Chapter 4 Case Study #1

Amazon Wait Times  
Watch the video entitled “Jeff Bezos called Amazon customer service” located here:  https://www.youtube.com/watch?v=X23T-HVr0fw.
 
In the video, Jeff Bezos states that “when the data and the anecdotes disagree, the anecdotes are usually right." He uses an example from Amazon to explain this principle. The company had a single metric indicating that customer wait times on calls were less than 60 seconds. This single metric might suggest the data was aggregated over time. Despite this metric, there were numerous customer complaints about longer wait times. To test the accuracy of this metric, Bezos made a personal call to the customer service line during a meeting and experienced a wait time far exceeding the metric's claim, lasting over 10 minutes. This significant discrepancy revealed that their method of measuring wait times was likely incorrect. The incident led Amazon to reassess and correct their data collection approach, highlighting the importance of validating metrics with real-world experiences and addressing issues even when they reveal uncomfortable truths.
Using the knowledge you’ve garnered from Chapter 4, answer the following questions.
a. If wait times on calls average less than 60 seconds, is it likely that Bezos’s wait time would be more than 10 minutes?
b. What are the causes of long wait times?
c. During their data collection process, what issues may have affected this metric?   
d. What are some questions you might ask about how they determine the average wait time?
e. Does it make sense to summarize the customer wait times over the entire day?
f. Do you think support demand is different at different times?
g. Although we don’t know what statistic was being used for “typical” wait time, what summary statistic(s) should they use? Explain your reasoning.
h. Does the distribution of the data play any role in analyzing the appropriate staffing requirements? Explain your reasoning.
