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Best Practice for China Contact Center Industry
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{125 K1l Forecasting activity k2 iAn] Recognition by senior management
IR FEiL £ Workforce management

51 T3 Motivating staff
T 4H% Recruiting staff
BTk Staff stress
R T 4% Retaining staff
BARE RS T4 Technology

(DLA

BSR4 HAR - Unachievable targets

Lack of career prospects
DRI () LAFE - Boring, monotonous work
EE M FFAE Poor supervision
TAEES K Pressure
HPEASRIE  Inflexible shifts
RBBIAL  Insufficient breaks
MR AT H9% P Difficult customers
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Information
Accessibilty

Load

Communications speed

Access preference
Communication skils
Language abilty
Maod

Knowledge
Expectations

Deskiop tools/capabilties

Management reports ot apens

Programming
cn

Knowledge
Communications skills
Aptituges and abiltes

Training
Empowerment (authority)
After call work

Result Adnerence o schedule
ealth
Motivation i
e ighting
2 Noise
Environment Chair
CDs stem| Scrests
Branching Y Appearance
Scripting
CPU capacity
peech rec DTMF Routingldistribution rules
Responseume Mgmt. reparts
Work offloadin

User capabiliies
Wenagement repots

exchange
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HEHEM: “Get the right number of people in the right places at the right time, do the right
thing. ” (FEIEWMKHAERKER, HERBENAR, MERKE)
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Service Level Performance Summary

60% B Above SL Objective
50% 0 At SL Objective
a0% B Below SL Objective

Percent of Day

e~ 398353338838
Day Of Month
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1.0 #5751
(Definition & Direction)

LIZIEES PEIISES
(Driver) | (Enabler)

2.0 %J" (Customer)
3.0 fiH (Strategy)
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IS (Inbound) IRy by 23 50 3 S5 i
TRINEEIE (B 25 36 40.5
FHEER P (5D 33 44 3.2 6.2
FH 55 TR (5D 12 2 88 2.7
TRIRFEREI A (%) 4.30% 5.40% 5.10%
TEIHEBA I 1] CBD) 30 49.7 60.8
PRI UITI SERE (%) 83%|  78.30%|  20.30%
SPSUT I B 5 P ) L 4.84% 7.97%|  10.23%
SERTSR S (%) 80% 76%|  16.70%
THIRSE 2 BRI ] (B 50 69.5 75.7
SEIHPEET R (%) 92%|  90.20% 9.60%
SE R (%) 92%|  86.20%|  19.70%
A8/ N FEATSRIP A Ab 3 it 65 74.6 64.8
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TFHl: +86 13801307453

f£IL: +86 10 87765734

HLFlEFF: cces@cces.com.cn
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