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Outsourcing customer service and tech support to other countries is a fact of life these days. While most of these reps speak pretty good English, (for some it’s their first language) it’s not necessarily the version of English you are used to speaking. Even within your own country, understanding accents from region-to-region can be a challenge. When you’re chatting with a fellow in an Indian call center, it can sound to both of you like you are not even speaking the same language. Here are some tips to make the best of the situation.

Number one - and this applies to all situations in life - please be polite. The person on the other end of the line is probably doing their best. I realize that by the time you call for support, you are probably pretty darned frustrated. That’s not the fault of the person on the other end of the line.

Try not to use slang. Often times slang just doesn’t translate between countries. Years ago, my husband was trying to connect a router and he told the tech support guy that it was “jacked up.” The rep thought there was something wrong with a jack and kept saying that the router didn’t have a jack.

Do your best to speak slowly and clearly. To the person on the other end of the line, you’re the person with the accent. It’s not a bad idea to write out a description of the problem to get your thoughts together before you call. Sometimes we tend to get into giving long narratives about the circumstances leading up to the problem instead of getting to the issue at hand.

Actually, all of these tips would work well for dealing with customer support anywhere. You may have read a FB post or seen an e-mail that claims, “Come to find out that every American company using overseas operators must transfer you to an American rep. by saying “I want to speak to a representative in America.” (Don’t take no for an answer on this.) This was confirmed by the American rep. that they must transfer you after that request. I’ve tried it on a half a dozen major companies including cable, bank, phone and mortgage companies. It works every time and I actually get my issues taken care of.

If accents are proving to be a barrier, you might consider switching to e-mail or chat communication to resolve the problem.

You might be tempted to offer an opinion on the outsourcing of jobs to other countries to the person on the other end of the line. But that’s not anything a tech support rep in a cubicle has control over and you’ll do better if you concentrate on the tech issue at hand. Also, once a tech support rep realizes you’re acting like a jerk, they probably aren’t going to want to help you. That’s just human nature.

Stay calm. Stay polite. Stay on topic.

You may find more of your calls being answered here in the U.S. While the trend has been to send tech support and call center jobs overseas for many years, more and more of those jobs are actually coming back to the United States. However, the catch is that companies are using their tech support reps in the States for what they consider their high-value customers, while still routing what they consider unprofitable customers overseas. Interestingly enough, many of these U.S. call centers are managed by Indian companies.
