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How do Japanese customers whose inquiries are being handled by offshored
call service centers (CSC) feel about the services with which they are provided? By applying the
case study and qualitative comparative analysis, the results indicate that Japanese customers are
expecting a similarity to themselves, a * Japanese-ness,” from the agents with whom they interact,
including agents who are located offshore. The results also indicate that the level of
Japanese-ness’ perceived by Japanese customers could be categorized into at least two extreme
types: lower standard and higher standard. In addition, the results find that the act of ‘ going
easy due to distance’ of the offshore CSC agents can play an important role in constructing a more
detailed scale to measure the * Japanese customer sentiment toward offshored call service centers
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