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Abstract

Currently, the customer contact center industry, combined with IT technology,
1s introducing various automation systems such as Chatbot, visible ARS, TalkBot,
Al counseling, and RPA (Robot Process Automation), and although digital
transformation 1s in progress in many areas, it 1s still operated as a
labor—intensive structure with high human dependence. Therefore, in order for
customer contact centers to minimize customer complaints and improve
satisfaction, it 1is important to secure and maintain appropriate counselor
manpower to maintain the appropriate response rate to customer requests,
service level, and first call resolution rate. However, the actual customer contact
center does not reflect the variables such as emotional protection time, training
time, appropriate break time, and vacation use requested at the site. This is
because it has a limitation that the interpretation of 'appropriate manpower' is
focused on cost and productivity efficiency. In order to overcome these
limitations, various literature and previous studies were reviewed, and through
case studies, applied variables for predicting appropriate manpower practically
required in the field were presented. In addition, in order to balance the meaning
of 'appropriate manpower', variables affecting productivity and efficiency, service
quality and satisfaction variables were evaluated and selected, and applied
variables for predicting appropriate human resources reflecting practical cases in
the field were presented. This reflects the working environment that may be
requested in the future, and systemizing studies were conducted on variables that

can be applied to customer contact centers for various industries and services.

Keywords: Customer Contact Center, Appropriate Manpower, Case Study,

Prediction, Variable
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<3t 2> Anton A ¥

ey HE UlE

H| 2~ #¥ (Service Level), I <9 &
JAlZH(Average Time in Queue), H¥ F3}A|{F(Average Talk Time)
Al Zt(Average Auxiliary Time), 3+ $*2]A17F(After Work Time)
AlZF(Average Handle Time), =A% +5-& (Adherence Schedule)
714 (Average Abandon Rate), 3 *27]A]7F(Average Abandon Time)
A5 3}& (Retrial Rate), &HAF &8 A= (Agent Utilization)
17+ Hit 91}] E313F(Average Offerred Call Volume Per Hour)
A2t H 2 223 (Average Handled Call Volume Per Hour)

I EEE(Average Blocking Rate)
A ZF A8 A& (Percentage of Time Agent Spend on Call)
H F%(Average Call Volume)
Aol o] Fuf A& (Conversion Rate of Inquiry Calls to Sales)
AL B T (Average Sales Per Agent)

o
N

Mo
off
o,
=8
Hil
D

>

&
jincs

it A-§ v]-&(Average Recruitment Cost)
By &7l W& (Average Training Cost)
J2] = ®]&(Ratio of IVR to Agent Handled Calls)
EEA 394 (Lawsuits Avoided)
A Wk 245 7]7H(Average Tenure of Agents)
AdrA Fsl 17 &= (Overall Caller Satisfaction)
&9t 53} 4~(Number of Complaints or Escalated Calls)
L] Eat ! A2G = 53} 42(Percent of Calls Requiring Rework)
= <=(Number or Percent of Calls Requiring Rework)
£ (First Call Resolution), %Al ¥H=1E(Agent Satisfaction)

2 A F A3 (Number of Transfers Before Resolution)

A7l 21(2003) FAE SF4w B 7ol et dels 99 Wiass v
FO2 Anton®] A W4E wul Aol Sl A, FA, WS, A oo
= AAsdar A Was Qubpret ofpwgrR st UlEe <i
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I/B

80%2] Fol e St %I=(Service Level)

B E3} A7 (Average Talk Time) [#]

P E7]E(Average Abandon Call) [%]
= 22 & (First Call Resolution Rate) [%]

[%], =A% =& (Adherence Schedule Rate) [%
< [\, B Q4 F [8AIZF 71 AEAF 18T ]
E—Mail 91 714 [d4], E—mail A3 HIAIZF [&]

-2 FE = (Average Speed of Answer) [%]
17+ (Average Time in Queue) [%]

He TAH2 AZH(After Work Time) [#]
=

]

P

B E7]A 7 (Average Abandon Time) [Z]
H BEH(Average Blocking Rate) [%
Hd 28 (%]
Sales At F9 H+ #w = [\]
IVR/&73 214 A 2] & (Self—service)
E—Mail 3 §HAZHResponse Time)
Web Page WA 4°, Page View [4Y]

dl

0/B

129 vg, A AF n&, A ) A4
et A F9, AA OB F F o wvl 4F F v
AN B3 A A%, A7 1A% FF B
HA3|ALe] A9 dEA dd 3
A ]—}\]_1:]— 0] Q] Ilw
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I/B & Up/Cross—Selhng 5
= 8] Up/Cross—Selling A1 &= 7 B &
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B dole 42 o2& (1,0002%)
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W Ty EREES

AHl2 @ (Service Level)
Hi S = (Average Speed of Answer)
3% 7]4 (Abandon Rate)

A 53} 3|2 & (First Call Resolution Rate)

g 7|7+ (Average Waiting Time)

% T9&(Adherence Schedule Rate)
i 53} A7H(Average Talk Time)

Hi F28] A7 Average After Work Time)

AL oA E (Lo HE=(EF o2 A)/(Ex AL+LT 214)/2%100)

I EEE(Average Blocking Rate)

oJET AW ATEA Wetel YAH WFES <E 5> BFeAA ofdh W
e Al AT AFgelA A el Frdol chdstA BEH W Ak A
FES AAATIINE G52 mee] 27 o))

<X 5> d Qg =S gk A ®i
TE HE W& w9
B S hE&(Average Response Rate) (%]
qH] 2~ @8 (Service Level) [%]
B E3} A7 (Average Talk Time) [+#]
P E7] 5 (Average Abandon Call) (7]
% Z Az & (First Call Resolution Rate) (%]
dd A7t A2 Z(Call Per Hour) (<]
B dd Az F(Call Per Day) (4]
2AE £58 (Adherence Schedule Rate) [%]
- FE = (Average Speed of Answer) [%]
PG 7] A 7F(Average Time in Queue) [+]
Hat 32 AlZH(After Work Time) [3#]
A2 A F A3 =(Number of Transfers Before Resolution) (A1l
Hd E8 [%]
A AN E [%]
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AN AYFYH A3y Z2AAE A2y AES AAIS L oS HAsd
W 201 gA| A1F(Six Sigma)@] DFSS(Design For Six Sigma)*E <3 7>3 Z+o]
SR eI

<E 7> AM A5 WA AR 9 Py (ATA4 8o

o A gl o] E A3k
Define A5 T9)/A g AT T+
Measure HNEAZ AYAR o3 80%, Bd 20% A+
Analyze 2 4, HAE HE 4§ 214 370d AEE dolE
- = QA1 A
De.SIg.n, FA, AEA, A3 SE Nz 72
Optimize H 4=
Verify g, A 2(70%), W (10%), AFo]¥(10%), AEZA(10%)
fo] 3 Wy wE F oF2 dH(8AZF 715) 40,0007, €9 (9L 7]
) 840,000 0.2 FAHAY. AA A4 o QQ#Ee dd, 9 dF AFE V| x
Z AESI T AASE e A <x® 8>3 Pt
<} 8> A} e wE A g Y AE (AR 8.9F)
TR A & 4 v a1
Ak 9] 40,0007+CPD 707 = 5707 CPD &3 7|&
NES= d 40,000 XA 2~8l A& H|& 15% = 6,000 Azl Xe] v
=] ) 5704 — 869 (Y 6,00071=CPD 7071) = 484 (A5 AE)
Z xR o)& 532Uﬂ(484nﬂ><x§/\}/\4 /\NH] 1 1)_{_:43];]_ 534 = 5851 %ﬂz}(%%/\}
170 - T [ [ o o= . 1l o - [ 10“3%1“5‘)

* 641 710H(Six Sigma) : 71999 49 T LA
darskar g AE A AE Al
A el vk (714 - s d, 2006)
T g A7 A dFFS 24 FAR T (@7A V)

LAFE AA L HASFoEA v S
A7 o2 DMAICY DMADOV F+
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I/B (In Bound) : 41438}, O/B (Out Bound) : 2173}

IVR (Interactive Voice Response) : t3ts &4 &%

ARS (Auto Response System) : A& &5 A|2~H

CSR (Customer Service Representative) : 317} AH| 2~ wdz}

CTI (Computer Telephony Integration) : AFE A3 r|<= £

FCR (First Call Resolution) : 3 WA 53} 4

SL (Service Level) : 21789 A3} 243 20% =& 10% ol 4 80%°|4 =
= FAlske 7

ARR (Average Response Rate) : H¢ A3} @&

AAR (Average Abandon Rate) : H¥ A3} T7|&

ASA (Average Speed Answering) : Ho <

AWT (Average Waiting Time) : 3-8 %= 7] A7t

ATT (Average Talk Time) : F2lo] 293t A|I3H

AWT (After Work Time=wrap up time): JH $*

AHT (Average Handle Time) : 9o $%
(ATTH+AWT)

CPD (Call Per Day) @ 3 &<t AL 190o] Aelste

CPH (Call Per Hour) : 1A]3F &9k A 1

Call Back : 24, CTIol #7
A2

ST (Service Time) : AHT+AWT

Scheduling Adherence rate: 2AF T=4&, Ao =

Skill Based Routing : A% A2, 7]&d o2} 19, T

Zo HalEl-
o WA A

SLA (Service Level Agreement) : AH|Z= $F Aok, <8 Zto €23 A3}

A3t AAAE B]E (Aborted Call Rate) @ AEAF 94 Ho| A28 =& 34
[e]

H-E Al 1] 8 (A]1219Y) S, Repeat Contact Ratio) @ 24A1%F U e 17o] =Y

Ha|A dshet v &

H
A AETE (Complaint Ratio) @ A A <+ WA A4S H&
A

L T
dHAE W (Agent Satisfaction) @ AEHAE Q14sh= 1 Aol wHE A=
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