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A Study on Impact of Customer Contact Center Service to
Business Performance

Do-Koung Lee* - Jae-Hyun You™** : Cheol Park***

A Abstract m

In this research, a model to measure the correlation between the performance of customer contact center and
the business performance is developed using the well-known model, the market damage model of TARP. Three hypoth-
eses are suggested and verified using real customer profit data and customer access data of the Industrial bank of
Korea. As a result of this research, we know that there is a positive relation between increase of business profit
and contact experience of customers to customer contact center. Also, customer satisfaction level for customer contact
center contact experience is positively correlated with increase of business profit of the company. However, we couid
not find a meaningful correlation result between number of contacts to customer contact center and the business
profit. Although this study is based on a particular one company data, the analyzation framework can be applicable

to other banking companies for showing relations between performance of customer contact center and business profit
of the company.

Keyword : IT service, Call center, Bank, Customer Interaction, IT and Profit
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