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Abstract

In order to be competitive in the market, companies must understand
customers better than their competitors and quickly respond to their needs.
The first concern is to keep the customer loyal since it costs six times
more to find a new customer than to keep an existing one. To find customers,
retain customers, and maximize customer profitability is the essence of
Customer Relationship Management (CRM).

This research covers the issues such as how a web -based contact center
(WBCC) be built so that it can out-perform a traditional phone-based call
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center. The advantages of Internet utilization for developing powerful
contact center are also studied. We select an industrial sector as
scenario todevelop a prototype WBCC system. The functions of WBCC include
the real-time interaction, e-mail analysis, FAQs, dynamistic
distribution of incoming comection, historical interactive record
storage and customer service data analysis. This research demonstrates
the feasibility and the importance of the web-based contact center. The
principals and methods for systematically developing a web based contact
center are also depicted in this project.
Keywords: E-Commerce, Customer Relationship Management (CRM), Contact
Center
. ,35“3 g7 g
LR TRE Y AL ER L A h i fXE RN B L hE L BT

PR Rl IR PR E R A AR R BB Y ERY B
L ECHEBE Y »REE M 27 ? 72 (Customer Relatlonshlp Management, CRM) 2 = %
EFEFPEREL AR B A '141@ g 387 0 CRM s gfes &
2 \’iééiziz:;ﬁ@rﬁj Foen? 2 {ohp £aE 2 L4Fenl o fripi il B
BRRBY o fERE EYEREE mwﬁz FE LA AR L N EA 0
L E RF AR m&d EORA end k> KW R Jopg B AR AL o

FRARRBROER? SR LORRHE 2L F LT MR SEHE
3 F 0 RP I P EE PFROPHEF R BHTRF- £ FREP 2%
FRAFRES 1@?”‘”‘“’ u“:iﬁt*%ﬁﬁ'é P D] - Bk e 4 F 5ot 0 doim
BFREDOLFRY S 5 L FREAF - FAiem BF LB R T 27 hT
2 BAEE DG :T'w .tgyz EREEF AR WA v e LY (i kE
REE WPF » PR - $ - FA R o

@ EJR Y (CaII Center or Contact Center - CC)#r4»> gk & i}w\ﬁ 3
@ﬁ’%‘.{"”{u—m'ﬁﬁvfﬁgﬂ"ﬂ?ilﬁml‘mﬂdzﬁw Xﬁfﬁé\‘ % 2 AR
NPT HE R EFRED SREERANE RIS R E TR
FOEAR DY PR EIRG RE AR A E T B o R B
S CC Al SAZ BRI T FIPHOAUL » EECFL T o B+ pR
M > B-CCenfB4| R 3t H P > G L EIRA 4 > SR LA T
#&i—*éé; AR A SR B R RARZ ST ERF o AT 2 B h

B - B i Aaffet 2R <« (Web Based Contact Center —
WBCC Prototype) » i F & & * &Scenario AT AR LI S R TR g
fepg 2 cna fe 4o d > METREEM B g P o

v‘F-

F_*

@
1\-3 R
-
\xﬂb «-m

RETF G 245 LT ST g



(1) 41* &35 B % 1 2 (Java Related Technologies, HTML, ASP---)
i# 7 # (fundamental) s~ WBCC % £ -

EPLmsap £AET > £ & e Scenario e

2 &4 7 R i L 2.3 |

eyt eTiE O an Scenarlo 0w B FitE2 =L '
(3) 4%+#1iF o) ¢ Scenari SE{ & ¥ 2L WBCC #+4)

AFIRBEBL CC EHE &

WBCC 28 2 JRAZH S (Bl - #777) @ s B4 6 Sz A o

Unsatisfiedwith the outeome

A
Want yet statc information  Browsing  Have teceived information

Orter taking or trecking

Satisfied with he outcome / Log off

Custorers Lo on e st | Virttals speortcservee|  Customer senice ave oot sarics| Sastewit ths sutcre?
L

Pre-sales infarmation

Wiite down the quest Waiting for response / Log off
Can notfind ansviers

& ——4

Gontactwith the agents

Getthe answers f Loy off

Bl- ~WBCC % 4% iz

L

*pi~35%§%@’”?’bﬁﬁé %ﬁ@%ﬂt‘% ?
LA I BPRE PRI B AR TR Y hT S R
)2

'/-“}!’-l‘:&’q ﬁvmﬂ_l‘ o

‘Web Based Call Center

\_,

FEROAHERRARTY AR OHTE KL

b
1 FTP % (1 ¢
! =i | MsEIn
- i [ )
b | . |1, ApenisPC Ag
Gieneral Pulic's Pt 1 Weh Server Intranst Ser
(IE. Netscape Browser)

r
I UWS 2o (Window NT 4.0)

&fmﬁw’@@»mm%»’@/
FRIREER I LD e

:@zﬁl?@?ﬁ i@ ‘% ¢ e WBCC r % w:%%"‘ o heBlZ om0 Bt ARG BEE KRR
T A \gﬁ¢&~MQyEwmlaﬁj%%%ﬁiﬁﬂ’ﬁziﬁeﬁ
RAEPF T 0L LAl FAQS 2.7 7 4% B R4 2

B d

A FTREE BB 7S 0 2

,\

23%3

)



(7 Mg EMal ag il foa @R A f o AT I R TR T B s ]
BERAR R - TS B ARl ST e

3 ek 0 s il o AGE]
=

FE-We= D04 Bwe amenr Jiew LT - D
Ry [ e 119w,

=] PR | aw e

Houi Liu, 2000

o= [t
- =2z %, £
Bl= ~ w3 WBCC % rrT
[ 3 ko 5o e E |
) A Ciwe amnne Jiw b DD

T

SE [T T

Blz -~ LiveAgent ]

b AREHIRL R B AR BT R ERBRA TR
BB R (43 kg e BT TR 0 b iﬁ * Web g E s ks g
AR R DR E DL E AR TR Gebe L BRI
CRBEH GG AR SR AT AR ER AR RIR ITHZ B
S EFH@ ) 2 TUT I T I RAEEE K2 FEEE

> 25 Web it i o

hat
=



[ web Based Call Center. x|
B =i} 1 ek IR E ]

[EEE

HLEESRAEN Sam

gentemsHi

HELR: Alex Custamer—=Hello.
Customer--=There is some problem about investment
# & [ sEE & A

weAm: [1o750214 ®  m: | AL
LI BT S
w o om: | A6 & A: [700000E

HEEARMTFG [
® w@): [ oosmssiez
m m@: [ ooozameos
mFam: | oss@enuedtn

HALA IR 25 25504 28

# ik

[@ BERE e OLE |

=
T O [Alex E @ [aex
=E 4= [mEs #E HI: & =B 3
s HHA - PE>c 1975 | & [0z | A |14 | A
E--3 B s+ -
- E T =1
= +% - IﬁN§EA§ vl
o M B = RNy
.4 A |7n,nnni>£i vl

Hiw HARDLCFTFIo: ¢ B -

2 BF A& : [o@33855182 k=23 & : [0z-zz4s803a |
Email : |e863835 @0z nthu_edu tw |
F R e |
1E BE 1 SIESRPFOTH ENEEE 252 ESTES4- 208
E | = |
[EESE . ue I

P ) vy
ES A S

SEELE

\

LR
ARl o J5d WBCCSystem s2 g% & > 7 e pl & kit 7 - Contact
Centeriz =2 ¥ it » 5 EFHET IR S 2y g2 i o

-

53
éiﬁﬁ% w B el R d R RleTE B 2

EFEGATIRY AR R B0 T U RRER ST REL T
%éﬁﬂmWﬁ,ugiﬁ%%£%1&$E°

o FlAGHEIATR R kS - A & enf A (prototype) 78 H 0 X B & IF e
Ej\;é WA L ET SR iR Sd AR l'i,w:m*ﬁﬂ? e
mma:a%ﬂ%»@ﬁwﬁiﬁﬁiﬂ’ﬁﬁﬁm;—~yﬁﬁf
BT 2 APHATE B 2 WBCC kst 2 &
TpE o - R R ﬁﬂ’i‘ﬁﬁi&%?ﬁﬂlﬁ v g E B
Brpr s B E AR L T W o E TR R g I
W4y ML E b http//eb.ienthu.edu.tw © Research Highlighti;'g‘?iﬁ o

TR B AT A AL 2 M YT F T No. 19,22, 24,25 -

L

1%

R

._.

L L
2
,J.'—»°

i SRR E@ . 2 p
¢ vgam&aﬂ

K




5 R

Anton f 1999, Call Center Benichmark Report, Center for Customer-Driven Quality,
Purdue University

Anton J., 2000, The past, present and future of customer access centers, /nternational
Journal of Service Industry Management, Vol. 11 No.2, 120-130

Anton J. and Postmus R., 1999, The CRM Performance Index For Web Based
Customer Relationship Management, CCDQ, Purdue University

Berson A., 2000, Building Data Mining Applications for CRM, Mc Graw Hill

Butler S., 2000, Changing the Game: CRM in the e-World, Journal of Business
Srategy, March/April, 13 -14

Fang H. W., 1998, The essential elements for building a call center, Information and
Computer, February, 39-43

Feinberg R. and Kim 1., 2000, Operational Determinants of Caller Satisfaction in The
Call Center, International Journal of Service Industry Management, Vol. 11,
131-141

Flanagan T. and Safdie E., 2000, Building a Successful CRM Environment, The
Applied Technologies Group, Accessed: 1 Oct. 2000

http://www.techguide.com/dw/bldgcrm.shtml

Gable R., 1993, /nbound call centers: design, implementation, and management,
Artech House

Goff L., 2000, CRM The Cutting Edge of Servicing Customers, Computerworld,
February, 78 —80

Griffin J., 1996, The Internet's Expanding Role in Building Customer Loyalty,
Internet Marketing, November, 50-53

Halowell R., 1996, The relationships of customer satisfaction, customer loyalty, and
profitability: an empirical study, /nternational Journal of Service Industry
Management, Vol. 7 No.4, 27-42

Hubaux J.P, Gbaguidi C., Kpppenhoefer S. and Boudec J.Y., 1999, The impact of the
Internet on telecommunication architectures, Computer Networks, Vol. 31, Issue: 3,
February 11, 257-273

Huson S., 1998, Diamond In The Rough: Bringing To Light Customer Information
Through Data Mining, Call Center Solutions, July, 104-116

Imhoff C., 2000, Customer Relationship Management Building an Environment for
the Future, The Applied Technologies Group, Accessed: 1 Nov. 2000

http://www.techguide.com/dw/crmenv.shtml

JutlaD., Bodorik P, Davis C., 1999, Making Business Sense of Electronic Commerce,
|EEE, March, 67-75




Kotler P, 1994, Chapter 10-ldentifying Market Segments and Selecting Target
Markets, Marketing Management, Prentice Hall, 262-287

Ohaegbu, K. and Devgan, S.S., 2000, Customer Relationship Management In
E-Commerce: The Call Center Solution, Southeastcon 2000 Proceedings of the
|EEE, 391-394

Prabhaker P, Sheehan M., Coppett J., 1997, The power of technology in business
selling: cal centers, Journal of Business & Industrial Marketing, Vol. 3/4, 220-231

Turban E., Lee J., King D. and Chung M., 1999, Electronic Commerce: A Managerial
Perspective, Prentice Hall

Turowski K., 1999, A virtual electronic call center solution for mass customization,
Proceedings of the 32™ Annual Hawaii International Conference on System
Sciences, 1- 10

Ravi K. and Robinson M., 1999, Chapter 5-Customer Relationship Management:
Integrating Processes to Build Relationships, e-Business: Roadmap for Siccess,
Addison-Wesley, 109-135

Sisk K., 1995, Successful telemarketing: The complete handbook on managing a
profitable telemarketing call center, McGraw-Hill

White R. and Seidman B., 2000, Building A Sustainable E-Business CRM Strategy,
Call Center CRM Solutions, January, 44-49



	page1
	page2
	page3
	page4
	page5
	page6
	page7
	page8

