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2019 MCU School of Management Business Ethics Case Competition

An insurance company purchased and installed an artificial intelligence software that
can monitor a customer service representative’s (CSR) emotion and attitude during a
phone conversation with a customer and evaluate with a score. In 30 seconds into
the conversation the system gives the first score and suggestions for improvement,
such as “not aggressive enough” or “talk too slowly”. At one minute the system
gives the second score and suggestions. If part of the second suggestions is the
same as the first ones, it implies that the CSR did not follow the suggestions and a
warning is issues. A final evaluation and a score is given at the end of conversation.
A weekly report of all the CSRs is sent to manager Wang, and is discussed in a
meeting on Monday morning. The CSR with the top weekly score is presented an
award of $1000, while the one with the lowest score will get a warning. If a CSR gets
three warnings in a month, that person will be asked to participate in a performance
improvement program (PIP). Record shows that people who have been in the PIP
are most likely to be let go in a layoff.

Amei had been a top performing CSR before installing this software. However, she

already has two warnings this month. Wang asked Amei to come into his office,

“What happened to you? You were performing so well. What’s going on now?”

“I don’t know!” Amei is almost crying,

“I did everything the system asked me to do! Besides, not a single customer
complained about me, and | still get top evaluation from the customers! | mean this
software sucks! We have been working together for more than eight years. Do you

believe in me or the stupid system?”

Amei left the office angrily. Wang looked at the report for this week. Amei again

has the lowest score. What should he do?

Questions:
1. Who are the stakeholders in this case?

2. What ethical issues do you spot in this case?

3. What would you do if you are Manager Wang?




