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Figure 2.1 Call center market size in Korea
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Abstract

Recently, the rapid development of internet and information technology has led to
rapid changes in many industries. One of the most rapidly developing industries is the
call centers. Almost all public institutions, financial institutions including insurance
companies, and shopping malls, many call center staffs are proceeding with the consul-
tation. However, lack of call center staffs is leading to a lot of customers complaints.
The function of outbound call centers such as promotion and sale of products is also
arising some problems due to insufficient number of consulting staffs. In this study,
we propose the call center model for maximizing the rate of call connection time and
suggest the best way of call centers model to be the channel distributions using the

data mining techniques.

Keywords: Call center, customer relationship management, data mining, inbound, out-
bound.
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