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For decades, most American com-
panies have paid their workers
once every week or two, minimizing
the administrative costs of frequent
paydays and maximizing the inter-
est they earn by keeping the money
in the bank.

And for equally long, workers
have complained about the unfair-
ness of waiting for paychecks.

But a small number of employ-
ers and start-ups are testing ways
to give employees faster access
to their wages. Options — payroll
cards and A.T.M.s — permit peo-
ple to collect their wages as soon
as they’ve earned them. It could
reduce the demand for products
like payday loans. But the services
charge fees, so there is a trade-off.

In the ride-sharing market, same-
day earnings payouts moved rapidly
to an industry standard. In Novem-
ber, Lyft began offering its drivers
the option of cashing out immediate-

ly instead of waiting for their weekly
payday. More than a third of them
have used the feature, which costs
50 cents a transfer. Uber started
testing a similar system in March,
pushing drivers’ earnings to a pre-
paid debit card from GoBank. Last
month, it made the option available
to nearly all its 450,000 active driv-
ers in the United States.

“It became a competitive advan-
tage,” said Harry Campbell, a driver
who writes about the industry on
his blog, the Rideshare Guy. “Once
Lyft had it, and it was really popular,
Uber had to have it too.”

Fast cash has long been a perk
for waiters, bartenders and other
tipped workers. Most Americans
draw their paychecks from compa-
nies with more rigid financial sys-
tems, and there has been little incen-
tive for change until recently. Even
among those with steady jobs, fi-
nancial insecurity is pervasive, and
some employers are looking at how
they can help. Giving people quicker
access to their accrued earnings is
one way.

Goodwill of Silicon Valley has
been testing a system that lets its
workers use an A.T.M. near the
company’s cafeteria to withdraw
up to half of the wages they have
earned, to a limit of $500. It was a
hit. Goodwill uses technology from
PayActiv, a start-up in San Jose, Ca-
lif., that gets employers’ wage and
hours information to estimate their
employees’ earnings. For a fee of
$5 per transaction — Goodwill pays
half — PayActiv advances the cash.
It recoups the money from the em-
ployer.

Two years ago, Activehours, in
Palo Alto, Calif., started offering an
app that lets hourly workers snap
photos of their time sheets and cash
out their coming wages in advance.
On payday, Activehours withdraws
the money from the worker’s check-
ing account. People at 10,000 busi-

nesses have tried it, the company
says.

Activehours has a “pay what you
think it’s worth” fee structure, but
PayActiv charges $3 to $5 per trans-
action. A worker who pays $3 to
withdraw $100 a week before pay-
day is effectively paying an annual
percentage rate of 156 percent. But
those costs tend to be lower than
bank overdrafts and payday loans.

Eric Zsadanyi, a forklift driver at
Goodwill, has been using PayActiv
advances almost monthly to pay his
rent. He is usually only $50 or $100

short, but he owes a $50 late fee if his
rent is late. He keeps his withdraw-
als low so that his next check won’t
shrink too much. Knowing he can
get cash for rent or groceries is a re-
lief, he said.

Ryan Falvey at the Center for Fi-
nancial Services Innovation thinks
more employers will provide the ser-
vice if people push for it.

“I don’t think this is a flash-in-the-
pan thing,” he said. “A year or two in,
these are products that have signif-
icant user engagement, and they’re
growing very quickly.”
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Talking Points

Promises to Contrary,
Jason Bourne Is Back
Paul Greengrass said many times
he was done with directing Jason
Bourne films, which meant its star,
Matt Damon, wouldn’t be returning
as the covert C.I.A. operative Robert
Ludlum wrote about. Yet on July 29,
the director and the actor will are
back in theaters with “Jason Bourne”
after a nine-year break. While
sequels have performed poorly this
year, the creative team hopes their
film defies the trend. The first in the
series, “The Bourne Identity,” made
more than $120 million domestically.

Sleep’s Link to Diabetes
Men who do not get enough sleep
— or too much — may have an
increased risk for Type 2 diabetes,
a new study suggests. Researchers
measured sleep duration in 788
healthy men and women and tested
them for markers of diabetes. In men
who diverged from the average sleep
time of seven hours, in either direc-
tion, glucose tolerance and insulin
sensitivity decreased, increasing the
poor health effects. There was no
such association found in women.

Line Makes a Big Splash
Line, the Japanese messaging mobile
app service known across Asia for
its use of cute, animated emoticons,
has made the largest technology
initial public offering so far this year.
On Monday, the Japanese company
priced 35 million shares for $32.84
each, for a total offering size of $1.15
billion. At the I.P.O. price, Line is
valued at almost $7 billion.

Cutbacks for Big Plane
Airbus announced it plans to reduce
annual A380 superjumbo jet deliver-
ies to 12 planes per year beginning
in 2018 as demand dwindles. The
A380, the world’s largest passenger
plane, was marketed as a way to
relieve congestion at aviation hubs.
But at a price of over $400 million, it
has failed to generate interest as the
industry worries about fuel economy.

Employers are offering
access to wages as soon
as they are earned.

You may consider yourself the kind
of person who is unflappable when
those around you are losing their
cool. But all that goes out the win-
dow when you call tech support.
Then you fume. Your face turns red.
You shout things into the phone that
would appall your mother.

It’s called tech support rage.
And you are not alone. Getting

caught in a tech support loop —
waiting on hold, interacting with au-
tomated systems, talking to people
reading from unhelpful scripts and
then finding yourself on hold yet
again — is an aggravation that men-
tal health experts say can provoke
rage in even the most mild-man-
nered person.

Worse, just as you suspected,
companies are aware of the torture
they are putting you through.

According to a survey by the in-
dustry group International Custom-
er Management Institute, or ICMI,
92 percent of customer service
managers said their agents could
be more effective and 74 percent
said their company procedures pre-
vented agents from providing satis-
factory experiences. Moreover, 73
percent said the complexity of tech
support calls is increasing.

Many organizations are running
a cost-per-contact model, which
limits the time agents can be on the
phone with you, hence the transfers
and continually being placed on
hold, said Justin Robbins, who was
once a tech support agent himself
and now oversees research and edi-
torial at ICMI.

“Don’t think companies haven’t
studied how far they can take things
in providing the minimal level of
service,” Mr. Robbins said. “Some
organizations have even monetized
it by intentionally engineering it so
you have to wait an hour at least to
speak to someone in support, and
while you are on hold, you’re hearing
messages like, ‘If you’d like premium
support, call this number and for a
fee, we will get to you immediately.’”

The most egregious offenders are
companies like cable and mobile ser-
vice providers, which typically have
little competition and whose custom-
ers are bound by contracts or would
be considerably inconvenienced if
they canceled their service.

AT&T, Comcast and Verizon Com-
munications did not respond to re-
quests for comment.

It is especially frustrating when
you are not understood by tech sup-
port because you are communicat-

ing with machines or people who
have been trained to talk like ma-
chines, either for perceived quality
control or because they don’t speak
English well.

When things don’t make sense
and feel out of control, mental
health experts say, humans instinc-
tively feel threatened. Think fight
or flight, but you can’t do either be-
cause you are stuck on the phone,
which provokes rage.

Of course, companies rated best
for tech support often charge more
for their products or charge a sub-
scription fee for customer care so
the cost of helping you is baked in,
as with Apple’s customer support
service, AppleCare, and the Amazon
Prime subscription service.

You can also find excellent tech
support in competitive markets like
domain name providers, where op-
erators such as Hover and GoDad-
dy receive high marks. Also a good
bet are hungry upstarts trying to
break into markets dominated by
large national companies. Take re-
gional internet and phone service
providers like Logix and WOW,
which rank near the top in customer
support surveys.

But tech support veterans and
mental health experts said there
were other ways to get better tech
support or maybe just make it more
bearable. First, do whatever it takes
to control your temper. Take a deep
breath. Count to 10. Losing your
stack at a consumer support agent
is not going to get your problem re-
solved any faster. Probably just the
opposite.

“I definitely remember seeing

parts of myself I didn’t know were
there as far as getting irritated with
people and using passive-aggressive
behaviors,” said John Valenti, a video
producer in Rochester, who worked
as a tech support agent at an inter-
net phone company from 2007 to
2012 to put himself through graduate
school. He made an absurdist film
about it for his master’s thesis at the
Rochester Institute of Technology.

Mr. Valenti, like several other tech
support workers who have posted
confessions online, said rudeness
generally gets customers placed on
hold for long periods or “accidental-
ly” disconnected. It also may result
in the agent fixing the immediate

problem but not the root cause. So
you’re going to have call back when
it happens again.

Don’t bother demanding to speak
to a supervisor, either. You’re going
to get transferred to another agent
who has been alerted that you have
come unhinged, Mr. Robbins said.
Also, be aware that your words are
being recorded and might be print-
ed on posters in the call center. “I’ve
seen companies make T-shirts with
the cruel, awful things people say,”
Mr. Robbins said.

Experts recommended using so-
cial media to contact a company
instead of calling. You are likely to
get a quicker response, not only be-
cause fewer people try that channel
but also because your use of social
media shows that you know how
to vent your frustration to a wider
audience, as well as to praise them
publicly when you are treated well,
they said.

To get better service by phone,
dial the prompt designated for
“sales” or “to place an order,” which
almost always gets you an onshore
agent, while tech support is usual-
ly offshore with the associated lan-
guage difficulties.

You can also consult websites like
DialAHuman.com and GetHuman.
com for phone numbers and direc-
tions on what digits to press to by-
pass the automated system and get
a live person.

Failing that, apps like Lucy Phone
and Fast Customer will wait on hold
for you and call you when an actual
person picks up. No need to stoke
your rage listening to grating hold
music.
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Companies know that
help desks are designed to
frustrate customers.

Coping With Tech Support Rage
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More Payday Options for Workers

Tips for Better Service

1 Control Your Temper
Take a deep breath. Count to 10.
Losing your temper at a con-
sumer support agent is not go-

ing to get your problem resolved any
faster. In fact, it may make matters
worse.

2 Don’t Ask for Supervisor
You’re just going to get trans-
ferred to another agent who
has been alerted ahead of

time that you have come unhinged.

3 Vent on Social Media
You are likely to get a quicker
response, not only because
fewer people try that channel

but also because your use of social
media shows that you know how to
vent your frustration to a wider au-
dience.
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FAST CASH
Eric Zsadanyi,
a Goodwill of
Silicon Valley
employee, uses
an A.T.M. near
the company
cafeteria.
Workers can
withdraw up
to half of the
wages that they
have earned
from their next
paycheck.


