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In den vergangenen Jahren haben Call Center in der Wirtschaft zunehmend an Bedeutung gewonnen. Neben
der rasanten Entwicklung der Informations- und Kommunikationstechnologie sind hierfür vor allem der
verschärfte Wettbewerbsdruck und die gestiegenen Erwartungen der Kunden entscheidend. Call Center
stellen ein wirkungsvolles Instrument dar, um auf veränderte Marktsituationen und auf gestiegene
Kundenanforderungen angemessen zu reagieren. Dabei werden Call Center von den Unternehmen nicht nur
mit dem Ziel der Kosteneinsparung eingerichtet oder genutzt, sondern auch, um ihre Kundenorientierung zu
erhöhen, bzw. ihre Servicequalität zu verbessern.
In der vorliegenden Arbeit wird untersucht, inwiefern die vorherrschende Arbeitsorganisation in Call
Centern geeignet ist, die Call Center-Ziele zu erreichen. Des Weiteren werden Schwachstellen der gängigen
Kennzahlen zur Steuerung der Call Center aufgedeckt. Dazu werden die Determinanten der
Kundenzufriedenheit genauer untersucht. Zudem wird die Erfassung und Kontrolle der Mitarbeiterleistung
hinsichtlich ihres Beitrags zur Erreichung der Call Center-Ziele analysiert.
Ziel der vorliegenden Arbeit ist es, auf Basis der herausgearbeiteten Problemfelder in Call Centern,
Handlungsalternativen, Instrumente und Massnahmen zur Steigerung der Effizienz und der Servicequalität
aufzuzeigen.
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From reader reviews:

Charles Hager:

The feeling that you get from Performance Management im Call Center: Servicequalität und Effizienz
steigern (German Edition) will be the more deep you searching the information that hide within the words
the more you get interested in reading it. It doesn't mean that this book is hard to know but Performance
Management im Call Center: Servicequalität und Effizienz steigern (German Edition) giving you joy feeling
of reading. The writer conveys their point in a number of way that can be understood by anyone who read
this because the author of this e-book is well-known enough. This particular book also makes your personal
vocabulary increase well. Making it easy to understand then can go along with you, both in printed or e-book
style are available. We suggest you for having this specific Performance Management im Call Center:
Servicequalität und Effizienz steigern (German Edition) instantly.

Betty Giuliani:

A lot of people always spent all their free time to vacation or go to the outside with them household or their
friend. Did you know? Many a lot of people spent they free time just watching TV, or playing video games
all day long. If you need to try to find a new activity here is look different you can read a new book. It is
really fun for you personally. If you enjoy the book you read you can spent all day every day to reading a
reserve. The book Performance Management im Call Center: Servicequalität und Effizienz steigern (German
Edition) it doesn't matter what good to read. There are a lot of those who recommended this book. These
people were enjoying reading this book. When you did not have enough space to bring this book you can buy
often the e-book. You can m0ore very easily to read this book from the smart phone. The price is not too
costly but this book provides high quality.

Christopher Palmer:

Your reading sixth sense will not betray you actually, why because this Performance Management im Call
Center: Servicequalität und Effizienz steigern (German Edition) book written by well-known writer who
knows well how to make book that could be understand by anyone who read the book. Written in good
manner for you, still dripping wet every ideas and publishing skill only for eliminate your own hunger then
you still uncertainty Performance Management im Call Center: Servicequalität und Effizienz steigern
(German Edition) as good book but not only by the cover but also by the content. This is one guide that can
break don't assess book by its include, so do you still needing another sixth sense to pick this!? Oh come on
your looking at sixth sense already said so why you have to listening to one more sixth sense.

Isaiah Owens:

As a student exactly feel bored to be able to reading. If their teacher expected them to go to the library in
order to make summary for some reserve, they are complained. Just very little students that has reading's
internal or real their pastime. They just do what the instructor want, like asked to the library. They go to



generally there but nothing reading very seriously. Any students feel that looking at is not important, boring
and can't see colorful pictures on there. Yeah, it is for being complicated. Book is very important for
yourself. As we know that on this era, many ways to get whatever we would like. Likewise word says, ways
to reach Chinese's country. Therefore , this Performance Management im Call Center: Servicequalität und
Effizienz steigern (German Edition) can make you sense more interested to read.
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