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Israeli news 
.. Focus on issues . 

-
Look out, India: lerusalemfightingfor its share of the ·call centre market 

, .. ' -. . 

By DINA KRAFT 
Editor's note: 

The following story 
has been selected for 
inclusion in The 
Jewish Post & News, 
not only hecause it is 
interesting, . hut 
because Brett Steiner, 
who is a former 
lYinnipegger, and who 
now lives in 
Jerusalem, has been 
working at the call 
centre that is the sub
ject of this story, for 
the pastfour months. 

Brett's very succes
sui experience, thus 
faJ~ at IDT, where he 
is among the leaders 
in terms of the mea-
surement rankings 
maintained there, 
might serve as an 
example for other 

BRETT STEINER (at right), a Jewish former Winnipegger with 
Bernie Bellan in Jerusalem. Steiner works at IDT Global Services, the 
Jerusalem call.centre that's the subject of this story. 

young Winnipeg Jews who may be 
considering moving to Israel, yet 
are unsure oj their job prospects 
once there. 

Not only is the pay scale at this 
particular call centre relatively 
high, in comparison with the aver
age Israeli salary, the work envi
ronment is state-oj-the art, and is 
particularly appealling to young 
North Americans. 

JERUSALEM (JTA) - Pacing 
the floor of his cubicle, a young 
man in Jerusalem speaks into 
hisheadset to an American client 
named Brandy over 6,000 miles 
away and convinces her not to ter
minate her American Online 

. membership. 
Around him, hundreds of other 

agents are hustling to find and 

A supervisor checks a log on a computer in the AOL client 
services department at the IDT center in Jerusalem, 
February 28,2006. Credit: Brian Hend/erI.lTA. 

keep clients at IDT Global Services, Israel's 
largest call center. Some are working with dis
gruntled AOL clients seeking to end their mem
bership, others are telemarketers selling sub
scriptions to the Wall Street Journal in Europe, 
arranging appointments to show apartment 
rentals in New Jersey, fund-raising for Jewish 
federations, or selling baseball tickets to 
Minnesota Twins games. 

"It is one of the only places outside of the U.S. 
that you have this type of concentration of high
ly.skilled native" speakers of American English, 
saId Yoel Keren, 34, who immigrated to Israel 
from Oklahoma and works in the company's 
AOL department. "That is the edge you cannot 
get anywhere else." 

Investors in businesses in Jerusalem and ~ity 
government officials are trying to find their 
niche in the multibillion-dollar international call 
center and outsourcing industry. 

The city's main selling point is its highly edu
cated expatriate and immigrant population who 
share a native tongue and cultural affinity with 
their clients. 

This is what sets Jerusalem apart from the call
center powerhouses of India and Ireland, accord
ing to industry executives here. 

"We market ourselves as a boutique call cen
ter," said Janine Kutliroff, CEO of IDT Global 
Services. 

Another key selling point is that labor costs are 
roughly 40 percent to 60 percent cheaper in 
Israel than in North American and European 
cities, although the· costs are more expensive 
than in India. 

At IDT Global Services, most of the business 
is done is in English by workers from North 
America or England, but there are also depart
ments that work entirely in German, French, 
Spanish and Dutch. 

Meanwhile, the Jerusalem municipality is 
offering tax breaks for companies, and rent sub
sidies for new employees who move to the city. 

The Israeli government, keen to bring down 
high unemployment rates in the capital city and 
in southern Israel, is also helping underwrite part 
of the hiring costs for companies establishing 
call centers and outsourcing. 

"The real challenge now" is promoting 
Jerusalem to companies around the world, said 
Eli Kazhdan, a business consultant who has been 
in involved in promoting the outsourcing indus
try in Jerusalem. 

lOT Global Services, the Jerusalem subsidiary 
of IDT, one of the largest telecom providers in 
the United States, opened in 2002 with 20 
employees. It now has close to 1,000 workers, 
making it the largest call center in Jerusalem, 
and one of the city's largest employers. The fIrm 
is also planning to open other locations in· Israel. 

Opening a call center in Jerusalem was the idea 

of IDT's founder, Howard Jonas. Jonas, an 
observant Jew and Zionist, was dismayed by the 
level of unemployment in the city during a visit 
after the outbreak of the second intifada. 

He soon opened the Jerusalem office, which 
has since become the headquarters of his other 
call centers in New Jersey, Mexico and Ireland. 

"People feel comfortable with the environ, 
ment, working within their own language and 
culture," said Gary Heller, 29, who immigrated 
to Israel from South Africa and supervises a tele
marketing team selling Wall Street Journal sub
scriptions. 

Employees at IDT are drawn from all seg
ments of society - students and those approach
ing retirement, religious and secular. Weekly 
recruitment sessions often draw large crowds. 

Employee retention, however, is a challenge. 
One factor in this is the hours - many employees 
must work evening or overnight hours. Also, 
some new immigrants take the firm's telemar
keting jobs out of necessity when they arrive in 
the country, and quit when they find employ
ment more suited to their education and training. 

A fervently Orthodox man who gave only his 
first name said his customer service job with one 
of IDT's long distance phone providers has been 
one of the best jobs he has had since immigrat
ing from the United States .more than 25 years 
ago. 

Natan, a father of six, had been unemployed 
for four years before taking the IDT job. 

"Management understands the workers' needs 
and make it easier for us," said Natan, citing the 
bus fare to work provided by the company. 

Michael Barnett, director of marketing for lOT 
Global Services, joked that the four floors of a 
shimmering office tower where the business is 
located is "Little America." 

It's almost entirely an English-speaking work 
environment and there is even a barbecue on 
July 4, U.S. Independence Day, he said. 

The company provides some American-style 
perks in the office building, including an indoor 
pool, gym and video games, the latter offered in 
a cafeteria· that serves fresh salads, sushi and 
pizza. Recreating an American- style corporate 
structure, there are also clear advancement 
tracks and benefit packages. 

There is also an intensive Hebrew-language 
course. "It's a soft landing for people who have 
made aliyah," said Judy Lowy, director of 
recruitment for the company. 

The company also offers outsourcing services 
to its clients, including legal and financial ser
vices, translation work and graphic art design. 

Its legal services department, called Outside 
Counsel Solutions, occupies a hushed swath of 
rooms. There, American-trained lawyers, several 
of them trained at Ivy League schools, work on 
corporate transactions, regulatory and tax law as 
well as research for major law firms in the 
United States. 

For its some 20 lawyers, immigrants from the 
United States, many of whom have not passed 
the Israeli bar, the work is a good fit. Meanwhile 
their American clients get top work done at 
about one-third to half the cost. 

"It's like a virtual law firm," said Joseph 
Shmidman, the CEO of Outside Counsel 
Solutions. 

Shmidman recounts the pitch he givespoten
tial clients. 

"These are the same attorneys they would be 
working with in Los Angeles, New York or 
Chicago. but beca~se they got the crazy bllg to 
make ahyah and hve 6,000 miles away, they are 
going to cost much less," he said. ' 
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With both military and diplomacy, Israel deepens fight to thwart Hamas 
By DAN BARON 

JERUSALEM 
(JTA) - Even before 
forming a governing 
coalition for Israel, 
Ehud Olmert was 
pressing a two-fisted 
campaign against 
Palestinian telTorism. . 

As representatives 
of the prime minister
elect's Kadima Party 
continued formal 

'" '-:.',' 

. .:, . ,', 

talks with potential Israeli forces fire artillery shells at projectile 
coalition partners rocket launching grounds in Gaza, on April 7, 
April 10, Olmelt con- 2006, in response to Palestinian rocket attacks on 
vened top officials to Israel. Credit: Alllla BroslzllDF. 

. ways of heightening the international rocket-making techniques. 

Strip withdrawal, 
Israel believes it 
cannot afford to 
allow any spread 
of Palestinian ter
rorist tactics. In 
what security 
sources called a 
blow to 
Palestinian capa
bilities in the West 
Bank, troops· 
killed a top fugi
tive who was said 
to have set up· a 
base in· Bethlehem, 
in a bid to import 

isolation of the new Palestinian Authority gov- Olmert says his "convei'gence plan" will bol~ 
ernment under Hamas. ster Israel's hold on major West Bank settlement 

Having cut ties after Hamas won January elec- blocs while evacuating more isolated and hard-
tions in the West Bank and Gaza Strip, Israel for- to-defend enclaves. 
malized the suspension. "The idea is that most of the settlements that 

Israeli officials announced that hencefOlth they would have to be renioved" will be "converged 
would shun foreign dignitaries who maintain ties into the blocs of settlements that will remain 
with the Islamic te1Torist group - a rebuff to under Israeli control," Olmelt told Newsweek in 
Russia and China, countries that already have his first interview with a foreign publication 
weakened U.S.-led isolation efforts by c01l11ing since he won last month's elections. 
senior Hamas officials. "The blocs of settlements which include 

"We need to press the policy already in place Ma'aleh Adumim, the Etzionbloc.alld ArielwN-:' 
and get the world to close ranks around the be augmented by more settlements,":Olineit . 
understanding that a ten-orist government, even said. "The rest of the territories will not have any .. 

the security barrier, but legislator Avraham Vilan 
added that his party would not sit in a coalition 
with the hawkish Yisrael Beiteinu. 

UTJ, which likely would vie for welfare, hous-
. ing and transportation portfolios, expressed sat
isfaction with the talks, but must wait on a deci
sion from the party's religious leaders on joining 
a coalition that is planning withdrawal. 

NO SIGN!! QUICK SALE!! 
SUMMER POSSESSION!! 

2500+ sq. ft. home in the $600,000 to 
· $1.4 M price range - south-west 

Winnipeg - qualified U.S. buyer. 

Please contact Sandy Loptson -
Coldwell Banker National 

Preferred R.E. @ 985-4300 or 
e-mail: homes@mts.net 

WINPARK 
DYNASTY 

THE HIGHEST STANDARDS OF QUALITY, 
INTEGRITY AND SERVICE" 

• PROPERTY MANAGEMENT SPECIALlSTS 
• APARTMENT BUILDINGS 
- NON-PROFIT HOUSING 
- RETAIL, OFF)CE AND INDUSTRIAL 

• COMMERCIAL LEASING AND SALES 

.• ACQUISITION OF INVESTMENT PROPERTIES 

MARTIN FINGOLD ALLAN BORQDKIN 
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Cl.ASSIFIEDS macy with P.A. President Mahmoud Abbas by der more or less along 
not including him in the blacklist. With interna- the route of the West 
tional mediators warning of an economic crisis Bank security fence, 
in Gaza, Olmert also authorized the siphoning and seek U.S. 
off of funds from P.A. tax levies Isi'ael is with- endorsement for the 
holding in order to pay Israeli electricity and move. 
water companies to keep supplying the coastal "The time has come 
strip. for a change, and I am 

On the ground in Gaza, matters were far from absolutely determined 
conciliatory. After months of Palestinian cross- to accomplish it. It's 
border rocket barrages, Israel stepped up its mil- been discussed and 
itary response. Since April 7 at least 18 debated and argued in 
Palestinians, many of them combatants, were Israel for decades. I 
killed by shelling from air, sea and land as the think that there is an 
Israeli army responded to Kassam rocket attacks. opportunity now 

A Palestinian girl was killed and i 3 others which never existed 
were wounded April 10 when an Israeli shell hit before. This is a com-
her house in Beit Lahiya, hospital officials and bination of the posi-
witnesses said. Hadil Ghraben, 8, died shortly tion of the public 
after being taken to the hospital. Her pregnant opinion of Israel, my 
mother and 19-year-old sister were among the commitment, and the 
wounded. The IDF expressed regret, but added understanding and 
that courtyards of private homes in the area were hopefully future sup-
being used as launching pads for rocket attacks port of President 
on Israel. George W. Bush," 

Kassam fire continued April 10. Islamic Jihad Olmert told the maga-
claimed it fired three rockets into southern zme. 
Israel, and the AI-Aksa Brigade said it fired two But with Kadima 
more rockets. One Kassam landed in an open holding only 29 seats 
field near the IDF training base at Zikim, north in the Knesset, Olmert 
of Gaza. On April 9, five Kassams were fired at needs a broad coali-
Israel, but no damage was reported. Hamas' mil- tion. Negotiations 
itary wing threatened April 9 to renew attacks if continued April 10, 
Israel continued shelling Gaza and targeting ter- with Kadima meeting 
rorists. with United Torah 

The Israeli offensive prompted Islamic Jihad, Judaism, Meretz and 
the most violent Palestinian telTorist group since Pensioners Party dele-
Hamas turned its attention to politics, to gates. 
announce two weekends ago that it was sus- Meretz said after-
pending rocket launches for a week. But the ward that Kadima 
decision was reversed within hours. pledged to withdraw 

With Olmert proposing to evacuate swathes of from_ 68 settlements 
the West Bank as a follow-up to last year's Gaza on the other side of 
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PROFESSIONALS 
Certified Gereral Acrounlant 
PHIUP KAHANOVITCH 

B. Comn, (Han), M.BA, C.GA 
• Acroun1irl,J 'Auditi~ 
'Tax'DaIa~ 

212·2211 McPhiIlps St 
W~, MBR2V3M5 

Bus. 339-6969 
Fax. 339-2717 
Res. 334-7086 

TAILOR 

TONY THE TAILOR 
Custom tailoring 

All alterations and repairs 
Men, Womenl . 

& Childrenls Wear 
Suedes' Dresses' Panls 

leathers' Suits' Furs' etc. 
73 Park Place E. 

Tuxedo 
R3P 1C5 
No G.SI 

Ph,895·1955 

Advertise in The 
Jewish Post & News 

Call 694·3332 for 

REAL ESTATE 

Ontul); 
. - i"'"2l 

ADVANCED REALTY 
Buy or sell through us and 

receive Air Miles 

Esther Weinstein 
Joyce Rykiss 

925·7999 
e-mail address:wein@mls.nel 

ASPHALT REPAIR 
D.S.S. Driveway Sealcoat 

Service 
Asphalt Driveways & Lots 

Asphalt over Cement 
Sealcoating & Hot 
rubberize crack fill 

Landscaping & small 
cement jobs 

Free estimates 
334-2024 

SENIORS HOME CARE 

_.____~_~~~!_~:ti_o n ~____L .... 

We ~roviae elaerl~ care, 
c~ilacarel ~omecare, 

nousecleanin~ & launo~ 
Call ~~o·~~1 

FOR RENT· 

TIFFANY TOWERS 
1179 GRANT 

Large 1 bdr) 2 bdr and 
Penthouse suites across 

from Grant Park S.C, 
includes all util. & laundry, 

Bale., fXXJ1l heated undergrd. 
parking l on bus route. 

Contact 
453-5178 

FOR RENT 

LONI BEACH (Gimli) 
3-bedroom cottage 

on double lot 
from July 24th -August 13th. 
Please call (204) 489-8146 

SALES & APPRAISALS 

CALL HARVEY FINEMAN 
FOR HELPFUL ADVICE 

• home contents sales 
• OJnSignment sales 

• garage sales 
• appraisqIs 

~7ANYTlME 


