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Abstract Recently, the role of the contact center for business-to-consumer (B2C) operations is becoming more and
more important as the customer contact point. In particular, an Internet Protocol (IP)-based contact center system is
made up of a complicated information system in order to accommodate various customer channels, in addition to the
telephone, and to respond in real time. However, until now, evaluations of contact centers have focused on customer
service-based research from inbound contact centers. We used the contact center as a measure of performance,
focusing on indicators that have traditionally influenced customer satisfaction, such as response rates and service
levels. There is insufficient research on the characteristics of the services that a contact center should have and on
the evaluation models for information systems. The role of information systems is becoming important as the latest
contact center, which has moved from the TDM-driven digital phone system center to the IP-based contact center,
accommodates a variety of digital channels other than voice phones. In particular, as offline branches decrease due
to the development of the Internet and mobile phones, non-facing responses to customers are important, so the contact
center has influenced the enterprise. Therefore, we developed an evaluation model not only in terms of customer
service, but also from information system and business aspects, using the AHP and verifying the evaluation model
through empirical cases. In particular, content analysis was used to ensure objectivity of AHP evaluation items.

Keywords : AHP, Content Anaysis, Contact Center, Evlaution Model, Information System, Customer Satisfaction
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security, usability improvement,
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connection, accessibility,
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improve organizational 22]

performance,
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212 BEAMAH H HIEL|A TWIF AR

AHEA2E S Hrt 7]Ee] AT AHIE AR
t}. DeLone?} MacLean< T2 1T FA% 7} 2] 26|
P AT =t ek ARAIAEES AE FE, A
Bl BrEE Y, ARSI} AREAL Wkl
RHE1 Ao
2313k JRAJAE

LA
25

—

rot
¢

Y

o
O
—

ndividual ImpactE

MR

i)

e X

32 1o 4y g
PO

it oS mlo o

D =
2 oy o

X

By H

fo Tt

i

N

ER

R

>

op

O
o

X

oo Q2 L o o [ L ow
)

>

o
of

~
=
i
ofr
=
32
=
|
3!
s

ta
oft
o
&
o
[¢)

S
@]

=]

(¢

Lo
o
e
>

oY, o
©
oL
el
i)
fru
&,
~
i)

o

lo

i

Agotn B =il A

!

Intention
to Use T

X T Net
i Benefits
A -

Table 1. Key Evaluation Item on literature research System
Quality "/ S
Category Evaluation Index researcher / ”'
J ry
Minimum Call Throughput, 3] oty ”
Average speed of answser, Initiate Call [10]
customer

throughput rate, average abandon calls,
Call processing time,
Unbroken call rate,

satisfact-ion
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Fig. 2. Updated D&M IS Success Model(DeLone and
MacLean, 2003)
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In order to measure the service quality of the
contact center, the evaluation items directly
Customer related to the customer satisfaction among the
satisfaction operation  performance indicators of the Traditional call Information system
customer center. The importance of the Cemen"if;ga"o” evaluation method
customer service in the contact center
The importance of the information system to
. the evaluation of the contact center when
Information . .
assessing the contact center in terms of the Information Busin
System i i i customer satisfaction ormation. usIness
important information system aspects of the System Domain Domain
contact center
. The impact of contact center on the business
Busniess

profitability of the company.

Fig. 4. Evalutation Perspectives

Table 3. Definition of Level2 Item

Category Evalution Item Definition
Average Speed of Answer(Cl) The total time spent in the queue divided by the total number of served calls.
First Call Resolution(C2) The percentage of calls that solved the problem with one contact.
Average Abandon Call Rate(C3) The percentage of calls that the customer disconnected before the agent was
Customer connected.

Satisfaction

Average After Call Work Time
(€4

The time it takes to process the work that the agent has to perform after the
customer call.

Average Abandon Time(C5)

Average time customers waited in queue before giving up.

Service Level(C6)

The percentage of total incoming calls that were connected to the agent within
the target time.

Reliability(I1) Is the information system operating without disruption?
Ease of maintenance(I2) Is the system easy to manage and operate?
Information o - :

System Scalability(I3) Can the capacity of the system be easily extended?
Varios Customer Channel(I4) Are there various access channels for consultation?
Uaseability(I5) Are there a variety of delivery methods and manuals available for system use?
Maximize Customer Value(B1) Does it help maximize customer value?
Increase Customer Loyalty(B2) Does it help increase customer loyalty?

Business

Improve organization(B3)

Does it help to improve the time of the task, the number of the processing,
and the error in the performance of the task?

Create New Business(B4)

Does it help you enter new markets and create new business opportunities?
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A A% B 05 0 o WANES} B A%
Divis Sexuality SPe01alw 'Career(Year) *6] ;g_ OH 0362: ‘%] _/;\_5—1' HJ?J’ :FLH]7]' %7]_ 7] = o] E] i 7_]]_
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Table 5. AHP evaluation weights for qualitative S E 7] wEdd g FEA A LFsHE g An)
assessment items 2 Wo] WAEi) ole WA QAo sk §d A7
Item Measure Item Weight 7F AYAE AHA 2" Qloj T3k ALg ¢l AL
Frequency of Errors and Failure(I11) 0.723 - - = - s
7 ANNE E o} o) Hl Z U A~ A o] &
|| | Recovery rotbility(I12) 0.193 AHP7FEA A3kg &3 o 5 ik ml=v 2 whel A
Preparation of minimization of disability 0.083 = EHE*?:Q] fso}%o] H]%?} TAEE UrE]";B\Z] tﬂ', A=
impact(I13) ’ 5 - -
M M 2T =7 o] LA
Easy to upgrade and patch(I21) 0.106 O“ 1J_ T eTeE o ]’(B2, 0'294) e ] _,_o]—?-ﬂ E]—
Maintenance organization, procedures, 0,633 2 dEEd vl Fask JElTh AF 9 S
2 planning guidelines(122) ) = ol _ —
2] k= AAE A H]ZRU X0 AL = 4 =
Whether to use a general-purpose System 0.26 54 AR ATE el A U zo] 92 & 7 3
that is easy to maintain(I23) ) 71 AR A o] RO 1 Au) A WS B 1A
Ease of collection of system users, response = el BB A
E o|= olgtar & 9] o] H}o] o
3 time, and data volume(I31) 064 TREE wolv Felghal & 4 flrk o] o] o
Easy to expand(I32) 0.36 ZAE B yelstia 2 4 )
14 Number of contact channels(I41) -
Access diversity (web, remote access, and 0.632
15 various approaches)(I51) ) 3.3 ‘37|' E% Jél%
Accessibility (user-friendly)(152) 0.368 _
10 E 3 Z = hyE = =
Bl Does it affect repurchase?(B11) 0.246 AHP HO}‘éW = © OH 74]/\\1'% 7wal9jr ‘137]' 74] = TXE
Cross Selling, Upselling?(B12) 0.754 ke 2 AR 9 Tl A g s AAsH
Improve customer satisfaction(B21) 0.42 . - - _ N
B2 H oA oo zZ.Q 3 ool 8298 3lojglad
Reduce customer complaints(B22) 0.58 & G7F RS Agete] B 584E Felskirh
Reduced time to do business(B31) 0.669 570 AlEe] R H 3 Fo Al2E A AHE
B3 Increase the number of processes(B32) 0.088 . : —
A% TNEEZT o] S.olx]|Ti= Az £
Reduced business performance errors(B33) 0.243 <Table 7> 2t} WS e] S 5= AA &
Provide revenue model(B41) 0.321 AE= SR EE Fg3dr) 5704 e 29 A EE= T
B4 Exclusive service compared to other ol= o I -
3] 7 2] 3t WAF7Fe A Q3F Il
companies(B42) 0.679 A 71Dl e BEGS 488k e
2t 7k g5E o) el Welvk AR Al duz
. . HIF O 2] 71-315] A7} 72+ AAFEA A 1 A| A~ E)
Table 6. The weight result of AHP Hierachy dvto.2 Autstetel W7k gt ARttt Al
3} )z 97} FEo] A TR e 7 3
Level 1 Weight Level 2 Weight _ _ o
5 S b ANzl e 5H HEZ AR} 1F 2AE YT
c2 0.138 Fol Bitom ATHE stk 240 FoiD AT}
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o [ AEIS oo & 225l o
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C6 0.281 _ -
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Information
0.156 13 0.118
System
14 0.083
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Table 8. Characteristics of the Interviewee

Table 10. Final evaluation result

Sexuality Specialty Career(Year)

M F A B C D E
Count 12 3
Ratio | 80% | 20%

Division

16.67 | 19.33 | 17.33 | 17.00 | 19.67

Table 9. Measures of evalution items

Measure Normailzed Measures
Item A B C D E

1 Cl 0.41 0.22 0.19 0.06 0.12
2 C2 0.20 0.21 0.21 0.20 0.18
3 C3 0.24 0.24 0.29 0.12 0.12
4 C4 0.14 0.34 0.10 0.01 0.41
5 C5 0.23 0.30 0.12 0.09 0.26
6 C6 0.15 0.20 0.21 0.22 0.22
7 111 0.23 0.15 0.13 0.23 0.26
8 112 0.17 0.17 0.17 0.23 0.27
9 113 0.18 0.27 0.15 0.18 0.21
10 121 0.26 0.16 0.16 0.16 0.26
11 122 0.22 0.22 0.16 0.19 0.22

12 123 0.21 0.21 0.21 0.21 0.18
13 131 0.20 0.20 0.20 0.20 0.20
14 132 0.25 0.28 0.17 0.17 0.14
15 141 0.17 0.17 0.17 0.25 0.25
16 151 0.15 0.24 0.20 0.20 0.22
17 152 0.17 0.20 0.20 0.20 0.23
18 B11 0.13 0.19 0.13 0.26 0.29
19 B12 0.12 0.19 0.19 0.23 0.27
20 B21 0.20 0.20 0.20 0.20 0.20
21 B22 0.15 0.19 0.23 0.15 0.27
22 B31 0.22 0.11 0.22 0.19 0.25
23 B32 0.18 0.12 0.18 0.24 0.27
24 B33 0.20 0.18 0.20 0.20 0.23
25 B41 0.16 0.19 0.19 0.22 0.24
26 B42 0.11 0.28 0.17 0.19 0.25

H= <Table 8>3} 2t} AlE AiErhse] Wit 44
o 180l AE R A H B 5ol Foi

AizHe A A @9 Ades s sioith A
A AEEAF B3-S skt A3k <Table 9>9F 2t

st S gkS <Table 6>°llA 4% 24 AF-37t
Fuo| 7SS welA @7t s AT H% 4
7y A= B2 Al 29 A 37 A3Ee] FAl ThA|
197 7F A28 7HA] 3wk HAFA e tist
A HH AA F7pt g5 fry 1 A= <Table 10>
I ek 24 v Z9 ARELS A 7T E5ke
U ARAAEEES n| =y BRe] 127 =7 37}
Whe BANS HE 7Y 7P skl on A EAI A"
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X
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Evalutation
Category Ltem A B C D E
Cl 0.135 | 0.071 | 0.063 | 0.021 | 0.038
2 0.027 | 0.029 | 0.029 | 0.027 | 0.025
C3 0.037 | 0.037 | 0.046 | 0.018 | 0.018
CS C4 0.008 | 0.018 | 0.005 | 0.001 | 0.022
C5 0.010 | 0.013 | 0.005 | 0.004 | 0.012
C6 0.043 | 0.057 | 0.058 | 0.061 | 0.062
Sum 026 | 0.225 | 0.206 | 0.132 | 0.177
WSum 0.122 | 0.106 | 0.097 | 0.062 | 0.083
11 0.093 | 0.072 | 0.060 | 0.099 | 0.111
2 0.037 | 0.036 | 0.029 | 0.032 | 0.036
3 0.026 | 0.027 | 0.022 | 0.022 | 0.021
IS 14 0.014 | 0.014 | 0.014 | 0.021 | 0.021
15 0.062 | 0.076 | 0.070 | 0.086 | 0.091
Sum 0.232 | 0225 | 0.195 | 0.260 | 0.280
WSum" 0.036 | 0.035 | 0.030 | 0.041 | 0.044
Bl 0.030 | 0.049 | 0.045 | 0.060 | 0.069
B2 0.051 | 0.057 | 0.064 | 0.051 | 0.071
Bi B3 0.037 | 0.022 | 0.037 | 0.034 | 0.042
z
B4 0.036 | 0.070 | 0.049 | 0.056 | 0.069
Sum 0.154 | 0.198 | 0.195 | 0.201 | 0.251
WSum" 0.057 | 0.074 | 0.073 | 0.075 | 0.094
Result 0216 | 0215 | 0.200 | 0.178 | 0.221
s WrkE skt v1Ee) Wk WAoo PeaeE
Byt A jE A E AR 7P = )
S AR B Ao A= ARA| 2~ v =2y Ay
9l ZHE uEste] AAZH] Ay Hrt 2ds F
sl BAPE $43 971 e AL @ & o,
4. A2 U B3 7|
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S Aol Bt wdS Y 4 den 1 At
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