(Egﬁﬁfjgfgwaﬂg@

BT
Centar

Calicanter inlonmaton Resesrch

=

=

(33 1] A7 E U &> (perforrmance monitoring)

o &

B z2=z2
B ==z

[ IESE-T
| ek

[

os=
o &
B ==
B 2=

EEEE

EHAR RN MTEERR HEHURI}P

Xl : The Global Call Center Report, p.17
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