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Abstract

In a competitive environment with dynamic incoming calls, it’s quite important for call
center managers to master customer requirements efficiently, to improve service level
effectively in coordination with business processes, and therefore contributes to the promotion
of the perceived service quality for customers. However, a workable instruction capable of
guiding the implementation processes is still scanty. In this paper, we try to develop a series
of systematic procedures in an attempt to deal with such a dilemma. First, we propose a.
service quality analytical model managed to identify possible factors which may affect service
quality of call centers, a survey is then conducted to collect the Voice of Customer (VOC),
which plays the role of the basis for understanding pefceived service quality of call center
users. Second, the Quality Function Deployment (QFD) is employed in accordance with
technical features of service providing system to derive the relationship matrix of service
quality, thereby the Quality House and Affinity Diagram are introduced to draw determinants
of service quality and their corresponding activities performer. Finally, the results obtained
in previous steps may serve as the foundation for further analysis to achieve high service level.

An empirical study was conducted and lends credibility to our approach proposed.

Keywords: Call Center, Service Quality, Quality Function Deployment
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JLERAL N F] 044k Carlzon (1987) ik T 8# —4 B T h4adaey 15 #0480 > 3t
R TEEACEALABMESH FOE & 0 B 15 #4885 4 Bl4E0d4] (Moment of Truth) ;o —
1B 2h #7250 R P (Call Center ) H— RAEPTHE L NG ARAZLHEE
BN BT HEHE - RFLEN  BBIRRAELAER - B AWEF
BB FCLRELCERFFEMURIREHE - ATELEH EHLFE—SRAE
EIRA o H (Service Quality ) * &3 FTE A5 BRARIYHERF &> AE—F 2 (One
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R~ BRI

~ BBESEES
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(Z)RAE & % P9 363 %) %98 (Internal Metrics Variables) : &3 B E & — ko™ £ %
-3y e 83 & (Average speed of answer) » $1% BF M (Queue time ) v 5 — k= v Bp 7 5%,
B ERRAEZ bR (% Firstcall) $Ld:paepb % (% Abandon) % o

INTERNAL Telephonic EXTERNAL

METRICS Moment of Truth > METRICS

N

Information Human Team
Technology Resources Supervisor

Training Telecom
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B RSB 3T c AAEIRHERT S ERARBTREER L » BAMEH
& X BATEEEE (Voice of Customer » VOC) ¢y » A TRER YT QIRB A%KZ
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(—) BRIERFA/IERI4|EEIE ( External Metrics Variables ) :
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RS A B 5] B 32 o v 8 ERBEEHY  B—MBHAER (TSR) FH&. 0

I1

(Call per Hour ) 38 vl o BR B 2 R B
. Fle R ek &y s LR B A B35 (IVR) fe kA B (TSR)
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(—)B£RR  AERAEN Anton (1997) #F %42 A MH 8 ERF B ERHE
FAARAN  SHBERHRS R ERLZIZARPEEIAG B X BRI EHEE
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1. &% & (Content Validity) : AR & & T 5142 v A 4# 5 FLEMR S F Xk > 3]
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