= Z8 SHHMGIEEHAA A FIIF AF2 et= DAdHS 3 a3 gt —
et= & 0= DXHE 2EXZAS HlWE S22 — 0 2ol 320 Z2H A H=Y

Ol == 1 H BNz DARHEHS Sdl OXdH 22 S U SMOl 28 W

Reservation Center, Call Center, Service Center, Answer Center, Customer
Communication Center S2| Ctst 01522 HAECH. TWEH, oA, 2ESGHH, 2
SAXNUHX= DXHHE (customer center)s &8s O DUER S L AMHIA HLO0]
Jgdde 2UEe f£d)|Is2E QAR LD U= 21A01 JILB IS U DM M O3

2| 2te| ™ 25 (CRM
+3#Hot=(Mitchel |, 1998;

oal
r
ox

& MIE{(Strategic Customer Marketing Center
Strategy) ®IHSl SHAIME OIX XX 2o SR A&

Anton 2000, p.123)" DJIZ¥2l H D24 HRLIAHOIE HEOIC.
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DAMES JIY YO HHAN FQ

o — — T/ T

0x

2 4 Os2 40tK 070 AM 20t 2 = UL,

DMHIE =Xo| I L EHab @ DAHAIFHO =Xtes AHZUZ20M =t
UASM (Feinberg, Kim, Hokama 2000). RZILIZINAE F2lE 2Ho=2
(]

c
OtLict, =AIE S92 dHI2AMAT ZBRoH 2 UL,

a2 ZEEQ NAHMHAEN st AIZS B3 A0 CHet =& JIXIS &40l &It
&0l ek(Blumberg 1991) LDHME O st ZHECQ Al2Z= Cost CenterOlA Profit
Center& &X "2 ULEH.

DAHAEH XA AE 722 2HE @ 0=9 IS, AZEN L 245 DHHEH AUl
A0 CHSE AIE XHMICQ & B2 H&E(1998E=-2003H)01 20.2% (Vilsoet, Bob, 20014
Call Center Campus Conference)Lt &I0f, 180 2+HO| AMER HR0 SAotD JA20, DA
HEH 20 2 15022 S AFE0tD AWM, EH2F ola SItE2 17.3% 0ICHPurdue Study,
2001).

ol

= M3 D24HE(Global Customer Center)2l SJF ¥ ERA : AIES 22Xt &M A
Mg st 2 DMAME(global customer center)T Egol 2T UCHO,
MasterCard International, 7992 =M F=&IE D2HUHH HSB, PolaroidAt2l Global

Web Customer Service Center; www.polaroid.com/service; Anton 2000, p.121)
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P2 A9 KL S QAE Dol ZHGHN0F SHC.
Anton(1997)2 DAHIES AR S84 =H0 2o Ch22 49tXIE MAISHCEH.

1. B4 2Z=3Xl (call center performance measurements),

2. =&l =&X (revenue-related performance measurements)

3. HIE&& =&X (cost-related performance measurements)

4. MHIA == 281 =3I (quality of service performance measurements)

5. % S3 olZ= (first and one contact resolution)
2. 6 DAHES Technology &
DHHE A Jl=(Technology)ll X 2HHIZ0 et HIE2 2460 /U2, SS8H
322 ROIE 20% Al &&AIZ == UCH (Prabhaker, Sheehan, and Coppen 1997). =&
|=2 ANl(automatic number identification: QIS B1S X& QIAAIAE), Data
Warehousing(S&tAtE2 2F/E& AMAH), Internet Faxing, Speech Recognition(S4 QlAl
(o, EdifyAt2l VvCSR JHE), Intelligent Call PRouting(Xls JIx Qs 018),
CTI(Computer Telephone Integration), Predictive Dailing(QlX HdEE3 AAEH) SOl
QUCE.
THMESZ, Speech Recognition Jl=& LW SHOIAS SotH DAHE IUHsH2=z 2
K& £ e JI=0ICH. BtKIgH, OtEe st YU E 2lAdte SHHOIH, S&S S
O SHoIA2 OFR ASE D UX RotCh. L&, Beloldle otlt, 1 SE0l UA0A o2t
o BHUAM Hot2 = Y= Uxs =22 FXs= Rote 2401 2H=z NEZZHD Y
Ct.(Coin 1998) Intelligent Call Routing Jl=& CTI Jl=2 &8 % 0249 J|g 0/l
O JIE ¥ ELQE S YR Jlz=F2 140t el 22 iEdt= JI=0IC.,
Olzigt AD|=2 LDAMHEE HISHEONA OlUMEZO IHEHOIE IJisotAH ot U
Ct. (Anderson and Taylor 1998) CTI(Computer Telephone Interface) JI&=2 FFHSL} &S
E AZAAMN SN 272 ZRIEEE ZRH MNEIEZRH 222 0t =
U[e= JI=0ICH. CTIQ EE2 DX AHE SS2HLZ 22 == A= JI==2M, =8
X Z2[(reactive management)E 128 Hel S Xz0l Jlx=8t H=H 2el(proactive

o
management )2 MEAIZ 2= QUCH. Chirannky(1998)2 CTI9] MU HE
ACH.  H1HHE=E XNsSSEIl, HAE WeII(PBX) ¥ Sst 2HHD
He =IOIHES 28&A 2 AE
X 22 sgE U=
2= CTIZA
al

8 & StERAINE
c

o
Q'E
=)
fa

o
He

Ju}
0
0l
=
[>
0z
|0
HU
x
o
A

e e
o

o

=
Mo 2 Y
2 210

i
o 0x Ut K oM
10 rr

2

04

0cf
K

=got= SAHOICH 3HH= 2

& dFENS BS54
0 S4AQ A=z A CTI 2 IS
intel ligent network call routing % workforce management
HUHE SE2Z 2elg 2 U= virtual call center2 A& 2

i
J

2oy
M 9
m
Im > i
0 on
U
re o
[
il
w
p=]
[
N
mo 0
e
>
~
I

@
pL
©
]
o
rr
o
-
N

= AUCH. Predictive Dailing 2= outbound E3t2 &84
=M RSE, S35 2, NSSEI

= o
=) S S =) =)
R0 A4ER0HN SSE

mo = wv o |H

J2 30

to

— [ i e R L)

(@]

ot
Ct
Natoz, NHMAEHE EUe 258 ) 8222 Multi-Media Call Center®2 ZH
0 U2, (Moon, Bong Ki, Jae Kyu Lee, Kyoung Jun Lee, 2000), Ol2i0il= VOIP(Voice



Over the Internet Protocol), database engines, knowledgeware, e-mail management
software, value-based caller routing, computer-simulated training, middleware S0|
2% 2102 =522 JACH (Anton 2000)



