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1.  Reading Passage

When hedge  funds  collectively  decide  a  business  model  is  dying,  they  put  serious  money  behind
that view — and right now, some of the world's most sophisticated investors are betting against the
global call  centre industry. Funds including Marshall Wace, Citadel,  Point72 and Squarepoint have
built large short positions in Teleperformance, the Paris-listed company that is the world's largest
customer service provider, and in Nasdaq-listed TTEC Holdings. The wager is straightforward: that
generative artificial  intelligence will  make armies of  human agents obsolete much faster  than the
companies themselves can adapt.

The evidence so far is striking. Short interest in Teleperformance has climbed from about 4% of its
shares  at  the  start  of  the  year  to  roughly  17.2%,  and  the  company  was  kicked  out  of  France's
blue-chip CAC 40 index in September. The pessimism has spilled from equity into credit markets,
where  the  firms  borrow  money.  Teleperformance's  bonds  maturing  in  2028  trade  at  around  50
cents  on  the  dollar  —  the  territory  of  distressed  debt  —  and  S&P  recently  downgraded  privately
owned  outsourcer  Foundever  to  triple  C,  citing  'expected  liquidity  deterioration  and  strained
lender  relationships.'  For  an  industry  whose  revenue  depends  on  long-term corporate  contracts,
that combination is brutal.

The  analytical  case  is  what  investors  find  most  compelling.  Kasper  Elmgreen,  chief  investment
officer of fixed income at Nordea Asset Management, called it 'a very, very clean AI disruption case'
—  meaning  the  connection  between  the  technology  and  the  threat  is  unusually  obvious.  Call
centres sell human time to handle repetitive tasks like answering questions, processing returns or
chasing unpaid bills. Large language models can now do those exact tasks at a fraction of the cost.
There  is  no  awkward translation  from 'what  AI  can  do'  to  'what  this  company sells';  they  overlap
almost perfectly.

But  here's  the  catch:  cleanness  isn't  the  same  as  certainty.  Concentrix  shares  have  already
rebounded  29%  from  their  April  lows,  suggesting  some  investors  think  the  sell-off  went  too  far.
Emmanuel  Cau,  head of  European equity  strategy  at  Barclays,  framed the  real  question carefully:
are  these  companies  going  to  disappear,  or  can  they  integrate  AI  into  their  own  offerings  and
survive in a different form? The companies are betting on survival. Teleperformance has launched
'TP.ai  FAB  Connect,'  which  it  markets  as  'hybrid  intelligence'  orchestrating  AI  and  people.
Concentrix  has  its  own  tool,  iX  Hero,  designed  to  support  —  not  replace  —  human  staff.  TTEC
executives describe AI as 'an opportunity, not a threat.'

The broader importance of this trade goes beyond a few stock tickers. Call centres are one of the
largest  employment  engines  in  countries  like  India  and the Philippines,  and they have weathered
previous  waves  of  technology  —  interactive  voice  menus,  basic  chatbots,  offshoring  —  without
losing their core business. The bears argue this time is different because generative AI can handle
complex, multi-step conversations rather than just scripted prompts. If they are right, this will be
the first  major  white-collar  industry where AI  substitution shows up as  a  permanent re-rating of
share prices, not a speculative possibility. If they are wrong, the firms will become a case study in
adaptation. Either way, the burden of proof, as one credit fund manager put it, is unusually high —
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and not much time to clear it.
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2.  Explanation

Hedge funds aren't just guessing AI will reshape work — they're putting billions of dollars on the
line, betting that the humans who answer your customer service calls are about to be replaced.

What's Going On?
Some of the world's most aggressive hedge funds — Marshall Wace, Citadel, Point72 and Squarepoint —

are shorting the stocks and bonds of companies that run call centres and back-office support, including

the Paris-listed giant Teleperformance and Nasdaq-listed TTEC Holdings. Shorting means they profit if

the share price falls. They believe generative AI will gut these companies' business models.

The pressure is already visible. Teleperformance was kicked out of France's blue-chip CAC 40 index in

September,  its  shares  are  down  roughly  a  quarter  over  the  past  year,  and  short  interest  has  climbed

from  about  4%  at  the  start  of  the  year  to  17.2%.  Credit-rating  agency  S&P  downgraded  the  privately

owned  outsourcer  Foundever  to  triple  C,  deep  into  distressed  territory,  citing  strained  lender

relationships.

How To Think About It
This isn't really a story about one company — it's a story about an entire industry whose core product

(renting  out  humans  to  answer  phones)  may  be  turning  into  a  commodity  that  machines  can  do  for

pennies.

• Think  of  ice-delivery  companies  in  the  1920s.  Electric  refrigerators  didn't  just  trim their  margins;

they  erased  the  reason  customers  needed  them  at  all.  AI  agents  threaten  the  same  kind  of  clean

substitution.

• Or think of how GPS navigation wiped out the standalone TomTom and Garmin market once Google

Maps came free with every smartphone. The underlying service was still  in demand — but no one

wanted to pay a separate company for it.

Key Things To Know
• Teleperformance  is  the  world's  largest  customer  service  company,  employing  hundreds  of

thousands of agents globally, and is now one of Europe's most shorted stocks.

• Investors  call  this  'a  very,  very  clean  AI  disruption  case'  —  Kasper  Elmgreen  of  Nordea  Asset

Management's  phrase  for  a  business  whose  entire  job  (selling  human  time  for  repetitive  tasks)  is

exactly what large language models now do cheaply.

• Credit  markets  are  flashing  red  too:  Teleperformance's  2028  bonds  trade  around 50  cents  on  the

dollar, and short sellers are also betting against 11% of its 2030 debt.

• Some of the sell-off may be overdone — Concentrix's shares have already rebounded 29% from April

lows,  and  Barclays  strategist  Emmanuel  Cau  says  the  real  question  is  whether  these  firms  can

rebuild their business model around AI rather than be destroyed by it.

• Companies are fighting back: Teleperformance launched 'TP.ai FAB Connect' and Concentrix built a

proprietary tool called iX Hero. The bull  argument is that AI is an opportunity 'not a threat'  — but

the burden of proof, as one fund manager noted, is high.

Page 4  |  GenAware



Why It Matters
Call  centres employ millions of people globally — many of them young workers in countries like India

and the Philippines using these jobs as  a  first  step into the formal  economy.  If  hedge funds are right,

this is one of the first big white-collar industries where AI substitution shows up in real share prices and

real  layoffs,  not  abstract  predictions.  It's  also  a  preview of  how markets  will  price  every  job  category

that involves repetitive language tasks — including some entry-level roles many readers might one day

apply for.

The Bigger Picture
Markets are running a live experiment in 'creative destruction'  — the economist  Joseph Schumpeter's

idea that capitalism progresses by killing off old industries to make room for new ones. The interesting

wrinkle is that even AI's challengers (Concentrix, Teleperformance) are trying to deploy AI themselves

to save the business. Watch what happens to their contract renewals over the next 12-18 months: if big

clients  keep  paying  for  outsourced  humans,  the  bears  lose.  If  renewals  shrink  and  clients  build  their

own  AI  agents  instead,  expect  this  short  trade  to  expand  into  adjacent  industries  like  legal  services,

accounting and IT helpdesks.
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3.  Key Terms Glossary

Short selling
Borrowing  shares  of  a  company,  selling  them  immediately,  and  hoping  to  buy  them  back  later  at  a
lower price to return them — a way to profit when a stock falls.

Hedge fund
A  lightly  regulated  investment  fund  for  wealthy  clients  and  institutions  that  can  use  aggressive
strategies (including shorting and leverage) most ordinary mutual funds cannot.

Distressed debt
Bonds trading well  below face value (often under 70 cents on the dollar)  because investors fear the
issuer may default. A signal of serious financial trouble.

Credit rating downgrade
When agencies like S&P lower their judgement of how likely a company is to repay its debt. Triple C is
deep in 'junk' territory — substantial risk of default.

Short interest
The percentage of a company's shares that have been borrowed and sold short. A rising figure signals
growing pessimism among professional investors.

BPO (Business Process Outsourcing)
When  a  company  hires  an  outside  firm  to  handle  non-core  operations  like  customer  service  calls,
debt collection or HR — typically to save money by using cheaper labour overseas.

Re-rating
A lasting change in the price-to-earnings multiple investors are willing to pay for a stock or sector,
usually because expectations of future growth have shifted.

Generative AI
AI  systems  (like  large  language  models)  that  can  produce  new  text,  images  or  speech  that  mimics
human output — the technology behind chatbots that can hold a multi-turn conversation.
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4.  Reading Comprehension Quiz

Circle the best answer for each question.

Q1. The passage most directly argues that:
A) AI has already eliminated the global call centre industry as a viable business.
B) Professional investors are pricing in a fundamental, AI-driven threat to outsourcing companies.
C) Teleperformance's executives have publicly conceded that their business cannot survive.
D) Hedge funds rarely succeed when betting against established service companies.

Q2. According to the passage, the share of Teleperformance stock held by short sellers has:
A) Fallen from 17% to 4% over the course of the year.
B) Stayed roughly flat at 4% throughout 2026.
C) Risen from about 4% to roughly 17% during the year.
D) Reached a record high before collapsing in September.

Q3. Which choice best describes the function of the reference to S&P downgrading Foundever's credit

rating?
A) To prove that all outsourcing firms have already gone bankrupt.
B) To show that pessimism about the sector has spread beyond the stock market.
C) To suggest that credit-rating agencies are unreliable judges of risk.
D) To explain why Teleperformance was removed from the CAC 40 index.

Q4. As  used  in  the  passage,  the  word  'clean'  (in  'a  very,  very  clean  AI  disruption  case')  most  nearly

means:
A) Hygienic and well-organised.
B) Free of ethical concerns or scandal.
C) Unambiguous and easy to identify.
D) Profitable and legally permitted.

Q5. As used in the passage, the phrase 'hunting ground' most nearly means:
A) A protected ecological reserve.
B) A territory rich with profitable opportunities.
C) A dangerous area best avoided by investors.
D) A battleground between rival nations.

Q6. Which statement about the call centre industry can most reasonably be inferred from the passage?
A) Every major call centre company will be bankrupt within five years.
B) The industry is uniformly refusing to acknowledge AI as a competitive threat.
C) There is genuine disagreement about whether AI will destroy or transform the sector.
D) Hedge funds have completely lost confidence in all technology-adjacent industries.

Q7. The passage suggests that Teleperformance's strategy in response to investor fears has been to:
A) Lay off most of its human workforce immediately.
B) Deny that AI poses any meaningful change to its industry.
C) Reframe AI as a tool that augments rather than replaces its services.
D) Acquire rival firms to consolidate the shrinking market.
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Q8. The author's tone in describing the bear case against call centre stocks is best characterised as:
A) Openly mocking and dismissive.
B) Measured but attentive to the seriousness of the threat.
C) Enthusiastically celebratory of hedge funds' returns.
D) Confused by conflicting financial data.

Q9. Which statement about the bull case for these companies can most reasonably be inferred from the

passage?
A) Investors believe the firms have no role to play in an AI-driven economy.
B) Some analysts think the sell-off has overshot and the firms could adapt.
C) All hedge funds have abandoned their short positions in recent months.
D) Government regulators have intervened to support the share prices.

Q10.Which choice from the passage provides the best evidence for the answer to the previous question?
A) 'short interest has climbed from about 4% to 17.2%'
B) 'Teleperformance was kicked out of France's blue-chip CAC 40 index'
C) 'Concentrix's shares have already rebounded 29% from April lows'
D) 'S&P downgraded the privately owned outsourcer Foundever to triple C'

My Score:  _______ / 10
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5.  Answer Key with Explanations

Q1. The passage most directly argues that:

Answer: B

B captures the central claim: hedge funds are shorting both shares and debt because they expect AI to harm these
firms'  core  business.  A  overstates  the  situation (the  industry  still  exists  and is  fighting  back).  SAT Tip:  On 'main
idea'  questions,  pick  the  option  that  covers  the  WHOLE  passage,  not  just  one  paragraph  —  extreme  words  like
'already eliminated' usually signal a trap.

Q2. According to the passage, the share of Teleperformance stock held by short sellers has:

Answer: C

The passage  states  short  interest  rose  from around 4% at  the  start  of  the  year  to  17.2%.  A  reverses  the  direction
(Trap  A:  right  scope,  wrong  direction).  SAT  Tip:  When  a  question  contains  specific  numbers,  locate  them  in  the
passage before reading the answer choices — distractors often swap the start and end values.

Q3. Which choice best describes the function of the reference to S&P downgrading Foundever's credit

rating?

Answer: B

The Foundever example illustrates how bond markets — not just equity markets — are flashing warning signs about
the  industry.  A  is  absolute  and  untrue.  SAT  Tip:  When  a  passage  mentions  a  specific  example,  ask  'what  bigger
point is this example supporting?' rather than treating the example as the point itself.

Q4. As  used  in  the  passage,  the  word  'clean'  (in  'a  very,  very  clean  AI  disruption  case')  most  nearly

means:

Answer: C

Elmgreen is saying the threat is clear-cut — these companies sell repetitive human labour, exactly what AI replaces.
A  is  the  everyday  meaning  of  'clean'  (Trap:  common-usage  meaning).  SAT  Tip:  On  vocab-in-context  questions,
substitute  each  option  into  the  sentence.  The  right  answer  keeps  the  sentence's  argument  intact;  the  common
meaning rarely does.

Q5. As used in the passage, the phrase 'hunting ground' most nearly means:

Answer: B

Software stocks have become a 'hunting ground' for short sellers seeking undervalued targets vulnerable to AI — i.e.,
fertile territory for that strategy. C reverses the meaning from the investors' perspective (Trap A: wrong direction).
SAT Tip: Figurative phrases borrow connotation from their literal source — hunters seek prey eagerly, so 'hunting
ground' implies opportunity, not avoidance.

Q6. Which statement about the call centre industry can most reasonably be inferred from the passage?

Answer: C

The passage presents bear arguments (short interest, downgrades) alongside bull views (Concentrix's recovery, AI
tools  being  deployed  by  the  firms  themselves).  A  is  too  absolute  (Trap  C:  extreme  claim).  SAT  Tip:  On  inference
questions,  the  right  answer  is  usually  the  most  cautiously  worded  —  words  like  'genuine  disagreement'  or  'may
suggest' beat absolutes like 'every' or 'completely.'
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Q7. The passage suggests that Teleperformance's strategy in response to investor fears has been to:

Answer: C

Teleperformance  launched  'hybrid  intelligence'  products  and  described  AI  as  an  opportunity,  not  a  threat  —
positioning itself  to grow alongside the technology.  B is close but wrong: the firms aren't  denying change,  they're
trying to ride it (Trap B: passage vocabulary, wrong combination). SAT Tip: When two options sound similar, pick
the one that more precisely matches the passage's specific verbs and framing.

Q8. The author's tone in describing the bear case against call centre stocks is best characterised as:

Answer: B

The  author  lays  out  short  interest  data,  credit  downgrades  and  counterarguments  in  a  balanced,  journalistic
register  —  taking  the  threat  seriously  without  cheerleading.  C  is  wrong  because  the  author  never  celebrates  the
trade. SAT Tip: To gauge tone, look at the author's verbs and adjectives — neutral reporting verbs ('argued', 'said',
'noted') signal measured tone, not advocacy.

Q9. Which statement about the bull case for these companies can most reasonably be inferred from the

passage?

Answer: B

Barclays'  Cau  raises  the  possibility  that  these  companies  might  revive  by  integrating  AI,  and  Concentrix  has
already  rebounded  materially  —  both  point  to  a  credible  bull  case.  C  contradicts  the  passage.  SAT  Tip:  'Most
reasonably inferred' means the option must be lightly supported and not contradicted — eliminate any choice the
passage directly disproves first.

Q10.Which choice from the passage provides the best evidence for the answer to the previous question?

Answer: C

Concentrix's  rebound  is  concrete  evidence  that  the  bear  thesis  isn't  unanimous  —  markets  are  pricing  in  some
recovery.  A,  B  and  D  all  support  the  bear  case,  not  the  bull  case.  SAT  Tip:  On  evidence-pairing  questions,  first
restate  your previous answer in your own words,  then scan the four quotes  for  the one that  directly  proves that
restatement — not just any quote from the same paragraph.
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