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ABSTRACT
With respect to many enterprises, customer-services call center is the
closest unit to their clients and customers other than sales departments. The
importance of evaluating the performances of customer-services call center is
always neglected by many researches. The strategic business unit, such as
customer-services call center, cannot be evaluated merely based on financial

reports.

Therefore, the Hsiang Shuo Enterprise Co., Ltd, a road-side service
company is selected as an example for case study. The company carries the
philosophy of “Automobile Association” to provide services to its customers.
For sampling surveys, questionnaires and telephone interviews are performed
towards end customers, road-side service chauffeurs, on-site company staffs,
and enterprise customers. The “Critical Incident Technique” is adopted to gather
information with the help of the “Triangulation Method” to infer data analysis to
conclude the six aspects of new balanced scorecard. The six aspects are
consisted of products and services, interactive accountability process and
regulations, information systems, human resources, customers, and finance,
instead of the four aspects of standard balanced scorecard, which includes
finance, customers, internal business processes, and learning and growth. The
new integrated six aspects have passed the “Consistency Ratio Test” by means
of the “Analytic Hierarchy Process Survey” indicating that it reflects the unique

characteristics of the industry.
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In this search, the Six Diagrams is generated from the six aspects and the
relating KPI items and further propose the “Enterprise Interactive Accountability
Process” from the cause-and-effect relationship of customer-services call
center’s performance evaluation system. The process is composed of eight
components: innovation, enterprises customer specification, education and
training, service execution, service achievement evaluation, general customers
relationship enhancement, and enterprises customers’ relationship enhancement.
Due to the Enterprise Interactive Accountability Process’ correlation and
completeness, it enables the call center to keep on executing, gaining feedback,
and improving in the circulation of innovation, the previous service, the
executive service, and the after-sales service stage. As a result, the call center

would gradually achieve perfection.

By applying these six aspects and weighting proportion have been
developed, the twenty-nine key performance items, and the eighty-one key
performance indexes have been along with their degrees of importance, and
weighting proportions. The data have been proved with high reliability and
accuracy through questionnaires survey, scaling investigation to test their
reliability and validity. According to each key performance index and the study
of each definition, measurement, and action plan, therefore the performance
evaluation system is established in order to fit for the characteristics of the

road-side service industry.

Key words : Call Center ~ Road-Side Service ~ Balanced Scorecard ~ Key
Performance Index ~ Hsiang Shuo Enterprise ~ Automobile Association ~ Critical
Incident Technique ~ Triangulation ~ Analytic Hierarchy Process ~ The Six

Diagrams
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