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Every customer-facing corporation has at least one call center. In the United States, call centers handle a
billion calls per year. Call Center Operation gives you complete coverage of the critical issues involved in
the design, implementation, organization, and management of a customer call center. Sharp provides
information on advanced technology tools for workforce management, workshop examples for training call
center staff, and an analysis of the significance of the call center to overall corporate customer relationship
strategies.
A special feature of the book is its focus on call center case studies, describing a number of successful call
center strategies and best practices, selected from various business sectors - financial, retail, healthcare,
travel, technology, and others. These case studies provide useful guidelines based on successful corporate
call centers that will guide you in establishing and maintaining the most effective call center operation for
your enterprise.

· Presents key concepts and techniques, including a formal development process, in a real-world context
· Provides extensive management guidelines
· Stresses the importance of staff selection and training
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From reader reviews:

Melissa Wilcox:

The book Call Center Operation: Design, Operation, and Maintenance give you a sense of feeling enjoy for
your spare time. You need to use to make your capable more increase. Book can to be your best friend when
you getting stress or having big problem with the subject. If you can make looking at a book Call Center
Operation: Design, Operation, and Maintenance to be your habit, you can get much more advantages, like
add your own personal capable, increase your knowledge about many or all subjects. You are able to know
everything if you like available and read a guide Call Center Operation: Design, Operation, and
Maintenance. Kinds of book are several. It means that, science reserve or encyclopedia or some others. So ,
how do you think about this guide?

Gerri Townsend:

The book Call Center Operation: Design, Operation, and Maintenance can give more knowledge and also the
precise product information about everything you want. So just why must we leave a good thing like a book
Call Center Operation: Design, Operation, and Maintenance? Some of you have a different opinion about
book. But one aim in which book can give many info for us. It is absolutely suitable. Right now, try to closer
with the book. Knowledge or info that you take for that, you could give for each other; you could share all of
these. Book Call Center Operation: Design, Operation, and Maintenance has simple shape but the truth is
know: it has great and big function for you. You can appear the enormous world by open and read a reserve.
So it is very wonderful.

Judith Carter:

This book untitled Call Center Operation: Design, Operation, and Maintenance to be one of several books
which best seller in this year, that is because when you read this reserve you can get a lot of benefit in it. You
will easily to buy this particular book in the book retail outlet or you can order it through online. The
publisher with this book sells the e-book too. It makes you more readily to read this book, as you can read
this book in your Smart phone. So there is no reason to your account to past this e-book from your list.

Hilton Rogers:

Your reading sixth sense will not betray a person, why because this Call Center Operation: Design,
Operation, and Maintenance e-book written by well-known writer whose to say well how to make book that
can be understand by anyone who read the book. Written with good manner for you, dripping every ideas
and publishing skill only for eliminate your hunger then you still hesitation Call Center Operation: Design,
Operation, and Maintenance as good book not merely by the cover but also by the content. This is one e-
book that can break don't evaluate book by its include, so do you still needing a different sixth sense to pick
this!? Oh come on your studying sixth sense already said so why you have to listening to yet another sixth
sense.
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