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The Call Center Supporting for the Japanese Outbound Tourists

Under Globalization: A Study of Locally Employed Japanese Staff in Malaysia

TAKAHASHI Kaori

Abstract

This paper examines locally employed Japanese staff who work at the call center of an online travel
agency in Malaysia. The Malaysian government is focusing on BPO sectors like call centers, granting
them MSC status. Companies with MSC status have the privilege to hire young Japanese staff, such
as fresh graduates without working experiences. Under these circumstances, the study conducted
interviews with locally employed Japanese staff in their early twenties working at the call center of an
online travel agency. The findings indicate that recruitment agencies play a crucial role in securing
jobs at Malaysian call centers and supporting locally employed Japanese staff from their arrival to the
establishment of a stable life. These staff members work around the clock to handle diverse inquiries
from Japanese customers. Given the depreciation of the Japanese yen and the uncertain Japanese

economy, it is expected that more young Japanese will consider employment in Malaysia after their

graduation.
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