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A Study on Diftusion of Public Call Centers in Korea

Kayeon Noh - Seunghee Shon - Bongju Jeong
Department of Information and Industrial Engineering, Yonsei University, 120-749

The development of information and communication technology affects people’s life in social, cultural, and
economic aspects. When this happens in public sector, it gives way more benefits than in private sector
because of its high accessibility by public. Among the technological public services in Korea, call center
service which provides administrative services by telephone and internet had been spotlighted as a new
type of communication between people in demand and public service provider. Public call center service is
expected to be continuously diffused in years due to its accessibility and convenience for public users. This
study analyzes diffusion pattern of public call center service in Korea using Bass model and tries to suggest
appropriate diffusion strategies. For practical cases, three most popular public call centers in Korea are
analyzed in light of diffusion pattern and operating strategies. Our analyses identify that public call centers
in Korea are facing continuous diffusion in two years and there exist certain strategies to efficiently
expedite the diffusion.
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Table 1. Major Call Centers in Korea
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Table 2. Rogers’ Five Attributes for Diffusion of Public Call Centers

4

A 1,]]_9_

g ATLE F UL
gy | o AEHEI 2R} AR Thssted A
Apgo] ol
. %%"?}3’4' E-ﬂﬁ %_g] A2 Y E Y F(social

o

B2 HE7} 2000 Q) 4
%7} AE flol H}E i -‘%Jﬂr«l o 3}
s

fo
=Y
2,

o

7Fd A g E MulaT) ofye FA Al
= 7tE

JEYl E O E wAE 53 MujAs 4=
A7 glAE A= 7Hs

NE 7

o

°

A3l mE Eylo] B Folaw Ay
Belapl Absshee A et
A ez Fedol ¥

iy
b
N
olr
ox,

T “

Bl o] Abo) 3 AT 331
E AH2E A H AR st F 2 3UAY 3L B
ddoAdmsitty FHET <Table 2>+ 7 Aol )3k &
3713 ZAE 9 A4S Yepd Aot

@ 34l L 1A= WA - 944 2l

B o o A& Bass Model 5 Mixed-Influence ModelS AF-&-3}
SEREERERECEEREE LR ERE R
G oA A Jgs BF 1 Bdw L4 s 435 9lo]
Rogers] THA 744 %438 ThAl WA 2913 21414 2elo.
2ETFET Zask

WA 2elolg Hale] Ashel oA AL Ae
S8 AAR S8R GRE AAE AL vt
olol e &4 02E TAL, 71E A8A G, 8
AAA ) oM 1A, 8%, Al 2] 24 So] 9Tt The
o2 944 aqlelg 7le 3aglo] A A FE Aol o
$g 7AE 2908 or g ol Agse S4ozE o
Foblel 3 B0, AR, 3744 ol Sl <l 3>
2 ool ahe} 783 Zlolth
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Figure 2. Estimate of Diffusion Curve for Dasan Call Center
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Figure 3. Estimate of Diffusion Curve by Changing External
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Figure 4. Estimate of Diffusion Curve by Changing Internal
Influential Factors of Dasan Call Center
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Figure 6. Estimate of Diffusion Curve by Changing External

Influential Factors of Gyeongi-do Call Center
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Figure 7. Estimate of Diffusion Curve by Changing Internal
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Figure 8. Estimate of Diffusion Curve by Changing External
Influential Factors of Dasan Call Center
(Data from January 2007 to December 2008)
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Figure 9. Estimate of Diffusion Curve by Changing Internal

Influential Factors of Dasan Call Center
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Figure 10. Estimate of Diffusion Curve for Busan Call Center
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Figure 11. Estimate of Diffusion Curve by Changing External
Influential Factors of Busan Call Center
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Figure 12. Estimate of Diffusion Curve by Changing Internal
Influential Factors of Busan Call Center
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