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Abstract. A great number of calls enter call centres daily. It is difficult to determine the state of the call cenre
without evaluation of the indicators of the call centre operational level. In order to control all significant indicators
it is necessary to have software, which will allow a real-time monitoring of various data.

The paper describes all significant indicators of operational level of the call centre, such as the duration of waiting
for the answer; volume of calls; the duration of call treatment; service level indicator; the percentage of those calls,
which helped to fix the problem; the quality of conducted services. The assignments of each of them are discussed,
definatory formulae and examples of some indicators are given, criteria for selection of an optimal number of call
centre operators are analyzed, theoretical and practical assessments of various indicators of calls are conducted and

necessary recommendations for improving the performance of a call cenre are formed as well.

Key words: Call centre; call centre operator; level indicator of a phone call; optimization; service quality
indicator.
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Texwmonoruu onpeneeHna HHANKATOPOB 3BOHKOB B KOJI-II€HTPE
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I'pysus, 0160, T6unucu, yn. M. Kocrasa, 68°
E-mail: anakobia@hotmail.com

Keresau KyTarenanze JlemapraMeHT IPOMBIIIIEHHBIX HMHHOBALMI U yIIPaBJIeHHe ONePanyuaMsl, | pysuHCKHiT
TeXHUYeCKuil yHuBepcuret, I'pysus, 0160, T6éunucu, yia. M. Kocrasa, 682
E-mail: kkutateli@gmail.com
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Penensentsr:
K. Kamxamupgze, IIpodeccop dakynsrera nubopMaTuky u cucreM yupasienus I'TY
E-mail: kkamkamidze@yahoo.com
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AnHoTaua. B mo6oil Kon-LeHTp KaXKAplii JeHb BXOAUT GOJIBIIOE KOJIWYECTBO 3BOHKOB. be3 oumeHkm moxa-
3aTesIeil ypOBHA pabOTHI LIEHTPa TPYAHO OIpefeIUTh COCTOSHUE KONI-IleHTpa. JII1 TOoro, 4To6BI KOHTPOJIUPOBATh BCE
BaKHBIE TIOKA3aTeIM, HYXKHO MMeTh IIPOTpaMMHOe obecIiedyeHue, KOTOpOe HO3BOJIHUT B PeaJbHOM BPeMEHU IIPOU3-
BOJUTH MOHUTOPHHT Pa3IUIHBIX JAHHBIX.

B craThe OIMCHIBAIOTCS BCE BAXKHbIE MHIUKATOPHI YPOBHA PabOTHI KOJI-IIEHTPA, TaKue KaK IPOJOLKUTEIbHOCTD
BpeMeHU OXXUJAHUS OTBETa, 00beM 3BOHKOB, IIPOJOJKUTEIFHOCTS 06pabOTKY 3BOHKOB, TI0Ka3aTelb YPOBHSA 0OCIY-
JKMBaHUsA, IPOIEHTHOe KOJWYECTBO TeX 3BOHKOB, C IIOMOIIBIO KOTOPHIX OBINTa pellleHa Ipo6ieMa, ITOKasaTeslb
KauecTBa IIPOBEeZEeHHOTO OOCTy>KMBaHUA. A TaKXKe pacCMaTpUBAeTCA IpeJHa3sHaUYeHUe KAKIOTO U3 HUX, IPUBEEeHbI
dbopMyIIBI OIIpesieIeHHs U IIPUMepH HeKOTOPHIX MHIUKATOPOB, aHAMU3UPYIOTCA KPUTEPUH BEIOOpA ONTHMATIBHOTO
KOJIMYeCTBA OIIEPaTOPOB KOJ-IIeHTpa, IIPOM3BeZeHa TeopeTHdYecKas ¥ IIpaKTHYecKasd OleHKA Pa3JIMYHBIX HHH-

KaTOPOB 3BOHKA, JaHBI HeOOXOAUMBbIEe PeKOMEHAAUY IJIA yIydlleHus 3¢ (eKTUBHOCTH PaGOThI KOJI-II€HTpa.

KitoueBbie €10Ba: nHAMKATOP YPOBHA TeXeOHHOIO 3BOHKA; KOJI-LEHTP; OIIEPATOP KOJI-ILeHTPA; ONTHMU3ALIHS;

II0Ka3aTeJIb Ka4eCTBa 06CJIy}KI/IBaHI/IH.
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