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Abstract According to the economic advancement, the position of service industry in GDP has increased.
Development of service industry has solved the employment issue and derived the activation of the internal
market. It has contributed to demand creation in health care, education, and culture, enhancing competition of
the manufacturing industry and entire economic development. By the development of information communication
technologies, improvement of the quality of life from those, and changes in the competitive environment,
customers, from businesses and public agencies, or the customer's needs are increasing. In these circumstances,
companies are operating non-face-to-face contact call center for the purpose to communicate with customers,
handle customer complaints, attract and retain new customers. In this study, to improve the performance of the
non-face-to-face contact call center, this study tried to derive the call center's 'Service Process Modeling' and
future policy assignment by analyzing the problem from the research of the service and process summary,
performance evaluation, call center evaluation and etc.
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(Table 1) Understanding the Nature of the

Service Act
‘Who or What is the Direct Recipient of the Service
People Things
Services glirectegi Services directed at goods
% «| atpeople’ s bodies: and other physical
<| § possessions:
o8| " Health care . . .
‘-;’ & | = Passenger Transportation = Freight transportation
£ | o = Beauty salons - Industr1al equipment
$ 2| = Exercise clinics repair and maintenance
o | @[ = Restaurants = Janitorial services
=] E‘—'“ = Haircutting = Laundry and dry cleaning
b - LandsAcaping/Lawn care
o = Veterinary care
=
2| @| Services directed Services directed
g S| atpeople’ s minds: at intangible assets:
=]
ol 3 . .
£ | <<| = Education = Banking
» | 2| = Broadcasting = Legal services
‘S| 2] = Information services = Accounting
S| 2| = Theaters = Securities
= g = Museums = Insurance
5

(Source:: Christopher H. Lovelock, “Classifying Services to Gain
Strategic Marketing Insight” 1983)

Establishing procedures
The manner prescribed document or non-
document to perform any activity or process

!

Process Effectiveness
The extent to which
planned and achieved
1509001:2000

INPUT PROCESS OUTPUT
Including —s Interrelated or ™™ Products,
Resources a set of activities that act Service

Process Efficiency
The results for the resources
used to achieve
1S09004:2000

[Fig. 1] Process Concept

222 HELA ZEMA 2|AX[L|O{R
(Business Process Reengineering: BPR)
Ao v =Y AAIE HMEAIZ] gadX o]y y) 22
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Workforce
Focus

Strategic
Planning

4

Leadership

Results

Leadership
3 Elements

Results
3 Elements

Customer
Focus

Operations
Focus

| Measurement, Analysis & Knowledge Management

[Fig. 2] Malcolm Baldrige Model

(Table 2) Ratings of Malcolm Baldrige Model

Categories Ratings
1. Leadership 120
2. Strategic Planning )
3. Customer Focus 8
4. Measurement, Analysis & 0
Knowledge Management

5. Workforce Focus 5
6. Operations Focus &
7. Results 450

Total 1000

(Source: MBQNA)
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(Table 3) BSC Performance Index and Samples

Item BSC Perspective and Index example
. . How to shareholders for the financial success
Financial
perspective should look? '
Ex] EVA, Profits, Revenue etc.
Customer In order to achieve our vision,
perspective how we should look to our customers do?
Ex] CSI, Market shares etc.
To satisfy shareholders and customers, how
Process we excel in what process should you do?
perspective Ex] Error rate, Delivery compliance rate
Opening time, etc.
In order to achieve our vision to improve the
Learning ahility to change, how should we develop in
and Growth | any way?
perspective Ex] Turnover, training time, employee
satisfaction, etc.

DRIVER
Leadership

i

PROCESS

OUTPUT

INPUT Customer Focus} Process Focus
Productivity Action Productivity Results

N =
Workforce Focus

MEASUREMENT

Measurement, Analysis &
Knowledge Management

[Fig. 31 Productivity Management System Model

(Table 4) Ratings of Productivity Management

System
Categories Ratings
1. Leadership 150
2. Productivity Action 140
3. Customer Focus 120
4. Measurement, Analysis & 0
Knowledge Management

5. Workforce Focus 120
6. Process Focus 180
7. Productivity Results 200

Total 1000

(Source: KPC, PMS System, 2019)
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(Table 5) Performance Index of Call Center

In-bound Out-bound
Service level Cost per call
Average response time Cost per sale
Average waiting time Sales per hour
Working time Average sales value
after talking w/customer OB sales rate
Average processing time Access no. per hour
Compliance rate schedule Yearly revenue/agent
Interruption rate Average income/shift
Seating agent rate Average revenue/shift
Average time
before abandon
Average present rate
Cost per call
Average sales value
O Average calls per agent

O O O O
OO O0OO0OO0OO0OO0OO0O0o

OO0 O0OO0O0o

O O O

(Source: The Past, Present and Future of Customer Access
Centers”, Anton, 2000)
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(Table 6) Example of Call center Performance

Index
Index Contents

Satisfaction after | User satisfaction after service

service

FCR (First Call The first incoming call should be
M | Resolution) perfect for not accessing again from
e Customer
a | Counselling Knowledgement of products and
S | quality services, Emotional counselling, etc.
;1 VOC input Exact input to info. system with
o | accuracy customer needs and claims.
S VOC code should be right for process

improvement

Service level 80% response within 20sec.

M.S enlarge Sales products and services
Contribution to Enlarge for Market share
growth

N | Customer care Existing customer retention efforts

Comply with
data protection

Customers privacy
leakage prevention

Biz innovation Business innovation practices

(Source: 2008 KMAC Conference Manual)
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‘ Call Center System

L

Customers

Information System

! — = = Analog Voice
— — — — Digtl Voice
———— TP Data Line

g

Univesdl 14 IR [N
Queve | Connecton iy @
R

Customers D 1
Authentication
1

Kot

qy Internet/Tel Customers DB
1aIs

§—

I
I
Counselors | iy
| N
! CRM
Custome |
Rg-cﬁ[ : {’ I-Bada
o E ]
Csomer || iy
Info. | b Mobile Customers DB
r Pop-Up | N-Step
I

(

Source: K telco’s System Architecture)

[Fig. 4] Diagram of Call Center Systems
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(Table 7) Key Issues at Non face to face Call
Center

Item Key Issues

1. Leader— Corporate Vision, CEO’s philosophy does

ship not extend to the junior staff

Ex] Lack of opportunity to explain the project
planning &, management direction, CEO’s
lack of listening VOC

Lack of quality control measures of Call

Center System for Contact point employees

Ex] System errors, Info. lacks for
Customer, Delay A/s for System,
Securities, etc.

2. System

Lack of administration of Human Resources

Ex] Announce, Jobs, Adaptability,
Education Claims, Motivation,
Knowledge, Labor Regulations etc.

3. Human
Resources

4. Process Lack of study of working level in spite of a
lot of academic process definition
Ex] Key/Sub tasks depending on

Work flows

5. Results Lack of feedback on performance and goals

of the organization
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(Table 8) Proposed Service Performance Index

Model Contents
Service 1. Leadership (incl. Vision & Planning)
Process | 2. System (Important)
Model 3. Human Resources
(This 4. Process (Standard Counselling)
Study) | 5. Results (incl. Customer, Performance)
1. Leadership
2. Strategic Planning
MB 3. Customer Focus
4. Measurement, Analysis &
Knowledge Management
Model 5. Workforce Focus
6. Operations Focus
7. Results
1. Financial perspective
BSC .
2. Customer perspective
3. Process perspective
Model 4. Learning and Growth perspective
1. Leadership
2. Productivity Activity
PMS 3. Customer and Market‘ Focus
4. Measurement, Analysis &
Knowledge Management
Model 5. Workforce Focus
6. Process Focus
7. Productivity Performance

Vision & Leadership

System

X

Human Resources

Customer
Needs /I Announce, /' Educa- / Work Feedback /. Motiva- /' Retire.
Jobs tion Capa tion Mng

‘ Process |

Customer
Satisfaction,
Market

Expansion

| Results ‘

[Fig. 5] Proposed Service Process Modelling
at the Non face to face Call Center
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Functions

Depending on the value of the customer’s phone
button, provide a wide variety of scenarios and

business

Incoming phone counseling staff to replace the
equipment connected to the telephone exchange
Manage the staffs’ telephone counseling, with

communication with the customer and employee

IVR customer information based on input from
counseling quality materials used

the appropriate distribution to customer calls,

distribute to counseling staff

when consulting with clients looking at the
history of counseling and consulting

Internet, Chatting, O&M System
WEM, FAX, SMS etc.

capability to store the customer information
*IVR: Interactive Voice Response

recording customer responsiveness for

IVR
PBX
CTI
Info.
etc.

(Table 9) Functions of Call Center System
Item

CTI: Computer Telephony Integration

WEM: Work Force Management

Recording
Customer

PBX: Private Branch Exchange
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