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Abstract (# < &)

In today’'s e-business environment,
companies need to do more than differentiate
their products and services from competitors.
Service quality and Customer Relationship
Management (CRM) are essentia to
providing a company with a competitive
market advantage. Among all of the different
CRM approaches, call center services are an
important means to build and maintain
relationships with customers. The Internet
and wireless communication technologies
have revolutionized the interaction between
customers and enterprises. This research
applies the Internet, Web-based interfaces,
and mobile telephony technologies to
enhance interaction with customers. The
research shows how an integrated call center
is designed to deliver Internet, mobile, and
voice-based customer services. The multi-
channel applications enable powerful cal
center service models to achieve the
advanced goals promoted by CRM advocates.
This paper depicts the development of a
prototype call center system using the
combination of Internet and mobile platforms
to demonstrate the feasibility and the
versatility of integrated call center functions

The purpose of this year's research is to
andyze the spirit of CRM and the
relationship between CRM and E-Commerce.



Then we will find the structure and functions
of call centers, cause these researches are
very important for designing the web-based
call center.

Keywords: E-Commerce, Call Center
Services, Contact Center, Customer
Relationship Management, Mobile
Commerce
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