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(Customer Contact Center) < Customer Contact>

2000 150 /

« 85% by telephone

* 5% faceto face

* 3% by email

~ Web Site % by all other means

- Mobile @

- Customer Contact 90%

- » FAX,

2
_ (cS) 005 300 /
- « 45% by telephone
-Event, * 25% by web site
- Retention, « 20% by email

* 5% by faceto face
* 5% by all other means

* BenchmarkPortal
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Source : Gartner Research, 2001
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CRM Focused

(CTI) Contact Center Contact Center
. - In/Outbound - -
Mission
-PABX/IVR/CTI/ -
- + (Outdialer) -VolP, ITI -
- - Application| - ERMS EMS ( DW )
- -Web ARS -Outdialer
- DB - DataMart - Advanced Skill
- DB | _ skill Based Routing Based
/ - - One-Stop -
f - - Service Level - -
Point
- (QA) - - /
* PABX = PBX+ACD, Outdialer = Outbound , VoIP = Voice on Internet Protocol, ITI = Internet Telephony Integration

« ERMS= Email Response Management System, EMS= Email Marketing System, Web ARS = Web Auto Response System
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CRM
+  CRM (Customer Relationship Management) YES or NO
- LTV (Llfe Time Value) CRM
- ?
J
« CRM
- Analytic CRM => Segmentation
- Operational CRM => MOT // Process
- Collaborative CRM => Self-Service
CRM ?
. J
- Data ( Data, Behavior Data)
- CRM
- CRM
- ?
J
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2001 730 2006 1,300 .
2001 18% 2006 51% 130
2006 680
—-Ovum 2001 6 14 Report/www.incoming.com

250 2005 14%
- Datamonitor / Call Center Management Review, May 2002

1999 6 2002 10 52%
— Purdue university study, 2002

18,500 , 180 1.2%
— Datamonitor, 2002

2500 100 (2001 )

2000 20 (2001 )
2001 3 8000 ,2002 5 2000 ,2003 6 7000
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I 3. World Best CCC

World Best CCC

1)
2)
3)
4)
5)
6)
7
8)
9)

(Segmentation based customer management)
(Institutional Memory)
(Quality First)
Once and Done
(Strategic Customer Listening)

(Touch paint Alignment)

(Closed-loop Work Process)
(Continuous Improvement)
(Realtime Information Management)
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[l 3. World Best cCC
1) (Segmentation based customer management)
s
* 100% /
- Life Time Value
80%
60%
Platinum
40%
20%
Gold Silver Bronze Tin
1 1
10% 25% 60% 80% 100%

Source: Anton, Jon and Natalie Petouhoff, CRM: The Bottom-line To Optimizing Your ROI, Prentice Hall, 2001
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1) (Segmentation based customer management)

« Value based spending

- Advanced Skill Based Routing

=> segmentation based routing

Routing
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I 3. World Best CCC
1) (Segmentation based customer management)
. — Capital One . 217 call types
- Customer e 54 agentsgroups
Customer | K - Language/
IBS: D -Sales |/

. ¢ 14 switchesand growin
Information 2 &
Based e 45,000+ tests per year
Sa ¢ 3000+ toll-free numbers

Lrategy . ANI,DNIS
- /
- /

14 Switches

*|CR: Intelligent Call Routing
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f FAnt h

2) (Institutional Memory)

.
’ ’ 1
.

@ ﬂ “ @%

eb E-mail Fax
J Call Routing

* Repository l‘____> = -
| istribution L |

oow CTI/ITI  VRU 0A Workforce
ECI s € Monitoring Management
Campaign

N\

application

Content

Call Escalations "
— >

!

/
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3) (Quality First)

H 68%
B 9%
? 2%
1%

= 19% ( )

< 41% -

*28% -
*20% -
*13% -

Source: Purdue University, CCDQ Resear ch 2000
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3) (Quality First)
(ACSI)
S&P500 ACSI Top 50% $240
Bottom 50%  $140
| A e i
& O |
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ACSI ACSI
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3) (Quality First)
TARP _ Market Damage Model
Word of

Loyalty*  \outh**

™ 30% 88%
(]
50%
———
500,000 || 35% 75% 3.0
Customers
> 30% 6.0
50% 25%
> 70% 55% 20

3

Copyright 2002 ©Anton Consulting Inc.



I 3. World Best CCC

3) (Quality First)
=> => =>
. /
- AT&T
( 4 ) 5 )
* World Best
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4) Once & Done

2.3 2.2

2.0 1.8

Source: PwC
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4) Once & Done

First/Final

( )

Complaints

( )

Adherence

( )

Queue Time

( )

Percent Abandon

( )

Speed of Answer

( )

20.1

Source: Purdue University (Call Center Magazine 2001.7 )
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4) Once & Done
- / Process
- Once & Done Call

Transfer
- Follow-up Call
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I 3. World Best CCC

5) (Strategic Customer Listening)
. / s
- ( ) Process
=>
. = ( )+ +
- Cycle \
- (CATS* )

* CATS: Computer Assisted Telephone Survey
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5) (Strategic Customer Listening)
( )
Profile
Alteibidte 1] bl L8R
Foy Ll §1d- 05 LH - §2a0
fhasneh far Fearta five
rarftic inboand oy Darhauel Fiendrs!
i g Solen! ok, pliss Nurssr
Ioagawgn. foe or e LETILES TP
Hemiveoemnis Atrenaare, 454 {urtemey Mamstnctian
Sefeotlan fritenia Trming, tergfians ikiH AT AT, peap ikils

Source: Robert Frances Group
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5) (Strategic Customer Listening)
) Manager
Manager Agent

. (Good Wages) 1 5
0 (Job Security) 2 4
. (Promotion/Growth Oppty.) 3 7
. (Good Working Condition) 4 9
. (Interesting Work) 5 6
. (Personal Loyalty to Workers) 6 8
. (Tactful Disciplining) 7 10
. (Full Appreciation) 8 1
. /

(Sympathetic to Personal Problems) 9 3
. (Feeling “In” On Things) 10 2

Source: Motivating Today's Employees
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6) (Touch Point Alignment)

é H"l!l ﬂmr!.‘.'
Ermaif 1
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6) (Touch Point Alignment)

i LT

Lead

S _ e O
T } - Internet . . O
s - Wez
TR =
T .y . o e @ O
- 'IIIIIHII LT -
Mail O . .
Source: consumer preferences in contacting companies,
awhite paper by Jon Anton and Miranda Volker, 1999.9. O . .
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7) (Closed-loop Work Process)
. (Process)
. (Process)
: Workflow
. Data . , ( )
Cycle
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8) (Continuous Improvement)
. Head Count

I::> J I::> (Root cause) I::>
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9) (Realtime Information Management)

. Timing
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. — Randomly Arrived Calls

. . Burn Out

. Skill Match — Call s
Call

. — Chaos when calls are burst

. ( Inbound )

. Software - s

. /
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. (Passion) Leader

- => Management + Art

(Acknowledgement), (Celebration), (Fun, Excitement),
(Creation of Legacy)
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. Salesman

- Process

. (Manager)

Benchmarking
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. Innovator

- Skill-Up
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