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operating costs is the highest, we can reduce operating
costs, if we answer a automatic phone call wholly or
partially, The MCS(Managed Contact Services) play an
important role in cost reduction and work efficiency
related with voice self—services, The excellent functions
of the MCS are able to implement self—service
applications in network connected with effective
network routing of the enterprise, The MCS makes a
proper consultant rapidly response and process customer
processing and
consequently increase customer satisfaction, The
increase of customer satisfaction lead to improve profits
and reduce the cost of building contact -center
infrastructure,

calls, improve customer services,

In this paper, we analyze the contact center line

capacity and PBX capacity based on the MCS, We can
reduce communication costs and personnel expenses by
reducing the call shifting need between consultants and
rapidly solving customer questions with the MCS,
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