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Bring up the subject of customer service phone calls and the blood pressure of everyone within earshot rises
exponentialy. Otherwise calm, rational, and intelligent people go into extended rants about an industry that
seems to grow more inhuman and unhel pful with every phone call we make. And Americans make more than
43 hillion customer service calls each year. Whether it's the interminabl e hold times, the outsourced agents
who can't speak English, or the multitude of buttons to press and automated voices to listen to before
reaching someone with a measurabl e pulse -- who hasn't felt exasperated at the abuse, neglect, and wasted
time we experience when all we want is help, and maybe alittle human kindness?

Your Call Is(Not That) Important to Usisjournalist Emily Y ellin's engaging, funny, and far-reaching
exploration of the multibillion-dollar customer service industry and its surprising inner-workings. Yellin
reveals the real human beings and often surreal corporate policies lurking behind its aggravating facade.
After reading thisfirst-ever investigation of the customer service world, you'll never view your call-center
encountersin quite the same way.

Since customer service hasarolein just about every industry on earth, Y ellin travels the country and the
world, meeting awide range of customer service reps, corporate decision makers, industry watchers, and
Internet-based consumer activists. She spends time at outsourced call centers for Office Depot in Argentina
and Microsoft in Egypt. She gets to know the Mormon wives who answer JetBlue's customer service calls
from their homesin Salt Lake City, and listensin on calls from around the globe at a FedEx customer service
center in Memphis. She meets with the creators of the yearly Customer Rage Study, customer experience
specialists at Credit Suisse in Zurich, the founder and CEO of FedEx, and the CEO of the rising Internet
retailer Zappos.com. Y ellin finds out which country complains about service the most (Sweden), interviews
an actress who provides the voice for automated answering systems at many big corporations, and talks to
the people who run a website (GetHuman.com that posts codes for bypassing automated voices and getting
to an actual human being at more than five hundred major companies.

Y ellin weaves her vast reporting into an entertaining narrative that sheds light on the complex forces that
create our infuriating experiences. She chronicles how the Internet and global competition are forcing
businesses to take their customers needs more seriously and offers hope from people inside and outside the
globalized corporate world fighting to make customer service better for us all.

Your Call Is(Not That) Important to Us cuts through corporate jargon and consumer distress to provide an
eye-opening and animated account of the way companies treat their customers, how customers treat the
people who serve them, and how technology, globalization, class, race, gender, and culture influence these
interactions. Frustrated customers, smart executives, and dedicated customer service reps alike will find this
lively examination of the crossroads of world commerce -- the point where businesses and their customers
meet -- illuminating and essential.
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From reader reviews:
Brenda Gregg:

A lot of people always spent their own free time to vacation or even go to the outside with them family
members or their friend. Are you aware? Many alot of people spent these people free time just watching TV,
or even playing video games all day long. If you wish to try to find anew activity thisislook different you
can read a new book. It isreally fun to suit your needs. If you enjoy the book that you just read you can spent
the whole day to reading a publication. The book Y our Call Is (Not That) Important to Us: Customer Service
and What It Reveals About Our World and Our Livesit is quite good to read. There are alot of folks that
recommended this book. These were enjoying reading this book. When you did not have enough space
bringing this book you can buy typically the e-book. Y ou can mOore effortlessly to read this book through
your smart phone. The priceis not to fund but this book provides high quality.

Eric Langley:

Beside that Your Call Is (Not That) Important to Us. Customer Service and What It Reveals About Our
World and Our Livesin your phone, it can give you away to get closer to the new knowledge or
information. The information and the knowledge you might got here is fresh from the oven so don't always
be worry if you fedl like an old people live in narrow town. It is good thing to have Y our Call Is (Not That)
Important to Us. Customer Service and What It Reveals About Our World and Our Lives because this book
offersfor you readable information. Do you at times have book but you don't get what it's facts concerning.
Oh come on, that wil happen if you have thisin your hand. The Enjoyable agreement here cannot be
guestionable, like treasuring beautiful island. Use you still want to miss that? Find this book aswell asread it
from today!

Ronald Meyers:

Do you like reading a book? Confuse to looking for your favorite book? Or your book has been rare? Why so
many query for the book? But just about any people feel that they enjoy intended for reading. Some people
likes reading, not only science book but also novel and Your Call Is (Not That) Important to Us: Customer
Service and What It Reveals About Our World and Our Lives or maybe others sources were given know-
how for you. After you know how the good a book, you feel want to read more and more. Science book was
created for teacher as well as students especially. Those guides are helping them to add their knowledge. In
additional case, beside science publication, any other book likes Y our Call Is (Not That) Important to Us:
Customer Service and What It Reveals About Our World and Our Lives to make your spare time far more
colorful. Many types of book like this one.

John Cheung:

Reading a guide make you to get more knowledge from it. Y ou can take knowledge and information from
the book. Book is published or printed or created from each source this filled update of news. On this modern



eraliketoday, many waysto get information are available for you actually. From media social like
newspaper, magazines, science publication, encyclopedia, reference book, book and comic. Y ou can add
your understanding by that book. Are you hip to spend your spare time to open your book? Or just trying to
find the Your Call Is (Not That) Important to Us: Customer Service and What It Reveals About Our World
and Our Lives when you required it?
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