ashgate Publishing.
Carmel, E., & Tjia, P. (2005). Offshoring Information Technology: Sourcing and Outsourcing to a
Global Workforce. New York: Cambridge University Press.
Carmody, P. (2009). An Asian-Driven Economic Recovery in Africa? The Zambian Case. World
Development, 37(7), 1197–1207. doi:10.1016/j.worlddev.2008.12.002
Castree, N., Coe, N., Ward, K., & Samers, M. (2003). Spaces of Work: Global Capitalism and
Geographies of Labour (Vol. 2003). London: SAGE Publications Ltd.
Chalam, K. S. (2007). Caste-Based Reservations and Human Development in India. New Delhi:
SAGE Publications.
Chanda, R., & Mukherjee, A. (2008). Trade in IT and IT-enabled services: Issues and concerns in
an India-EU trade and investment agreement. Indian Council For Research on
International Economic Relations, New Delhi.
Chandrasekhar, C., & Ghosh, J. (2006). IT-driven Offshoring: The Exaggerated “Development
Opportunity.” Human Systems Management, 25(2), 91–101.
Chang, H.J. (2014). Economics: The User’s Guide. Westminster: Penguin Books.
Chidanamarri, S. (2013). Facilities Management in India-Market Overview. Frost & Sullivan,
Mumbai. Retrieved from https://www.frost.com/sublib/display-marketinsight.do?id=272409277
Coe, N. (2013). Geographies of production III: Making space for labour. Progress in Human
Geography, 37(2), 271–284. doi:10.1177/0309132512441318

152

References

Coe, N., Dicken, P., & Hess, M. (2008a). Global production networks: realizing the potential.
Journal of Economic Geography, 8(3), 271–295. doi:10.1093/jeg/lbn002
Coe, N., Dicken, P., & Hess, M. (2008b). Introduction: global production networks—debates and
challenges. Journal of Economic Geography, 8(3), 267–269. doi:10.1093/jeg/lbn006
Coe, N., & Hess, M. (2010). Local and regional development: A global production network approach.
In A. Pike, A. Rodriguez-Pose, & J. Tomaney (Eds.), Handbook of Local and Regional
Development (pp. 129–138). London: Routledge.
Coe, N., & Hess, M. (2013). Global production networks, labour and development. Geoforum, 44,
4–9. doi:10.1016/j.geoforum.2012.08.003
Coe, N., Hess, M., Yeung, H. W., Dicken, P., & Henderson, J. (2004). “Globalizing” regional
development: a global production networks perspective. Transactions of the Institute of
British Geographers, 29(4), 468–484.
Coe, N., Johns, J., & Ward, K. (2011). Variegated global expansion: Internationalization strategies
in the temporary staffing industry. Geoforum, 42(1), 61–70. doi:10.1016/
j.geoforum.2010.09.003
Corp, K. R. (2015). K Raheja Corp - Overview and Our Journey. Retrieved March 1, 2016, from
http://www.krahejacorp.com/about-us.html
Cotts, D. G., Roper, K. O., & Payant, R. P. (2009). The Facility Management Handbook (3rd ed.).
AMACOM Div American Management Association.
Cowen, T. (2012, May 5). Never Mind Europe. Worry About India. The New York Times. New
York. Retrieved from http://www.nytimes.com/2012/05/06/business/economic-viewforget-europe-worry-about-india.html
Cumbers, A., Nativel, C., & Routledge, P. (2008). Labour agency and union positionalities in
global production networks. Journal of Economic Geography, 8(3), 369–387.
D’Costa, A. (2003). Uneven and combined development: Understanding India’s software exports.
World Development, 31(1), 211–226. doi:10.1016/S0305-750X(02)00182-1
D’Costa, A. (2011). Geography, uneven development and distributive justice: the political economy
of IT growth in India. Cambridge Journal of Regions, Economy and Society, 4(2), 237–
251. doi:10.1093/cjres/rsr003
Dahlman, C. J., & Utz, A. (2005). India and the Knowledge Economy: Leveraging Strengths and
Opportunities. Washington D.C: World Bank Publications.
Dalal, M. (2015, September 22). Uber to launch cab-sharing service in India. Live Mint. Bengaluru.
Retrieved from http://www.livemint.com/Companies/ZNnrDB20SuvPwCOdkqsSiN/Uberto-launch-cabsharing-service-in-India.html
Das, G. (2002). India Unbound: The Social and Economic Revolution from Independence to the
Global Information Age. India: Penguin.
Dayton-Johnson, Pfeiffer, A., Schuettler, K., & Schwinn, J. (2009). Migration and employment.
Promoting pro-poor growth employment. OECD, Paris. Retrieved from http://
www.oecd.org/dac/povertyreduction/43514554.pdf
Deshingkar, P. (2009). Extending Labour Inspections to the Informal Sector and Agriculture (No.
154). Chronic Poverty Research Centre Working Paper. ODI, London.

153

References

Dicken, P. (2007). Global Shift: Mapping the Changing Contours of the World Economy. New
York: SAGE Publications Ltd.
Dittrich, C. (2005, January 1). Bangalore: Divided City under the Impact of Globalization. Asian
Journal of Water, Environment and Pollution. IOS Press.
Doh, J. P. (2005). Offshore Outsourcing: Implications for International Business and Strategic
Management Theory and Practice. Journal of Management Studies, 42(3), 695–704.
doi:10.1111/j.1467-6486.2005.00515.x
Dolan, C., & Humphrey, J. (2000). Governance and Trade in Fresh Vegetables: The Impact of UK
Supermarkets on the African Horticulture Industry. Journal of Development Studies, 37(2),
147–176.
Dolan, C., & Humphrey, J. (2004). Changing governance patterns in the trade in fresh vegetables
between Africa and the United Kingdom. Environment and Planning, 36(3), 491–509.
doi:10.1068/a35281
Dossani, R. (2013). A decade after the Y2K problem - Has Indian IT emerged? In D. Breznitz & J.
Zysman (Eds.), The Third Globalization: Can Wealthy Nations Stay Rich in the TwentyFirst Century? (p. 156). New York: Oxford University Press.
Dossani, R., & Kenney, M. (2003). Went for Cost, Stayed for Quality?: Moving the Back Office to
India. Stanford.
Dossani, R., & Kenney, M. (2007). The Next Wave of Globalization: Relocating Service Provision
to India. World Development, 35(5), 772–791. doi:10.1016/j.worlddev.2006.09.014
Dossani, R., & Kenney, M. (2009). Service Provision for the Global Economy: The Evolving Indian
Experience. Review of Policy Research, 26(1-2), 77–104.
Dunning, J. H. (2009). Location and the multinational enterprise: A neglected factor? Journal of
International Business Studies, 40(1), 5–19. doi:10.1057/jibs.2008.74
Eichengreen, B., & Gupta, P. (2013). The two waves of service-sector growth. Oxford Economic
Papers, 65(1), 96–123.
Elliott, K. A., & Freeman, R. B. (2003). Can Labor Standards Improve Under Globalization?
Washington D.C: Peterson Institute.
Ellram, L., & Billington, C. (2001). Purchasing leverage considerations in the outsourcing decision.
European Journal of Purchasing & Supply Management, 7(1), 15–27. doi:10.1016/S09697012(00)00004-6
Ernst, D., & Kim, L. (2002). Global production networks, knowledge diffusion, and local capability
formation. Research Policy, 31(8-9), 1417–1429. doi:10.1016/S0048-7333(02)00072-0
European Commission. (2001). Employment in Europe 2001:Recent trends and prospects. Office
for Official Publications of the European Communities,Luxembourg.
Farrell, D., Laboissière, M. A., & Rosenfeld, J. (2006). Sizing the Emerging Global Labor Market:
Rational Behavior from Both Companies and Countries Can Help It Work More Efficiently.
Academy of Management Perspectives, 20(4), 23–34. doi:10.5465/AMP.2006.23270304
Faulconbridge, J. R., Hall, S. J. E., & Beaverstock, J. V. (2008). New Insights into the
Internationalization of Producer Services: Organizational Strategies and Spatial Economies
for Global Headhunting Firms. Environment and Planning A, 40(1), 210–234. doi:10.1068/
a3924

154

References

Fernandes, L. (2000). Restructuring the New Middle Class in Liberalizing India. Comparative
Studies of South Asia, Africa and the Middle East, 20(1), 88–104.
Fernandez-Stark, Bamber, P., & Gereffi, G. (2011a). The offshore services value chain: upgrading
trajectories in developing countries. International Journal of Technological Learning,
Innovation and Development, 4(1/2/3), 206.
Fernandez-Stark, K., Bamber, P., & Gereffi, G. (2011b). Offshore services global value chain Economic upgrading and workforce development. Center on Globalization, Governance
& Competitiveness. Duke University, Durham North Carolina.
FICCI-EY. (2013). Private security services industry Securing future growth. FICCI-Ernst & Young,
New Delhi. Retrieved from http://ficci.com/publication-page.asp?spid=20329
FLA (Fair Labour Association). (2012). Understanding the Characteristics of the Sumangali Scheme
in Tamil Nadu Textile & Garment Industry and Supply Chain Linkages. FLA, Washington
DC.
Retrieved
from
http://digitalcommons.
ilr.cornell.edu/cgi/
viewcontent.cgi?article=2749&context=globaldocs
Flecker, J., Haidinger, B., & Schönauer, A. (2013). Divide and Serve: The Labour Process in
Service Value Chains and Networks. Competition & Change, 17(1), 6–23. doi:10.1179/
1024529412Z.00000000022
Florini, A., & Sentâ, N. K. K. (2000). Third Force, The; The Rise of Transnational Civil Society.
Washington D.C: Carnegie Endowment for International Peace.
Forsgren, M., Holm, U., & Johanson, J. (2007). Managing the Embedded Multinational: A Business
Network View. Cheltenham: Edward Elgar Publishing.
Freedonia. (2013). World Security Services to 2016. The Freedonia Group, Cleveland. Retrieved
from http://www.freedoniagroup.com/World-Security-Services.html
Friedman, T. L. (2007). The World Is Flat 3.0: A Brief History of the Twenty-first Century (Third.).
London: Picador.
Fuller, C., & Narasimhan, H. (2008). From landlords to software engineers: Migration and
urbanization among Tamil Brahmans. Comparative Studies in Society, 50(1), 170–196.
G4S. (2013). Annual Report and Accounts 2013. Group 4 Securicor, West Sussex. Retrieved from
http://www.g4s.com/~/media/3A387C7DC35049C6950D738F6AEBDB88.ashx
Gereffi, G. (1999). International trade and industrial upgrading in the apparel commodity chain.
Journal of International Economics, 48(1), 37–70.
Gereffi, G. (2005). The Global Economy: Organization, Governance, and Development. In N. J.
Smelser & R. Swedberg (Eds.), The Handbook of Economic Sociology, Second Edition
(Second., p. 171). New York: Princeton University Press.
Gereffi, G. (2013). Global value chains in a post-Washington Consensus world. Review of
International Political Economy, 21(1), 9–37. doi:10.1080/09692290.2012.756414
Gereffi, G., Castillo, M., & Fernandez-Stark, K. (2009). The offshore services industry: a new
opportunity for Latin America. IDB Policy Brief. Durham North Carolina.
Gereffi, G., Humphrey, J., & Sturgeon, T. (2005). The governance of global value chains. Review
of International Political Economy, 12(1), 78–104. doi:10.1080/09692290500049805

155

References

Ghai, D. (2003). Decent work: Concept and indicators. International Labour Review, 142(2), 113–
145. doi:10.1111/j.1564-913X.2003.tb00256.x
Ghai, D. (2006). Decent work: objectives and strategies. International Institute for Labour Studies,
International Labour Office.
Ghani, E. (2010). The Service Revolution in South Asia. New Delhi: Oxford University Press
India.
Ghani, E., & Kharas, H. (2010). The Service Revolution. Washington D.C: World Bank. Retrieved
from https://openknowledge.worldbank.org/handle/10986/10187
Ghani, E., & O’Connell, S. (2014). Can service be a growth escalator in low-income countries?
(No. 6971). World Bank Policy Research Working.
Ghimri, S. (2006). Globalisation and its Effect on Poverty. In J. Balonze (Ed.), Debating
Globalization - International Perspectives on the Global Economic and Social Order
(pp. 99–106). Paris: GYAN France.
Gibbon, P. (2001). Upgrading Primary Production: A Global Commodity Chain Approach. World
Development, 29(2), 345–363.
Gibbon, P. (2008). Segmentation, Governance and Upgrading in Global Clothing Chains. In N.
Fold & M. N. Larsen (Eds.), Globalization and restructuring of African commodity
flows (pp. 184–209). Stockholm: Tryck.
Giuliani, E., Pietrobelli, C., & Rabellotti, R. (2005). Upgrading in Global Value Chains: Lessons
from Latin American Clusters. World Development, 33(4), 549–573. doi:10.1016/
j.worlddev.2005.01.002
Gorg, H., & Strobl., E. (2001). Multinational Companies, Technology Spillovers and Plant Survival:
Evidence for Irish Manufacturing. European Economy Group Working Papers. European
Economy Group. Retrieved from http://ideas.repec.org/p/eeg/euroeg/8.html
Goswami, A., Gupta, P., & Mattoo, A. (2012). A cross-country analysis of service exports: Lessons
from India. In A. Goswami, A. Mattoo, & S. Saez (Eds.), Exporting Services: A Developing
Country Perspective (pp. 81–119). Washington D.C: World Bank Publications.
Graz, J.-C. (2006). Hybrids and Regulation in the Global Political Economy. Competition & Change,
10(2), 230–245. doi:10.1179/102452906X104268
Graz, J.-C., & Niang, N. (2012). Connecting India: the rise of standards in service offshoring. The
Service Industries Journal, 32(14), 2287–2305. doi:10.1080/02642069.2011.582493
Gupta, A. (2006). Affirmative Action in Higher Education in India and the US: A Study in Contrasts
(No. CSHE.10.06). Research & Occasional Paper Series. University of California,
Berkeley.
Guynn, J. (2014, August 15). High-tech’s service workers are a growing underclass. USA Today.
San Francisco.
Harrod, J., & O’Brien, R. (2012). Global Unions?: Theory and Strategies of Organized Labour in
the Global Political Economy. London and New York: Routledge.
Hawkins, R., Mansell, R., & Skea, J. (1995). Standards, Innovation and Competitiveness: The
Politics and Economics of Standards in Natural and Technical Environments. Aldershot:
Edward Elgar Pub.

156

References

Heeks, R. (2013). Information technology impact sourcing. Communications of the ACM, 56(12),
22–25. doi:10.1145/2535913
Helfer, L. R. (2008). Monitoring Compliance with Un-Ratified Treaties: The ILO Experience.
Law and Contemporary Problems, 71, 193.
Henderson, J., Dicken, P., Hess, M., Coe, N., & Yeung, H. W.-C. (2002). Global production networks
and the analysis of economic development. Review of International Political Economy,
9(3), 436–464. doi:10.1080/09692290210150842
Henson, M. (2008). Facilities Management Contracts 2008. Cambridge: Workplace Law Group.
Hess, M. (2008). Governance, value chains and networks: an afterword. Economy and Society,
37(3), 452–459. doi:10.1080/03085140802172722
Hess, M., & Yeung, H. (2006). Whither global production networks in economic geography? Past,
present and future. Environment and Planning A, 38(7), 1193–1204.
Ho, V. E. H. (2009). From Contracts to Compliance: An Early Look at Implementation under
China’s New Labor Legislation. Columbia Journal of Asian Law, 23.
Humphrey, J., & Schmitz, H. (2002). How does insertion in global value chains affect upgrading
in industrial clusters? Regional Studies, 36(9), 1017–1027.
Ilavarasan, V. (2007). Is Indian software workforce a case of uneven and combined development?
Equal Opportunities International, 26(8), 802–822. doi:10.1108/02610150710836145
ILO. (1999). Decent Work. In Report of the Director-General to the 89th Session of the International
Labour Conference. Geneva: International labour organisation.
Jaffrelot, C., & Veer, P. van der. (2008). Patterns of Middle Class Consumption in India and
China. New Delhi: SAGE Publications.
James, A., & Vira, B. (2012). Labour geographies of India’s new service economy. Journal of
Economic Geography, 12(4), 841–875. doi:10.1093/jeg/lbs008
Jenkins, R. (2002). The political economy of codes of conduct. In R. O. Jenkins, R. Pearson, & G.
Seyfang (Eds.), Corporate Responsibility and Labour Rights: Codes of Conduct in the
Global Economy (pp. 13–30). London: Earthscan Publications Ltd.
Jhabvala, R. (1998). Minimum Wages Based on Worker’s Needs. Economic and Political Weekly,
33(10).
Johnson, M. D., & Nilsson, L. (2003). The Importance of Reliability and Customization from
Goods to Services. Quality Management Journal, Vol. 10 (1).
Jones, A. (2005). Truly global corporations? Theorizing “organizational globalization” in advanced
business-services. Journal of Economic Geography, 5(2), 177–200. doi:10.1093/jnlecg/
lbh039
Joshi, S. (2010). The middle class in colonial India. New Delhi: Oxford University Press.
Jowsey, E. (2014). Real Estate Concepts: A Handbook. London, Routledge.
Kahn, L. M. (2010). Employment protection reforms, employment and the incidence of temporary
jobs in Europe: 1996-2001. Labour Economics, 17(1), 1–15.

157

References

Kalleberg, A. L. (2009). Precarious Work, Insecure Workers: Employment Relations in Transition.
American Sociological Review, 74(1), 1–22. doi:10.1177/000312240907400101
Kaplinsky, R. (2000). Globalisation and Unequalisation: What Can Be Learned from Value Chain
Analysis? Journal of Development Studies, 37(2), 117–146. doi:10.1080/713600071
Katz, C. (2004). Growing Up Global: Economic Restructuring and Children’s Everyday Lives.
Minneapolis: University of Minnesota Press.
Kelly, P. F. (2013). Production networks, place and development: Thinking through Global
Production Networks in Cavite, Philippines. Geoforum, 44, 82–92. doi:10.1016/
j.geoforum.2011.10.003
Kiefer, D., & Rada, C. (2015). Profit maximising goes global: the race to the bottom. Cambridge
Journal of Economics, 39(5), 1333–1350. doi:10.1093/cje/beu040
Kite, G. (2014). Linked in? Software and Information Technology Services in India’s Economic
Development. Journal of South Asian Development, 9(2), 99–119. doi:10.1177/
0973174114536095
Kleibert, J. M. (2014). Strategic coupling in “next wave cities”: Local institutional actors and the
offshore service sector in the Philippines. Singapore Journal of Tropical Geography,
35(2), 245–260.
Kleibert, J. M. (2015a). Expanding Global Production Networks: The Emergence, Evolution and
Developmental Impact of the Offshore Service Sector in the Philippines. Amsterdam:
University of Amsterdam Dissertation.
Kleibert, J. M. (2015b). Islands of globalisation: offshore services and the changing spatial divisions
of labour. Environment and Planning A, 47(4), 884–902. doi:10.1068/a140119p
Kleindl, B. (2006). International Marketing (1st ed.). Mason, OH: Thomson Spouth-Western.
Kloosterman, R., Lambregts, B., & Beerepoot, N. (2015). Service-sector driven economic
development from a historical perspective. In B. Lambregts, N. Beerepoot, & R.
Kloosterman (Eds.), The Local Impact of Globalization in South and Southeast Asia:
Offshore business processes in services industries. London and New York: Routledge.
Knight, J., & Yueh, L. (2008). Segmentation or competition in China’s urban labour market?
Cambridge Journal of Economics, 33(1), 79–94. doi:10.1093/cje/ben025
Knorringa, P., & Pegler, L. (2006). Globalisation, firm upgrading and impacts on labour. Tijdschrift
Voor Economische En Sociale Geografie, 97(5), 470–479. doi:10.1111/j.14679663.2006.00357.x
Korde, K. (2015, July 22). Mumbai: Soon, an app to book black-and-yellow taxis. Hindustan
Times. Mumbai. Retrieved from http://www.hindustantimes.com/mumbai/mumbai-soonan-app-to-book-black-and-yellow-taxis/article1-1372172.aspx
Krishna, A., & Pieterse, J. N. (2008). Hierarchical Integration: The Dollar Economy and the Rupee
Economy. Development and Change, 39(2), 219–237. doi:10.1111/j.14677660.2007.00477.x
Krishnan, S. (2015). How does the business process outsourcing industry contribute to the formation
of a consumerist new middle class in Mumbai. In B. Lambregts, N. Beerepoot, & R.C

158

References

Kloosterman (Eds.), The Local Impact of Globalization in South and Southeast Asia:
Offshore business processes in services industries (pp. 183–193). London and New York:
Routledge.
Kumar, R. (2015). Corporatisation and standardisation of the security services industry catering to
ITES-BPO firms in Mumbai. In B. Lambregts, N. Beerepoot, & R.C Kloosterman (Eds.),
The Local Impact of Globalization in South and Southeast Asia: Offshore business
processes in services industries (pp. 153–166). London and New York: Routledge.
Kurdia, M. K., Abdul-Tharim, A. H., Jaffar, N., Azli, M. S., Shuib, M. N., & Ab-Wahid, A. M.
(2011). Outsourcing in Facilities Management- A Literature Review. Procedia
Engineering, 20, 445–457. doi:10.1016/j.proeng.2011.11.187
Lambregts, B., Beerepoot, N., Kloosterman, R. (2015). The Local Impact of Globalization in
South and Southeast Asia: Offshore business processes in services industries. London
and New York: Routledge.
Lerche, J. (2012). Labour regulations and labour standards in India: Decent work? Global Labour
Journal, 3(1), 16–39.
Lewin, A. Y., Massini, S., & Peeters, C. (2009). Why are companies offshoring innovation? The
emerging global race for talent. Journal of International Business Studies, 40(6), 901–
925. doi:10.1057/jibs.2008.92
Lievens, F., Van Hoye, G., & Anseel, F. (2007). Organizational Identity and Employer Image:
Towards a Unifying Framework. British Journal of Management, 18(s1), S45–S59.
Linden, G. (2003). Japan and the United States in the Malaysian electronics sector. In M. Borrus,
D. Ernst, & S. Haggard (Eds.), International Production Networks in Asia: Rivalry Or
Riches (pp. 195–222). London and New York: Routledge.
Lund-Thomsen, P. (2013). Labor agency in the football manufacturing industry of Sialkot, Pakistan.
Geoforum, 44, 71–81. doi:10.1016/j.geoforum.2012.04.007
MacKinnon, D. (2012). Beyond strategic coupling: reassessing the firm-region nexus in global
production networks. Journal of Economic Geography, 12(1), 227–245. doi:10.1093/
jeg/lbr009
Magtibay-Ramos, N., Estrada, G., & Felipe, J. (2008). An Input-Output Analysis of the Philippine
BPO Industry. Asian-Pacific Economic Literature, 22(1), 41–56.
Majkgård, A., & Sharma, D. D. (1998). Client-Following and Market-Seeking Strategies in the
Internationalization of Service Firms. Journal of Business-to-Business Marketing, 4(3),
1–41. doi:10.1300/J033v04n03_01
Mamic, I. (2005). Managing Global Supply Chain: The Sports Footwear, Apparel and Retail Sectors.
Journal of Business Ethics, 59(1-2), 81–100. doi:10.1007/s10551-005-3415-y
Marasigan, M. L. C. (2015). How work in the Business Process Outsourcing sector (BPO) affects
employability: perceptions of ex-BPO workers in Metro Manila. In B. Lambregts, N.
Beerepoot, & R.C Kloosterman (Eds.), The Local Impact of Globalization in South and
Southeast Asia Offshore business processes in services industries (pp. 138–152). London
and New York: Routledge.

159

References

Mayer, F., & Gereffi, G. (2010). Regulation and Economic Globalization: Prospects and Limits of
Private Governance. Business and Politics, 12(3). doi:10.2202/1469-3569.1325
Mayer, F. W., & Pickles, J. (2010). Re-Embedding Governance: Global Apparel Value Chains and
Decent Work. International Labour Review, 150(2011). doi:10.2139/ssrn.1987573
Merk, J. (2009). Jumping Scale and Bridging Space in the Era of Corporate Social Responsibility:
cross-border labour struggles in the global garment industry. Third World Quarterly,
30(3), 599–615. doi:10.1080/01436590902742354
Messner, D. (2004). Regions in the “world economic triangle.” In H. Schmitz (Ed.), Local
Enterprises in the Global Economy - Issues of Governance and Upgrading (pp. 20–52).
Cheltenham: Edward Elgar.
Milberg, W., & Winkler, D. (2011). Economic and social upgrading in global production networks:
Problems of theory and measurement. International Labour Review, 150(3-4), 341–365.
doi:10.1111/j.1564-913X.2011.00120.x
Milberg, W., & Winkler, D. (2013). Outsourcing Economics: Global Value Chains in Capitalist
Development. Cambridge: Cambridge University Press.
Miozzo, M., & Soete, L. (2001). Internationalization of Services. Technological Forecasting and
Social Change, 67(2-3), 159–185. doi:10.1016/S0040-1625(00)00091-3
Mirchandani, K. (2004). Practices of global capital: gaps, cracks and ironies in transnational call
centres in India. Global Networks, 4(4), 355–373.
Moran, T. H. (1998). Foreign Direct Investment and Development: The New Policy Agenda for
Developing Countries and Economies in Transition. Washington: Institute for International
Economics.
MSGB. (2013). Rates of Wages and Allowances. Security Guards Board for Brihan Mumbai &
Thane District. Retrieved May 12, 2013, from http://www.securityguardsboard.in/
ratesofwages.php
Munck, R. (2002). Globalization and Labour: The New “Great Transformation.” London and
New York: Zed Books.
Muradian, R., & Pelupessy, W. (2005). Governing the coffee chain: The role of voluntary regulatory
Systems. World Development, 33(12), 2029–2044. doi:10.1016/j.worlddev.2005.06.007
Muralidharan, T., Paul, B. G., & Murti, A. B. (2014). Should Real Wages of Workers Go Up in
Indian Manufacturing? Economic and Political Weekly, 49(30), 153–162.
Murphy, J. (2011). Indian call centre workers: vanguard of a global middle class? Work, Employment
& Society, 25(3), 417–433. doi:10.1177/0950017011407968
Nadeem, S. (2009). Macaulay’s (Cyber) Children: The Cultural Politics of Outsourcing in India.
Cultural Sociology, 3(1), 102–122. doi:10.1177/1749975508100673
Nadvi, K. (2008). Global standards, global governance and the organization of global value chains.
Journal of Economic Geography, 8(3), 323–343. doi:10.1093/jeg/lbn003
Nadvi, K. (2011). Labour standards and technological upgrading: competitive challenges in the
global football industry. International Journal of Technological Learning, Innovation
and Development, 4(1/2/3), 235–257. Retrieved from http://ideas.repec.org/a/ids/ijtlid/
v4y2011i1-2-3p235-257.html

160

References

Nadvi, K., Lund-Thomsen, P., Xue, H., & Khara, N. (2011). Playing against China: global value
chains and labour standards in the international sports goods industry. Global Networks,
11(3), 334–354. doi:10.1111/j.1471-0374.2011.00329.x
Nadvi, K., Thoburn, J., Thang, B. T., Ha, N. T. T., Hoa, N. T., & Le, D. H. (2004). Challenges to
Vietnamese firms in the world garment and textile value chain, and the implications for
alleviating poverty. Journal of the Asia Pacific Economy, 9(2), 249–267. doi:10.1080/
1354786042000207362
Nadvi, K., & Waltring, F. (2004). Making sense of global standards. In H. Schmitz (Ed.), Local
Enterprises in the Global Economy: Issues of Governance and Upgrading (p. 392).
Aldershot: Edward Elgar Publishing.
NASSCOM. (2010). Impact of IT-BPO Industry in India: A Decade in Review. New Delhi.
NASSCOM. (2013). The IT–BPM sector in India, Strategic review 2013. New Delhi.
NASSCOM. (2015a). Growth in Indian ITes sector boosts English-language school enrolment.
Retrieved May 24, 2015, from http://www.nasscom.in/growth-indian-ites-sector-boostsenglish-language-school-enrolment
NASSCOM. (2015b). IT-BPM industry: Unparalleled contribution to India. Retrieved May 24,
2015, from http://www.nasscom.in/impact-indias-growth
NASSCOM. (2015c). NASSCOM Registered Members. Retrieved June 20, 2015, from http://
www.nasscom.in/members
NCEUS. (2007). Report on Conditions of Work and Promotion of Livelihoods in the Unorganised
Sector. New Delhi.
Neilson, J., & Pritchard, B. (2010). Fairness and ethicality in their place: the regional dynamics of
fair trade and ethical sourcing agendas in the plantation districts of South India.
Environment and Planning A, 42(8), 1833–1851.
Netscribes. (2012). Radio Cabs Market in India 2012. Mumbai. Retrieved from http://
www.marketresearch.com/Netscribes-India-Pvt-Ltd-v3676/Radio-Cabs-India-7011328/
Ng, C., & Mitter, S. (2005). Valuing Women’s Voices: Call Center Workers in Malaysia and India.
Gender, Technology and Development, 9(2), 209–233. doi:10.1177/097185240500900203
Noronha, E., & D’Cruz, P. (2006). Organising call centre agents: emerging issues. Economic and
Political Weekly, 41(21), 2115–2121.
Noronha, E., & D’Cruz, P. (2009). Employee Identity in Indian Call Centres: The Notion of
Professionalism. New Delhi: SAGE Publications.
O’Rourke, D. (2003). Outsourcing Regulation: Analyzing Nongovernmental Systems of Labor
Standards and Monitoring. Policy Studies Journal, 31(1), 1–29. doi:10.1111/15410072.00001
O’Rourke, D. (2006). Multi-stakeholder regulation: privatizing or socializing global labor standards?
World Development, 34(5), 899–918. doi:10.1016/j.worlddev.2005.04.020
Oshri, I., Kotlarsky, J., & Willcocks, L. P. (2011). The Handbook of Global Outsourcing and
Offshoring. Hampshire: Palgrave Macmillan.

161

References

Palpacuer, F. (2000). Competence-based strategies and global production networks: A discussion
of current changes and their implications for employment. Competition and Change,
4(4), 353–400.
Papadakis, K., Casale, G., & Tsotroudi, K. (2008). International framework agreements as elements
of a cross-border industrial relations framework. In K. Papadakis (Ed.), Cross-border
social dialogue and agreements: an emerging industrial relations framework (pp. 67–
87). Geneva: International Labour Organization.
Parrilli, M. D., Nadvi, K., & Yeung, H. W.-C. (2013). Local and Regional Development in Global
Value Chains, Production Networks and Innovation Networks: A Comparative Review
and the Challenges for Future Research. European Planning Studies, 21(7), 967–988.
doi:10.1080/09654313.2013.733849
Pavlinek, P., & Zenka, J. (2010). Upgrading in the automotive industry: firm-level evidence from
Central Europe. Journal of Economic Geography, 11(3), 559–586. doi:10.1093/jeg/lbq023
Pavlinek, P., & Zizalova, P. (2014). Linkages and spillovers in global production networks: firmlevel analysis of the Czech automotive industry. Journal of Economic Geography.
doi:10.1093/jeg/lbu041
Peck, J., & Theodore, N. (2001). Contingent Chicago: Restructuring the Spaces of Temporary
Labor. International Journal of Urban and Regional Research, 25(3), 471–496.
doi:10.1111/1468-2427.00325
Peck, J., & Theodore, N. (2006). Flexible recession: the temporary staffing industry and mediated
work in the United States. Cambridge Journal of Economics, 31(2), 171–192. doi:10.1093/
cje/bel011
Phillips, N. (2011). Informality, global production networks and the dynamics of “adverse
incorporation.” Global Networks, 11(3), 380–397. doi:10.1111/j.1471-0374.2011.00331.x
Pietrobelli, C., & Rabelotti, R. (2008, July 21). The Global Dimension of Innovation Systems and
Enterprise Upgrading - Linking Innovation Systems and Global Value Chains. SLPTMD
(Department of International Development, University of Oxford).
Ponte, S., & Gibbon, P. (2005). Quality standards, conventions and the governance of global value
chains. Economy and Society, 34(1), 1–31. doi:10.1080/0308514042000329315
Porter, M. E. (1991). Towards a dynamic theory of strategy. Strategic Management Journal, 12(S2),
95–117. doi:10.1002/smj.4250121008
Porter, M. E. (2011). Competitive Advantage of Nations: Creating and Sustaining Superior
Performance. New York: The Free Press, Simon and Schuster.
Quadros, R. (2004). Global quality standards and technological upgrading in the Brazilian autocomponents industry. In H. Schmitz (Ed.), Local Enterprises in the Global Economy:
Issues of Governance and Upgrading (p. 265). Cheltenham: Edward Elgar Publishing.
Quélin, B., & Duhamel, F. (2003). Bringing Together Strategic Outsourcing and Corporate Strategy:
European Management Journal, 21(5), 647–661. doi:10.1016/S0263-2373(03)00113-0
Rajadhyaksha, M. (2012). Mumbai is 2nd costliest Indian city to live in. The TImes of India.
Mumbai. Retrieved from http://timesofindia.indiatimes.com/india/Mumbai-is-2ndcostliest-Indian-city-to-live-in/articleshow/12449534.cms

162

References

Ramani, S. (2013). For a Minimum Living Wage. Economic and Political Weekly, 48(52), 12–14.
Ramesh, B. (2004). “Cyber Coolies” in BPO: Insecurities and Vulnerabilities of Non-Standard
Work. Economic and Political Weekly, 39(5), 492–497.
Raworth, K. (2004). Trading away our rights: women working in global supply chains. Oxfam
Policy and Practice: Private Sector, 1(1), 1–52.
Raychaudhuri, A., & Prabir, D. (2012). International trade in services in India/ : implications for
growth and inequality in a globalizing world. New Delhi: Oxford University Press.
Raynolds, L. T. (2004). The Globalization of Organic Agro-Food Networks. World Development,
32(5), 725–743.
Reed, A. M. (2008). Human Development and Social Power: Perspectives from South Asia.
Routledge.
Research & Markets. (2014). India Radio Taxi Services Market Forecast and Opportunities, 2019.
New York. Retrieved from http://www.researchandmarkets.com/research/bwvr8c/
india_radio_taxi
Robinson, P. K., & Rainbird, H. (2013). International Supply Chains and the Labour Process.
Competition & Change, 17(1), 91–107. doi:10.1179/1024529412Z.00000000027
Rodrik, D. (1999). Where Did All the Growth Go? External Shocks, Social Conflict, and Growth
Collapses. Journal of Economic Growth, 4(4), 385–412. doi:10.1023/A:1009863208706
Rodrik, D. (2015). Premature Deindustrialization (No. 20935). Cambridge, MA. doi:10.3386/
w20935
Rohatgi, V., Jain, A., Damani, S., & Pandey, A. (2013). Private security services industry - securing
future growth. FICCI, New Delhi. Retrieved from http://www.capsi.in/files/ficci-report.pdf
Roodheuvel, I., Beerepoot, N., & Jacobs, F. (2014). Integration of Indian service providers in the
Dutch outsourcing market. Amsterdam: Platform Outsourcing Nederland.
Rossi, A. (2013). Does Economic Upgrading Lead to Social Upgrading in Global Production
Networks? Evidence from Morocco. World Development, 46, 223–233. doi:10.1016/
j.worlddev.2013.02.002
Roy, B. (1997). Apathy over Minimum Wages. Economic and Political Weekly, 32(48), 3050–
3051.
Sako, M. (2005). Outsourcing and Offshoring/ : Key Trends and Issues November 2005 Background
Paper prepared for the Emerging Markets Forum. SSRN Electronic Journal, (November).
doi:10.2139/ssrn.1463480
Sako, M. (2006). Outsourcing and Offshoring: Implications for Productivity of Business Services.
Oxford Review of Economic Policy, 22(4), 499–512. doi:10.1093/oxrep/grj029
Sankaran, K. (2011). NREGA wages: ensuring decent work. Economic and Political Weekly, 46(7),
23–25.
Sassen, S. (2011). Cities in a World Economy (4th ed.). Los Angeles: SAGE Publications.
Schmitz, H. (2004). Globalised localities: introduction. In H. Schmitz (Ed.), Local Enterprises In
The Global Economy (p. 4). Cheltenham: Edward Elgar Publishing.

163

References

Schmitz, H., & Knorringa, P. (2000). Learning from Global Buyers. Journal of Development Studies,
37(2), 177–205.
Schmitz, H., & Strambach, S. (2009). The organisational decomposition of innovation and global
distribution of innovative activities: insights and research agenda. International Journal
of Technological Learning, Innovation and Development, 2(4), 231–249.
Scott, A. J. (2011). Emerging cities of the third wave. City. Routledge. doi:10.1080/
13604813.2011.595569
Scott, A. J. (2012). A World in Emergence: Cities and Regions in the 21st Century. Cheltenham,
UK: Edward Elgar Publishing.
Selwyn, B. (2013). Social Upgrading and Labour in Global Production Networks: A Critique and
an Alternative Conception. Competition & Change, 17(1), 75–90. doi:10.1179/
1024529412Z.00000000026
Sen, S. (2013, February 9). Number of taxis drops by 50% in 15 years in Mumbai. The TImes of
India. Mumbai. Retrieved from http://timesofindia.indiatimes.com/city/mumbai/Numberof-taxis-drops-by-50-in-15-years-in-Mumbai/articleshow/18414577.cms
Sharma, R. N. (2010). Mega Transformation of Mumbai: Deepening Enclave Urbanism on JSTOR.
Sociological Bulletin, 59(1), 69–91.
Shaw, E., Lam, W., & Carter, S. (2008). The role of entrepreneurial capital in building service
reputation. The Service Industries Journal, 28(7), 899–917.
Shepherd, B., & Stone, S. F. (2013). Global Production Networks and Employment: A Developing
Country Perspective. OECD Publishing.
Simon, Z. (2010). The Path to Corporate Responsibility. In W. C. Zimmerli, K. Richter, & M.
Holzinger (Eds.), Corporate Ethics and Corporate Governance (pp. 159–172). Berlin,
Heidelberg: Springer.
Singh, A. (2004). Labour Standards and the “Race to the Bottom”: Rethinking Globalization and
Workers’ Rights from Developmental and Solidaristic Perspectives. Oxford Review of
Economic Policy, 20(1), 85–104. doi:10.1093/oxrep/grh006
Singh, H. (2008). The real world of caste in India. Journal of Peasant Studies, 35(1), 119–132.
doi:10.1080/03066150801983352
Smith, N., & Williams, P. (2013). Gentrification of the City. London and New York: Routledge.
Solomon, B., & Scuderi, L. (2006). Demystifying Globalisation. In J. Balonze (Ed.), Debating
Globalization - International Perspectives on the Global Economic and Social Order
(pp. 83–98). Paris: GYAN France.
Standing, G. (1997). Globalization, Labour Flexibility and Insecurity: The Era of Market Regulation.
European Journal of Industrial Relations, 3(1), 7–37. doi:10.1177/095968019731002
Standing, G. (1999). Global Labour Flexibility: Seeking Distributive Justice. London: Palgrave
Macmillan.
Standing, G. (2011). The Precariat: The New Dangerous Class. New York: Bloomsbury Academic.
Standing, G. (2014). Understanding the Precariat through Labour and Work. Development and
Change, 45(5), 963–980. doi:10.1111/dech.12120

164

References

STPI. (2015). Software Technology Park (STP) Members List. STPI Centers in Maharashtra.
Retrieved June 20, 2016, from http://www.mah.stpi.in/STP_MEMBER_LIST.html
Sundar, K. (2010). Labour reforms and decent work in India: A study of labour inspection in
India. New Delhi: Bookwell Publications.
Tallontire, A. (2007). CSR and regulation: towards a framework for understanding private standards
initiatives in the agri-food chain. Third World Quarterly, 28(4), 775–791. doi:10.1080/
01436590701336648
Talwar, B. (2014, January 9). Private security management firms mushroom in Gurgaon. The
Economic Times. Retrieved from http://articles.economictimes. indiatimes.com/201401-09/news/46030224_1_security-solution-private-security-security-service
Tay, L., & Ooi, J. T. L. (2001). Facilities management: a “Jack of all trades”? Facilities, 19(10),
357–363. doi:10.1108/EUM0000000005534
Taylor, P., & Bain, P. (1999). “An assembly line in the head”: work and employee relations in the
call centre. Industrial Relations Journal, 30(2), 101–117. doi:10.1111/1468-2338.00113
Taylor, P., & Bain, P. (2008). United by a Common Language? Trade Union Responses in the UK
and India to Call Centre Offshoring. Antipode, 40(1), 131–154. doi:10.1111/j.14678330.2008.00567.x
Taylor, P., Newsome, K., & Rainnie, A. (2013). “Putting Labour in its Place”: Global Value Chains
and Labour Process Analysis. Competition & Change, 17(1), 1–5. doi:10.1179/
1024529412Z.00000000028
Tewari, M., & Pillai, P. (2005). Global Standards and the Dynamics of Environmental Compliance
in India’s Leather Industry. Oxford Development Studies, 33(2), 245–267. doi:10.1080/
13600810500137947
Theodore, N., Ward, K., & Peck, J. (2005). Constructing markets for temporary labour: employment
liberalization and the internationalization of the staffing industry. Global Networks, 5(1),
3–26. doi:10.1111/j.1471-0374.2005.00105.x
Thite, M., & Russell, B. (2010). The next available agent: work organisation in Indian call centres.
New Technology, Work and Employment, 25(1), 2–18. doi:10.1111/j.1468005X.2009.00235.x
Tholons. (2014). Tholons Top 100 Outsourcing Destinations: Regional Overview. New York.
Retrieved
from
http://www.tholons.com/TholonsTop100/pdf/
Tholons_Top_100_2014_Rankings_&_Report_Overview.pdf
Thomas, M. P. (2010). Global Industrial Relations? Framework Agreements and the Regulation of
International Labor Standards. Labor Studies Journal, 36(2), 269–287. doi:10.1177/
0160449X10365544
Thorat, S., & Newman, K. (2007). Caste and economic discrimination: causes, consequences and
remedies. Economic and Political Weekly, 42(41), 4121–4124.
UNCTAD. (2004). World Investment Report 2004: The Shift Towards Services. New York. Retrieved
from http://unctad.org/en/pages/Publication Archive.aspx? publicationid=680
UNCTAD. (2012). Information Economy Report 2012: The Software Industry and Developing
Countries. New York: United Nations Conference on Trade and Development. Retrieved
from http://unctad.org/en/pages/Publication Webflyer.aspx?publicationid=271

165

References

UNCTAD. (2015). World Investment Report 2015: Reforming International Investment Governance.
New York and Geneva.
Upadhya. (2007). Employment, Exclusion and’Merit’in the Indian IT Industry. Economic and
Political Weekly, 42(20), 1863–1868. doi:10.2307/4419609
Upadhya, C. (2008). Rewriting the Code: Software Professionals and the Reconstitution of Indian
Middle Class Identity. In P. van der Veer & C. Jaffrelot (Eds.), Patterns of middle class
consumption in India and China (pp. 55–87). New Delhi: Sage.
Usui, N. (2012). Taking the right road to inclusive growth: Industrial upgrading and diversification
in the Philippines. Asian Development Bank, Philippines. Retrieved from http://adbtest.atmire.com/handle/11540/908
van Riemsdijk, M. (2013). Talent acquisition in the IT industry in Bangalore: a multi-level study.
Tijdschrift Voor Economische En Sociale Geografie, 104(4), 478–490.
van Steden, R., & de Waard, J. (2013). “Acting like chameleons”: On the McDonaldization of
private security. Security Journal, 26(3), 294–309. doi:10.1057/sj.2013.18
Varma, P. K. (2007). The Great Indian Middle Class. New Delhi: Penguin Books India.
Vira, B., & James, A. (2012). Building Cross-Sector Careers in India’s New Service Economy?
Tracking Former Call Centre Agents in the National Capital Region. Development and
Change, 43(2), 449–479. doi:10.1111/j.1467-7660.2012.01768.x
Wad, P. (2013). Getting international labour rights right at a foreign controlled company in Malaysia:
A Global Labour Network perspective. Geoforum, 44, 52–61. doi:10.1016/
j.geoforum.2012.05.008
Wadhwa, V., Kim de Vitton, U., & Gereffi, G. (2008). How the Disciple Became the Guru. SSRN
Electronic Journal. doi:10.2139/ssrn.1170049
Weil, D. (2014). The Fissured Workplace: Why Work Became So Bad for So Many and What Can
Be Done to Improve It. Cambridge MA: Harvard University Press. doi:10.7202/1026766ar
Weller, S. A. (2009). Shifting spatialities of power: The case of Australasian aviation. Geoforum,
40(5), 790–799. doi:10.1016/j.geoforum.2009.04.003
Whitehead, J., & More, N. (2007). Revanchism in Mumbai? Political Economy of Rent Gaps and
Urban Restructuring in a Global City. Economic and Political Weekly, 42(25), 2428–
2434.
Wiggins, J. (2006). Training tomorrow’s facilities managers. Professional Qualifications, 22–25.
Retrieved from http://www.mazefind.co.uk/FMtutor/training_tomorrows_ fm.pdf
World Bank. (2007). Global Economic Prospects 2007: Managing the Next Wave of Globalization.
Washington: World Bank Publications.
World Bank. (2010). Poverty & Equity Data - India. Retrieved January 23, 2015, from http://
povertydata.worldbank.org/poverty/country/IND
Yeung, H. W. (2009). Regional Development and the Competitive Dynamics of Global Production
Networks: An East Asian Perspective. Regional Studies, 43(3), 325–351. doi:10.1080/
00343400902777059

166

References

Yin, R. K. (2009). Case Study Research: Design and Methods (4th ed.). Thousand Oaks, California:
SAGE Publications.
Yoruk, D. E. (2004). Patterns of Industrial Upgrading in the Clothing Industry in Poland and
Romania. In F. McGowan, S. Radosevic, & N. Von Tunzelman (Eds.), The Emerging
Industrial Structure of the Wider Europe (p. 95). London and New York: Routledge.
Zeithaml, V. A., Parasuraman, A., & Berry, L. L. (1990). Delivering Quality Service: Balancing
Customer Perceptions and Expectations. New York: The Free Press, Simon and Schuster.
Websites referred
Bombay Intelligence Security (BIS) official website. Retrieved May 23, 2013, from http://
www.bombayintelligence.com/
ISS Ireland (security services) Retrieved August, 8, 2015, from http://www.ie.issworld.com/en-IE/
our-business/office-support/Security
ISS and the Security and Detective Bureau Limited (ISS-SDB) group official website. Retrieved
May 24, 2013, from http://www.issworld.com/en/issworldcontact
Maharashtra State Guard Board (MSGB) official website. Retrieved May 20, 2013, from http://
www.securityguardsboard.in/
Marketline official website. Retrieved August 12, 2014, from http://www.marketline.com/
Security and Intelligence Services (India) Limited (SIS) official website. Retrieved from http://
sisindia.com/
CB Richard Ellis (CBRE) official website. Retrieved August 8, 2014, from http://www.cbre.com
Dusters Total Solutions Services (DTSS) official website. Retrieved August 13, 2014, from http:/
/dtss.in/
Property Solutions India Private Limited (PSIPL) official website. Retrieved August 8, 2014, from
http://www.psipl.co.in/
Group 4 Securicor (G4S) official website. Retrieved May 20, 2013, from http://www.g4s.com/
NISA official website. Retrieved May 20, 2013, from http://www.nisaeye.com/
TOPSGRUP official website. Retrieved May 21, 2013, from http://topsgrup.co.uk/
Sai Care official website. Retrieved August 10, 2014, from http://www.saicareplc.com/
SIS official website. Retrieved May 21, 2013, from http://sisindia.com/
VLink official website. Retrieved August 12, 2014, from http://www.vlink.in/
Jones Lang LaSalle (JLL) official website. Retrieved August 9, 2014, from http://www.jll.com/
Chicago/en-us

167

APPENDIX

Appendix

Appendix 1 : Survey Questionnaire for the Security Guards
*Similar questionnaire (with slight modifications) was used for surveying the work andemployment
conditions of the cleaners and cab-drivers.
This questionnaire is a part of PhD research project, which targets to explore the dynamics
related to work and employment in security services industry of Mumbai. The research purpose is
purely academic and the answers will be treated as confidential. E-mail R.Kumar@uva.nl
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English Summary
Globalisation of Services Production — Economic and Social Upgrading in Support-Service Industry
Catering to International ICT-ITES Firms in Mumbai
The international outsourcing and offshoring of IT enabled services is deemed to be the
second wave in globalisation of business activities, which has benefitted several developing
nations in South (east) Asia. The arrival of international ICT-ITES firms in South Asian
countries is considered to have induced several direct and indirect business and employment
opportunities. The key indirect beneficiaries are in the support-service segments catering
to the security, housekeeping and cab service needs of the ICT-ITES firms. While the
existing literature provides an elaborate account of the actors directly involved in the
services production (IT firms, knowledge workers, etc.), it falls short of offering a similar
account for the indirectly-linked support-service industry. Limited information is available
on who are the key persons and business organisations (indirectly) benefitting from the
opportunities in the support-service industry. Further, at organisational level, it is still
not clear which are the prerequisites to qualify for the service contracts of ICT-ITES
firms and how local entrepreneurs perceive the business opportunities of serving ICTITES clients. At worker’s level, there exists a knowledge gap on the quality of indirect
jobs created locally and whether and how the ICT-ITES firms have brought about
transformations (in terms of social upgrading) in the local labour market of the supportservice workers.
To address these knowledge gaps, this thesis empirically investigates the dynamics
in the support-service industry (the security, housekeeping and cab-services sectors),
catering to the international ICT-ITES firms in Mumbai. The local outcomes for the
support-service industry have been studied at the level of (support-service) firms and
workers by using concepts of economic upgrading and social upgrading in service GPNs.
The economic upgrading concept includes product, process, functional and inter-sectoral
upgrading, which the support-service providers undertake to enhance their quality of
service delivery and competitiveness. Social upgrading emerged from the decent work
concept propounded by International Labour Organisation and is used here for analysing
the quality of support jobs by investigating the working conditions, payment benefits,
social security and worker’s rights for undertaking collective action. Combining both
economic upgrading and social upgrading in support-service industry, this thesis
contributes towards the literature on the indirect, local developmental outcomes of (ICTITES) service GPNs.
The study is based on qualitative research conducted between the years 2011 and
2014 and has four empirical chapters. While Chapters 4 and 6 deal with elements of
economic upgrading in security, housekeeping (facilities management) and cab-services,
Chapters 5 and 7 focus on social upgrading of the security guards, cleaners and cabdrivers. The key findings per chapter are summarised below.
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Economic and Social Upgrading in Support-Service Industry of Mumbai — Key Findings
Chapter 4 studies the economic upgrading among the security-service providers of ICTITES firms and analyses the rise and implications of global standards in delivery of
security services. The chapter notes an increased degree of corporatisation, where the
transnational or national corporate firms dominate the segment providing security to
ICT-ITES firms. These corporate firms have undertaken upgrading strategies to improve
the recruitment standards, technology, statutory compliances and geographical outreach.
The findings indicate an increased emphasis on the adoption of various global standards
related to security-service delivery, which essentially marginalises the small service
providers (vendors) due to their inability to invest in upgrading as per the international
standards. The participation chances of small, local service providers are further
constrained due to the biases of the ICT-ITES firms towards large players with established
track records.
Chapter 5 positions the work and employment terms of security guards, working for
international ICT-ITES firms, in the wider socio-economic context of Mumbai. The
findings reveal that security jobs with international ICT-ITES firms are no longer lowskilled, marginal tasks and currently incorporate elements of technology, soft-skills and
multi-tasking, for which, relatively better-educated and trained personnel are required.
Further, the work and employment conditions of the guards with ICT-ITES firms were
found to be superior to their counterparts elsewhere in the local economy. The findings
also reveal that owing to the multiple tasks and professional work environment, the security
guards with ICT-ITES firms consider their jobs to be more dignified than guards in other
local segments. However, the pay standards are kept at par or are only marginally higher
than the local norms.
Chapter 6 provides an account of the economic upgrading endeavours undertaken by
facilities management (housekeeping) and cab-services firms. The findings reveal that
the local (Indian) facilities management firms are mostly hired as sub-vendors of global
facilities firms (e.g. JLL, CBRE). The chapter demonstrates that as a response to the
specialised requirements of the ICT-ITES firms, the service providers have undertaken
‘process upgrading’ related to training, technology, statutory compliances and audit
systems. The ICT-ITES firms have been supportive of the upgrading endeavours of the
service providers and have even extended their technology, training and technical knowhow to facilitate the upgrading process. The chapter notes that in the absence of industrywide standards on support-service delivery, the ICT-ITES firms and their primary service
providers have devised their own professional benchmarks. Parameters such as size of
the firm, annual turnover, year of establishment, current clientele, regional outreach,
managerial bandwidth and workforce strength are instrumental in determining
competitiveness for service bids. Such (high) benchmarks, established by ICT-ITES firms,
perceive the small, local support-service providers as sub-standard and render them
ineligible to pitch for the service contracts.
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Chapter 7 explores the dynamics of social upgrading among the support workers in
housekeeping and cab-service segments. Using the decent work indicators, the chapter
provides an account of how the job terms and benefits of cleaners and cab drivers with
ICT-ITES firms fare on the standards postulated in decent work concept. There is a marked
adherence to the legally-mandated wages, working hours, paid leaves and ancillary benefits
of the support workers. The cleaners and drivers with primary vendors have decent work
hours and are sufficiently compensated for their overtime efforts. However, instances of
self-exploitative work practices were observed among the drivers-cum-owners of the cabs,
working as (individual) sub-vendors of the primary cab-service providers. The chapter
also notes a striking absence of workers’ collective organisation and a discouragement of
unionising efforts. In the absence of strong collective organisations of workers, the local
government essentially establishes the prevailing wages and benefits.
Understanding the Implications of Economic Upgrading and Social Upgrading in Support-Service
Industry
Outcomes for Economic Upgrading
The international ICT-ITES firms have a profound impact on the economic upgrading
trajectories of the support-service firms. The stringent service protocols along with
unambiguous performance parameters have prompted the service providers to upgrade
their service delivery standards. In many cases, the ICT-ITES firms have proactively
helped the service vendors in streamlining the managerial process, training the support
workers and have even imparted technical know-how. A higher budget for support-services
along with encouragement for suggesting better strategies mean that the service providers
have a free hand to innovate and propose new, efficient measures. The cooperation and
constructive engagement has made the support-service segment catering to international
ICT-ITES firms more professional and efficient. Further, standardisation in quality of
services has been achieved by adopting relevant international certifications. Such a high
degree of standardisation and professionalism is lacking among the service providers of
smaller, local companies, who neither encourage nor seek higher quality (expensive)
support services. Therefore, the arrival of international ICT-ITES firms has a positive
impact on the upgradation of service standards of the support-service providers.
While beneficial in terms of economic upgrading, the thesis shows an increased
segmentation between the corporate and local service providers. At present, the corporate
firms dominate the segment of high profit-margin clients (ICT-ITES firms, high-end
hotels, airport, etc.) and the small service providers cater to cost-sensitive local clienteles
(residential complexes, small hotels and restaurants, etc.). The findings demonstrate the
corporatisation of the support-service industry, where an increasing number of international
and national corporate firms are gaining a foothold in the more profitable market segments.
The dominance of international corporate firms in security and facilities management is
primarily due to their client-following behaviour, where they have global service
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agreements with international ICT-ITES firms. Therefore, rather than the small, localised
firms, the large international and national support-service providers have captured the
largest share of the value created by ICT-ITES clients.
Outcomes for Social Upgrading
The outcomes for social upgrading of support-service workers are mixed. The work and
employment terms for support workers are better than what is prevalent in many other
local support-service segments. The support workers with the service providers of ICTITES firms enjoy all the legally-stipulated benefits in terms of work hours, workplace
amenities, paid leaves, ESIC or provident fund benefits. Both the ICT-ITES firms and
their service providers have internal and external audit mechanisms to contain cases of
non-compliances. The outcome of adherence to the locally stipulated labour norms is a
big step towards social upgrading, especially when one takes into account the fact that
exploitation and mal-practices in the local support-service industry of Mumbai are quite
widespread and the law-enforcement mechanisms are fairly weak. By placing strong labour
process, check mechanisms and stringent audits, the international ICT-ITES firms have
succeeded in securing the rightful wages and benefits devised by the local government.
Though the ICT-ITES firm’s policies on labour issues have helped in improving the
compliances and quality of support-service jobs, there are still several unaddressed issues
on low payment and workers’ rights. The adherence to minimum wages (which practically
reflects the lowest configuration), and the social security benefits are perceived to be
meagre and insufficient by the support workers. For measures related to performance and
quality of services, the ICT-ITES firms have international benchmarks, however when it
comes to compensation and social upgrading measures, they tend to stick to the local
norms. This is in contrast with the policies for cognitive-cultural (knowledge) workers,
who command better payment and secondary benefits compared tothe prevailing (local)
standards. If unchecked, this could potentially lead to further labour market segmentation
and deepening of inequality in urban areas. This is of great importance, especially since
the support workers seldom have unions to voice their concerns or engage in collective
negotiations. In the absence of a strong workers’ organisation, the labour policies currently
in force essentially reflect local government’s interpretation of the workers’ needs.
Final remarks
In terms of economic upgrading, the ICT-ITES firms have definitely provided an impetus
for the support firms to upgrade the service standards. However, at the same time, the
higher benchmarks for participation have led to marginalisation of small local service
providers. In social upgrading, there are certain improvements in terms of working
conditions and compliance with labour laws. But beyond that, more measures are still
required to improve the pay benefits and collective bargaining rights of the support
workers.The thesis concludes that the economic upgrading of the support-service firms
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does not necessarily lead to social upgrading of the workers. More efforts are required to
integrate the (small) local support-service firms and to promote the culture of collective
action among support workers.
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Nederlandse samenvatting
Mondialisering van de Productie van Diensten – Economische en Sociale ‘Upgrading’ in de
Ondersteunende Dienstensector in Mumbai.
De mondiale ‘outsourcing’ en ‘offshoring’ van diensten activiteiten gebaseerd op informatie
en communicatie technologieën, wordt gezien als de ‘second wave in globalisation’.
Verschillende landen in Zuid-Azië hebben hiervan geprofiteerd. De komst van
internationale ICT-bedrijven in Zuid-Aziatische landen heeft geleid tot verschillende
directe en indirecte zakelijke mogelijkheden en werkgelegenheid. De belangrijkste indirecte
begunstigden bevinden zich in de segmenten die ondersteunende diensten verlenen aan
de ICT-bedrijven in de vorm van beveiliging, schoonmaak en taxiservices. Hoewel de
bestaande literatuur een uitgebreid beeld schetst van de actoren die direct betrokken zijn
in de productie van ICT diensten (IT-bedrijven, kenniswerkers etc.), ontbreekt een
vergelijkbaar aandeel aan literatuur betreffende het segment dat ondersteunende diensten
produceert en zodanig indirect verbonden is aan de productie van ICT diensten.
Onvoldoende kennis is beschikbaar wat betreft de belangrijke actoren en
bedrijfsorganisaties die profiteren van de mogelijkheden die de ondersteunende
dienstensector biedt. Daarnaast is er op organisatorisch niveau onvoldoende kennis over
de vereisten om in aanmerking te komen voor de contracten van ICT-bedrijven, en hoe de
lokale ondernemers mogelijkheden zien voor het leveren van diensten aan ICT-bedrijven
(‘economische upgrading’). Op het niveau van de werknemers bestaat er gebrek aan kennis
over de kwaliteit van de indirecte banen die lokaal gecreëerd worden, en de mate waarin
de ICT-bedrijven transformaties (betreffende sociale ‘upgrading’) hebben gebracht in de
lokale arbeidsmarkt van de ondersteunende dienstensector.
Dit proefschrift onderzoekt empirisch de dynamiek in de ondersteunende
dienstensector (in de volgende sectoren: beveiliging, schoonmaak en taxiservices) die de
internationale ICT-bedrijven in Mumbai dienen. De lokale uitkomsten voor de
ondersteunende dienstensector zijn onderzocht op het niveau van de bedrijven (in de
ondersteunende dienstensector) en de werknemers middels het gebruik van de concepten
van economische ‘upgrading’ en sociale ‘upgrading’ in de Global Production Networks
(GPNs) van diensten. Economische ‘upgrading’ bevat elementen van product, proces,
functionele en intersectorale upgrading, die de ondersteunende dienstenleveranciers
ondernemen om de kwaliteit van dienstenverlening en de concurrentiepositie te verbeteren.
Het concept sociale ‘upgrading’ is afgeleid van het ‘decent work’ concept geponeerd door
de International Labour Organisation, en wordt hier gebruikt om de kwaliteit van banen
in de ondersteunende dienstensector te analyseren. Dit wordt gedaan door de
arbeidsomstandigheden, loonvoordelen, sociale zekerheid en rechten voor collectieve actie
te ondernemen, te onderzoeken. Middels het combineren van zowel economische als sociale
‘upgrading’ in de ondersteunende dienstensector, draagt dit proefschrift bij aan de literatuur
over de indirecte, lokale ontwikkelingsuitkomsten van (ICT) diensten GPNs.
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Het proefschrift is gebaseerd op kwalitatief veldwerk dat is ondernomen tussen 2011
en 2014, en omvat vier empirische hoofdstukken. Hoofdstuk 4 en 6 behandelen de
elementen van economische ‘upgrading’ in beveiliging, schoonmaak en taxiservices.
Hoofdstuk 5 en 7 betreffen de sociale ‘upgrading’ van de beveiligers, schoonmakers en
taxichauffeurs. De belangrijkste bevindingen per hoofdstuk zijn hieronder samengevat.
Economische en Sociale ‘Upgrading’ in de Ondersteunende Dienstensector van Mumbai
Hoofdstuk 4 analyseert de economische ‘upgrading’ onder leveranciers van
beveiligingsdiensten voor ICT-bedrijven en de opkomst en implicaties van mondiale
standaarden in het leveren van beveiligingsdiensten. Het hoofdstuk beschrijft een
toenemende ‘corporatisation’ van dienstverlening, waarbij transnationale of grotere
nationale ondernemingen het segment dat beveiliging voor ICT-bedrijven levert, domineert.
Deze ondernemingen hebben ‘upgrading’ strategieën ondernomen om de rekrutering,
technologie, wettelijke naleving en geografisch bereik te verbeteren. De bevindingen wijzen
op een toenemende nadruk op de adoptie van mondiale standaarden voor het leveren van
beveiligingsdiensten, wat de kleinere dienstenleveranciers marginaliseert door hun
onvermogen om aan de internationale standaarden te voldoen. Kleinere, lokale,
dienstenleveranciers ondervinden extra beperkingen om van deze nieuwe markt te
profiteren doordat de ICT-bedrijven een voorkeur hebben voor grote en gevestigde
leveranciers.
Hoofdstuk 5 schetst de arbeidsvoorwaarden van de beveiligers die werkzaam zijn
voor internationale ICT-bedrijven in Mumbai. De bevindingen tonen dat beveiligingswerk
voor ICT-bedrijven niet langer een laaggeschoolde, marginale taak is, en tegenwoordig
elementen van technologie, ‘soft skills’ en multitasken incorporeert, waarvoor relatief
hoger opgeleid en getraind personeel vereist is. Verder bleken de arbeidsomstandigheden
van de beveiligers bij de ICT-bedrijven vele malen beter dan hun tegenhangers elders in
de lokale economie. De bevindingen tonen tevens dat, vanwege de meerdere taken en de
professionele werkomgeving, de beveiligers bij ICT-bedrijven hun baan als waardiger
achten dan bewakers in andere lokale segmenten. Echter, de lonen zijn nog gelijk of
slechts verwaarloosbaar hoger dan de lokale lonen.
Hoofdstuk 6 geeft een overzicht van de economische ‘upgrading’ ondernomen door
schoonmaak -en taxibedrijven. De bevindingen laten zien dat de lokale (Indiase)
schoonmaakbedrijven meestal ingehuurd worden als subcontractors van mondiale
schoonmaakbedrijven (zoals JLL en CBRE). Het hoofdstuk toont dat de
dienstenleveranciers als een antwoord op de specifieke eisen van de ICT-bedrijven proces
‘upgrading’ strategieën hebben ondernomen betreffende training, technologie, wettelijke
voorschriften en auditsystemen. De ICT-bedrijven ondersteunen de ‘upgrading’
inspanningen van de dienstenleveranciers en hebben zelfs hun technologie, training en
technische knowhow ingezet om het ‘upgrading’ proces te faciliteren. Het hoofdstuk
beschrijft dat bij de afwezigheid van universele standaarden die de gehele ondersteunende
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dienstensector omvatten, de ICT-bedrijven en hun voornaamste dienstenleveranciers hun
eigen professionele standaarden hebben opgesteld. Parameters zoals de grootte van het
bedrijf, de jaarlijkse omzet, het jaar van oprichting, huidige klantenbestand, regionale
reikwijdte, professionaliteit van management en kwaliteit van arbeidskrachten zijn
instrumenteel in het bepalen van de concurrentiepositie. Zulke (hogere) standaarden,
opgesteld door ICT-bedrijven, beperken de kleinere, lokale dienstverleners om mee te
dingen voor de dienstcontracten.
Hoofdstuk 7 bekijkt de sociale ‘upgrading’ onder werknemers in de schoonmaak en
taxiservice segmenten. Het hoofdstuk geeft een overzicht van hoe de arbeidsvoorwaarden
van de schoonmakers en taxichauffeurs bij ICT-bedrijven zich verhouden tot de standaarden
geponeerd in het ‘decent work’ concept. Er is naleving van de wettelijk verplichte lonen,
werkuren, betaald verlof en overige baten voor de werknemers in de ondersteunende
dienstensector.De schoonmakers en chauffeurs bij primaire leveranciers hebben duidelijk
vastgelegde werktijden en worden voldoende gecompenseerd voor hun overwerkuren. In
de taxi sector wordt echter veelvuldig gebruik gemaakt van zelfstandige chauffeurs die
als subcontractor voor taxibedrijven werken. Daarnaast blijkt uit het hoofdstuk een
opvallende afwezigheid van zelforganisatie onder arbeiders en een duidelijke ontmoediging
van vakbondsinspanningen.
De Implicaties van Economische ‘Upgrading’ en Sociale ‘Upgrading’ in de Ondersteunende
Dienstensector
Uitkomsten voor Economische ‘Upgrading’
De internationale ICT-bedrijven hebben een grote invloed op de trajecten van economische
‘upgrading’ van de bedrijven in de ondersteunende dienstensector. De strenge
dienstverleningsprotocols tezamen met duidelijke prestatieparameters hebben ertoe geleid
dat dienstverleners hun standaarden hebben verbeterd. In veel gevallen hebben de ICTbedrijven proactief de dienstleveranciers geholpen bij het structureren van het management,
het trainen van de dienstverlenende werknemers, en hebben zelfs technische know-how
gedeeld. Een hoger budget voor ondersteunende diensten in combinatie met betere
strategieën betekenen dat de dienstverleners de vrije hand hebben in het innoveren en
introduceren van nieuwe en efficiënte maatregelen. Deze samenwerking en betrokkenheid
heeft ertoe geleid dat de ondersteunende dienstensector professioneler en efficiënter de
internationale ICT-bedrijven kan voorzien. Daarnaast is de standaardisatie in de kwaliteit
van diensten bereikt door internationale certificering. Standaardisatie en professionalisme
is nog afwezig bij de kleinere, lokale, bedrijven. De komst van ICT-bedrijven heeft een
positieve impact op de ‘upgrading’ van dienstenstandaarden van de ondersteunende
dienstverleners.
Hoewel profijtelijk wat betreft economische ‘upgrading’, is er een groeiende kloof
tussen de internationale en lokale dienstverleners in de ondersteunende dienstensector.
Internationale dienstverleners domineren de meest winstgevende deel van de markt (ICT189
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bedrijven, grote en gerenommeerde hotels, vliegveld etc.), terwijl kleinere dienstverleners
kostgevoelige lokale clientèle voorzien (residentiële complexen, kleine hotels en restaurants
etc.). De bevindingen wijzen sterk op de ‘corporatisation’ van de ondersteunende
dienstensector, waarin een klein aantal internationale en nationale dienstverleners een
steeds sterkere positie innemen in de meer winstgevende marktsegmenten. De dominantie
van de internationale zakelijke bedrijven in beveiliging en schoonmaak komt voornamelijk
door hun zogenoemde ‘klantvolgend gedrag’, waarbij zij een mondiaal dienstencontract
hebben met de internationale ICT-bedrijven. Daardoor hebben de grote internationale en
nationale ondersteunende dienstverleners, meer dan de kleinere lokale bedrijven, de
markt van de ICT-klanten naar zich toegetrokken.
Uitkomsten voor Sociale ‘Upgrading’
De uitkomsten voor sociale ‘upgrading’ van werknemers in de ondersteunende
dienstensector zijn divers. De arbeidsvoorwaarden voor werknemers in de ondersteunende
dienstensector zijn beter dan wat gangbaar is in de lokale ondersteunende
dienstensegmenten. De werknemers van de dienstenleveranciers voor ICT-bedrijven
genieten alle wettelijk voorgeschreven voorschriften wat betreft werkuren, voorzieningen
op het werk, betaald verlof, verzekeringen of voorzorgsfondsen. Zowel de ICT-bedrijven
als de dienstverleners hebben interne en externe controlemechanismen zodat de wetten
zoveel mogelijk worden nageleefd. Het resultaat van het naleven van de lokaal vastgestelde
arbeidsnormen is een grote stap in de richting van sociale ‘upgrading’, zeker wanneer
men bedenkt dat exploitatie en malversaties in de lokale ondersteunende dienstensector
van Mumbai wijd verbreid is en de handhavingmechanismes relatief zwak zijn. Door
sterke controle mechanismes en strenge controles neer te zetten zijn de internationale
ICT-bedrijven erin geslaagd de rechtvaardige lonen en aanvullende baten, zoals opgesteld
door de lokale overheid, te verzekeren.
Hoewel het beleid van de ICT-bedrijven betreffende arbeidskwesties heeft geholpen
in het verbeteren van de naleving van wetten en de kwaliteit van banen in de ondersteunende
dienstensector, zijn er nog steeds verschillende onopgeloste kwesties wat betreft lage lonen
en arbeidersrechten. De naleving van minimum lonen en de sociale zekerheidsprofijten
worden door de werknemers in de ondersteunende dienstensector als onvoldoende ervaren.
Voor de maatregelen aangaande de prestatie van de werknemers en de kwaliteit van de
diensten hebben de ICT-bedrijven internationale standaarden, echter wanneer het aankomt
op compensatie en maatregelen omtrent sociale ‘upgrading’, volgen de bedrijven de lokale
normen. Dit in tegenstelling tot de cognitief-culturele arbeiders waarvan de beloning en
secundaire arbeidsvoorwaarden beduidend beter zijn dan de lokale standaarden. Dit kan
leiden tot verdere segmentatie op de lokale arbeidsmarkt en een toename van de
ongelijkheid in stedelijke gebieden. Dit is van groot belang, zeker aangezien de werknemers
in de ondersteunende dienstensector zelden de mogelijkheid tot collectieve actie hebben
of de mogelijkheid om deel te nemen in collectieve onderhandelingen.
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Concluderende Opmerkingen
De ICT-bedrijven hebben qua economische ‘upgrading’ een impuls gegeven aan de
ondersteunende dienstverleners om de standaarden te verhogen, hoewel tegelijkertijd, de
hogere standaarden voor participatie tot de marginalisatie van kleinere lokale
diensverleners heeft geleid. In de sociale ‘upgrading’ is er een verbetering zichtbaar wat
betreft de arbeidsomstandigheden en de naleving van arbeidswetten. Er zijn echter nog
steeds maatregelen nodig om de inkomens en collectieve onderhandelingsrechten van de
werknemers te verbeteren. Het proefschrift concludeert dat de economische ‘upgrading’
van de ondersteunende dienstenleveranciers niet noodzakelijk leidt tot sociale ‘upgrading’
van de werknemers van deze bedrijven. Meer inspanning is vereist om de kleinere lokale
ondersteunende dienstverleners te integreren in internationale productienetwerken en de
cultuur van collectieve actie te promoten onder de werknemers.
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QM6=4E^ TN;O47>J;^ >L^ EM54E^ (PM7U6R=MI^ $8RXMOCQ^ S<>Q^
R<8Q>Q^ 8FN>P>64DDZ^ 4QQ8QQ8Q^ R<8^ D8QQ8YNDMP87^ 64Q8^ M9^
@I7>P86R^AM5Q^4I7^5TQ>H8QQ^MNNMOSTH>R>8Q^6O84R87^>H^S<8^
QUNNMORQ8OW=68^Q8;F8HRQ^ 2Q86TP>RZ^ 946>E>S=8Q^4J7^645\
Q8OW>68Q^Q8OW>K;^,.+^9>OFQ^>I^"TG54>^I7>4 ^46<^
8GN>O=64D^ 6<4NR8O^ 784DQ^ X>R<^ R<8^7>F8JQ>MHQ^ M9^ 8>R<8O^
86MHMG>6^ TN;O47>K;^ 3M9^ 9>OGQ^ MO^ QM6>4D^ TN;O47>H;^ 2M:^
XMPC8OQ^ =I^ R<8^ QTNNMORQ8OW>68^ =I7TQSPZ^ RM^ NO8Q8HR^ 4^
GMP8^ JT4I687^TJ78OQR4J7=H;^M:^R<8^DM64E^ MTS6MG8Q^M9^
,,+^ 9>PGQ]^ 9TH6R=MI>H; ^ ,<8^ R<8Q>Q^ 6MIRO>5TR8Q^ SM^
7854S8Q^ MJ^ Q8OW>68Q86RMOE87^ 78W8DMNG8IR^ =I^ +MVR<^
Q=4^ 3I7>4^ 5Z^ >78LR>9Z=H;^ <MX^ =S^ 4:986RQ^ N8MNE8^ 4I7^
5TQ>J8QQ8Q^>J7=O86RDZ^>LWMEW87^>J^S<8^-,+^Q86RMO ^



 



  







    

*4H7<>O^ TG4P^6MGNE8R87^<=Q^ #4QS8OQ^=H^DM54D>Q4R>MH^
4I7^ !45MTO^ +ST7=8Q^ 3  ^ 54R6<^ :PMF^ S<8^ ,4R4^
IQR>RVR8^ M9^ +M6=4E^ +6>8H68Q^ #TG54>^ H7=4^ 8^ XMOC87^
4Q^4^O8Q84O6<^4QQM6>4S8^>J^(8OQMLJ8D^ "4H4;8G8HS^4I7^
I7UQSP>4D^ *8E4S=MLQ^ 4O84^ 4S^ R<8^ H7>4H^ IQR>RUS8^ M9^
"4J4;8F8JR^<G874547 ^H^ ^<8^X4Q^Q8D86R87^4Q^4^
(<^ 64J7>74R8^ 9MP^ R<8^ O8Q84O6<^NOMA86R^ 4R^ FQR8O74F^
JQS>RUS8^ 9MP^ +M6>4D^ +6>8H68^ *8Q84O6<^ TJ78O^ S<8^
8M;O4N<>8Q^ M:^ DM54D>Q4R>MJ^ NOM;O4GG8^ ;PMTN^ .<8^
O8Q84O6<^ NPMB86S^ X4Q^ 9@I4H6=4EEZ^ QTNNMOR87^ 5Z^ R<8^
%8S<8OD4H7Q^ 'O;4H=[4R=MI^ 9MO^ +6=8IR>9=6^ *8Q84O6<^
2&1'1'.*'^4J7^9M6TQQ87^MH^UI78OQR4H7>L;^R<8^EM64D^
MVR6MG8Q^ M9^ R<8^ 8G8O;8H68^ M9^ R<8^ M99Q<MO8^ Q8OW>68^
Q86RMP^?H^"UF54=^4H7^#4I>D4 ^ Q^4^N4PS^M9^S<8^P8Q84P6<^
NPMA86S^*4J7<=O^ UF4O^6MJ7T6R87^:=8E754Q87^QRV7Z^>H^
R<8^ 6>RZ^ M:^ #TG54>^ 4J7^ NP8Q8IR87^ R<8^ O8QTERQ^ >H^
6MI:8P8I68Q^MP;4I>Q87^5Z^S<8^IR8PH4R>MH4D^+M6>MDM;=64D^
QQM6>4R>MJ^ 3+  ^ 0I>W8OQ>RZ^ M9^ GQR8O74F^
HS8OK4S=MK4D^JQR>RTR8^M9^+M6>4D^+RT7=8Q^2++^,<8^4;T8^
4Q8RQ4OR^ 0J>W8OQ>SZ^4H7^ 0I>W8OQ>RZ^M:^ R<8^ (<=D>NN>J8Q ^
8^ <4Q^ 4DQM^ NT5D>Q<87^ R<8^ O8QTDRQ^ >H^ 87>R87^ 5MMC^
WMDUF8Q^5Z^*MTRD87;8^4H7^+NO=I;8O^4J7^>J^4H^46478G>6^
AMTOI4D^5Z^+^)T5E=64R>MIQ ^










  





