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Highlight of Global Call Center Best Practice

콜센터예산배분콜센터예산배분

Source : BenchMarkPortal Inc
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Source : BenchMarkPortal, Inc.



Highlight of Global Call Center Best Practice

인바운드콜당평균비용인바운드콜당평균비용 아웃바운드콜당평균비용

Source : BenchMarkPortal, Inc Source : BenchMarkPortal, Inc
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Highlight of Global Call Center Best Practice

서비스수준: 80퍼센트의전화가몇초안에응대되었습니까? 응대하는평균속도

Source : BenchMarkPortal, Inc Source : BenchMarkPortal, Inc
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Highlight of Global Call Center Best Practice

포기콜비율
콜러의첫번째전화를성공적으로처리하는비율

포기콜비율 (First Call Resolution)

Source : BenchMarkPortal, Inc Source : BenchMarkPortal, Inc
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Highlight of Global Call Center Best Practice

아웃바운드콜세일즈성공율Up-sell과 cross sell 기회포착비율 아웃바운드콜세일즈성공율

Source : BenchMarkPortal, Inc Source : BenchMarkPortal, Inc
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Highlight of Global Call Center Best Practice

전화응대에대한불평비율 상담원연간이탈율전화응대에대한불평비율
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Source : BenchMarkPortal, Inc Source : BenchMarkPortal, Inc



Highlight of Global Call Center Best Practice

새로운상담원을채용하는데드는비용 새로운상담원을교육하는데소요되는시간

Source : BenchMarkPortal, Inc Source : BenchMarkPortal, Inc
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Highlight of Global Call Center Best Practice

상담원연결없이 IVR로만처리된인바운드콜의비율 Channel 별 Self-Service 접촉비율

S
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Source : BenchMarkPortal, Inc Source : BenchMarkPortal, Inc



Highlight of Global Call Center Best Practice

콜센터아웃소싱비율

10

Source : BenchMarkPortal, Inc
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접근방안

액센츄어는고객중심의컨택센터통합을위한솔루션을개발/보유하고있습니다. 
Next Generation Customer Contact Solution

Future

Integrated Customer Experience

국내금융권

1

2

3
Tomorrow

Future

Contact Center Operations 
Excellence

Intelligent Sales & Service
g p

• Contact Center 효율을최적화하기위한인프라 • 극대화된상담역량을기반으로고객의니즈를 • 경쟁사대비비교우위를획득하기위한시장

1

통합효율화
• 고객중심의멀티채널운영을위한비즈니스
가치극대화

• 극대화된상담역량을기반으로고객의니즈를
신속히파악하여영업및서비스와마케팅을
연계하는최상의솔루션적용

선도기술도입
• 강화된 ARS 및웹서비스, 전문상담원에의한
고객응대를통해비즈니스가치창출확대

• Consumers Business Customers Partners

• Consumers

• Customer Segmentation

• Differentiated Customer Treatment

• Predictive Routing

• Consumers

• Customer Segmentation

• Differentiated Customer Treatment

• CTI Pop

Consumers, Business Customers, Partners

• Customer Segmentation

• Differentiated Customer Treatment

• CTI Pop

• Customer Web Portal
Predictive Routing 

• CTI Pop

• Email Response

• Web Page Push

• Product Related Cross-Sell

• Customer Web Portal

• Text Chat

• Web Page Push 

• Real-Time Analytics 

• Customer Related Cross-Sell/Up-Sell

• Text Chat

• Robust Web Collaboration 

• Callback 

• Remote Diagnostic/Repair 

• Product Related Cross-Sell
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• Online Ordering
• Customer Related Cross-Sell/Up-Sell 

• Interactive Messaging Service 

• Product Related Cross-Sell

• Online Ordering

• Wireless Portal 



접근방안

Accenture의컨텍센터통합솔루션을활용하여 Global Best Practice Contact 
Center로변화하기위한주요추진방향은다음과같습니다. 

A t 솔루션 접근방안 주요추진방향

A

Accenture 솔루션

Contact Center Operations

1

접근방안 주요추진방향

Contact Center 운영모델고도화Contact Center Operations 
Excellence • 운영효율고도화를위한개선과제및역량강화방안도출

Workforce Performance
Management

B

Intelligent Sales & Service

2

• 고객 Insight 및상품에대한발굴및활용방안수립

• 성과배분및조직 인력 프로세스체계수립 g

C3

• 성과배분및조직, 인력, 프로세스체계수립

그룹통합 Contact Center 
이행방안수립

C

Integrated Customer 
Experience

3

• 고객중심의지주사통합 Contact Center 운영방안수립

• 통합 Contact Center 운영효율극대화방안수립
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Key Initiatives

(1) 고도화 (Enhancement), (2) 영업/마케팅역량확장 (Enrichment) 및 (3) 
그룹차원의통합 (Enlargement) 방안수립의순서로전략을추진하게됩니다. 

단계별추진과제및수행방안

Contact Center 운영모델고도화 Workforce Performance
Management 그룹통합 Contact Center 이행방안수립

A B C

단계별추진과제및수행방안

Effective

•고객편이성
•영업기회발굴

Group

A사 B사 C사

전략
Agent Performance 

Repository

Delivering the Customer 
Experience
In the thick of it, doing the hard 
work….

Call Handling

Quality Monitoring

Performance Reporting

Supervision & Coaching

Rewards & Recognition

Ongoing Training

Change Compliance

Moving On
Ready to explore new opportunities….

Career Path

Retention Programs

Agent Performance 
Repository

Delivering the Customer 
Experience
In the thick of it, doing the hard 
work….

Call Handling

Quality Monitoring

Performance Reporting

Supervision & Coaching

Rewards & Recognition

Ongoing Training

Change Compliance

Moving On
Ready to explore new opportunities….

Career Path

Retention ProgramsMoving On
Ready to explore new opportunities….

Career Path

Retention Programs

Efficient
•직원만족

•비용절감

전략

마케팅

영업

Contact Center

Repository
Consolidated folder of agent 
performance history for all 

stakeholders and decision driver 
throughout the Agent Performance 

Lifecycle

Hiring & On-
boarding
Just getting started….

Ads/Pre-Screening

Hiring Process

New Hire Training

Agent Certification

Nesting/Shadowing

g

Exit Process

Accenture Tools, Processes, Services and Experiences
Proven assets to deliver a high performance contact center work force

Impacts to Key Business Levers
Customer Satisfaction, Revenue per Contact, First Contact Resolution, Average Handle Time

Repository
Consolidated folder of agent 
performance history for all 

stakeholders and decision driver 
throughout the Agent Performance 

Lifecycle

Hiring & On-
boarding
Just getting started….

Ads/Pre-Screening

Hiring Process

New Hire Training

Agent Certification

Nesting/ShadowingHiring & On-
boarding
Just getting started….

Ads/Pre-Screening

Hiring Process

New Hire Training

Agent Certification

Nesting/Shadowing

g

Exit ProcessExit ProcessExit Process

Accenture Tools, Processes, Services and Experiences
Proven assets to deliver a high performance contact center work force

Accenture Tools, Processes, Services and Experiences
Proven assets to deliver a high performance contact center work force

Impacts to Key Business Levers
Customer Satisfaction, Revenue per Contact, First Contact Resolution, Average Handle Time

Impacts to Key Business Levers
Customer Satisfaction, Revenue per Contact, First Contact Resolution, Average Handle Time

운영효율고도화를위한개선과제도출및
•콜센터역량강화방안수립

•고객중심의지주사통합 Contact 
Center 운영방안수립

-그룹통합고객가치기반의고객관리
• 운영효율고도화를위한개선과제도출및
해결방안제시

-현행수준진단및역량평가
-개선과제도출및해결방안수립

-콜센터확장및통합관리방안수립

•지점영업역량강화지원방안수립
-영업점호집중화방안및영업기회
발굴방안수립

프로세스차별화/표준화

•통합 Contact Center 운영효율극대화
방안수립

-운영효율화및안정화를위한

14

발굴방안수립 운영 율화및안정화를위한

프로세스, 조직, 인력, 시스템운영방안
수립
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Contact Center 운영모델고도화 -현행콜센터역량진단1

Accenture Contact Center Maturity Tracker를활용하여현 Contact Center의
운영수준을평가하게됩니다. 

Contact Center Capability Maturity Tracker 기대효과

Service 
&

멀티채널을통한 Service Access 및 Customer 
E i 를최적화한효율적 C ll R i

Area Description

정량적분석

신속한역량진단
& 

Sales
Experience를최적화한효율적 Call Routing
고객의정보에기반한효과적인고객응대및문제

파악/해결을위한상담스킬및상담내역평가
고객상담완료후Wrap-up 및필요시유관부서이관및
공유

타사와의비교를통해현재
수준가늠용이

People

Accenture 
Contact 
Center 

고객불만처리, 분석및개선방안공유

상담인력 Recruiting, 교육, 성과평가
Coaching, 성과보상및경력개발
지속적인인력관리 업무환경개선 직원동기부여

필수역량별세부수행과제

관련영역별주요고려사항
파악및역량정의

People 
ManagementMaturity 

Tracker

지속적인인력관리 (업무환경개선, 직원동기부여, 
피드백제공등)

Call Quality 모니터링, 평가및리뷰
상담인력수요예측 Scheduling (회의 교육 휴가등)및

도출근거제시

선진업체벤치마킹

O ti

상담인력수요예측, Scheduling (회의, 교육, 휴가등) 및
검증

상담원업무상황실시간모니터링및보고

상담지원 Contents 리뷰및업데이트
상담원의상품/서비스관련지식접근용이

16

Operations 
Management

지식전달/공유의효과측정및개선
시스템사고기록, 조사및해결



Contact Center 운영모델고도화 -역량진단항목별 Scoring1

각영역별진단결과는객관적인수치로계량화됩니다. 

Contact Center Capability Maturity Tracker Contact Center Capability Maturity Scorecard

Illustrative

Service & 
Sales

Area

3

Capability Maturity 
Level (1~5)

Score

Customer Access
Customer Interaction

Contact Center Capability Maturity Tracker

2

Contact Center Capability Maturity Scorecard

Sales
Fulfillment
Complaints

Recruitment
Training
Performance Management

People 
Management

2

2

1

2

2
Coaching
Recognition & Award
Career Development
Employee Engagement
Call Quality Management
Workforce Management

Operations 
Management

1
2

2

1

2

2Workforce Management
MI & Reporting
Knowledge Management
IT Support & Maintenance
Site Strategy & Maintenance
Supplier Management

Management 2

1
2

2

1
1

Basic Average Advanced

Basic Average Advanced

Service & Sales

People Management
Contact Center Management
Change Management
Continuous Improvement

Business 
Planning & 
Execution

Sub Capability로세분화

2

1

1

Basic Average Advanced

Basic Average Advanced

Operations Management

Business Planning & 
Execution

17

Sub-Capability로세분화
하여, 각 Sub-Capability 별
수준평가의기준이되는
설명제시

정량적으로측정된 Scorecard는타사콜센터와의비교시정확한
비교기준으로활용될수있음



Contact Center 운영모델고도화 -선진사와의 Gap 분석1

액센츄어가수행했던세계유수금융기관의진단결과가포함되어있어
손쉬운수준비교가가능합니다. Illustrative

Key Capability도출G A l i Ill t ti

Customer Access

Customer Interactionse 
&

 
s

Capability Lagging LeadingArea Average

Key Capability 도출

선진사례와 Gap 분석을통해보완이
필요한영역별 Key Capability를도출

Gap Analysis Illustrative

Complaints

Recruitment

Training

Fulfilment

Customer Interactions

Se
rv

ic
Sa

le
en

t

Service & 
Sales

Area Capability

Customer Access
Customer Interaction
FulfillmentTraining

op
le

 M
an

ag
em

e

Performance Management

Coaching

Recognition & Award

Career Development

Fulfillment
Complaints

Recruitment
Training
Performance Management
Coaching

People 
Management

Call Quality Management

Pe
o

s nt

Workforce Management

Career Development

Employ Engagement

Coaching
Recognition & Award
Career Development
Employee Engagement

Call Quality Management
W kf M t

Operations 

O
pe

ra
tio

n
M

an
ag

em
e

Knowledge Management

MI & Training

IT Support & Maintenance

Site Strategy & Maintenance

Workforce Management
MI & Reporting
Knowledge Management
IT Support & Maintenance
Site Strategy & Maintenance
Supplier Management

Management
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A사 B사

Supplier Management

고객사

pp g

필수보유역량

Target



Contact Center 운영모델고도화 -운영고도화필수과제도출2

또한, 부족한영역을보완하기위해수행해야할세부과제목록을참조할수
있습니다. Illustrative

상세역량파악및역량달성을위한필수과제도출

Area Capability

Customer Segmentation
Customers are segmented based on key criteria such as 
geographic location, value, loyalty, etc. contact centre people, 
processes and tools are aligned to derive the maximum value 
from understanding this segmentation e.g. IVR used to identify 

• 분산된고객정보통합관리방안
수립및우선순위정보에따른고객
분류
고객세분화정보를바탕으로

Service & 
Sales

Customer Access
Customer Interaction
Fulfillment
Complaints

RecruitmentPeople

customer segments, intelligent routing allows dedicated teams 
to handle customers in accordance with segment-driven 
processes etc. Segmentation data is regularly reviewed and 
processes realigned to needs as and when they change.

Contact Methods
Customers are able to access customer service through 

• 고객세분화정보를바탕으로
Inbound Sales역량강화방안수립

• 멀티채널개발및연계방안수립Recruitment
Training
Performance Management
Coaching
Recognition & Award
Career Development

People 
Management

g
multiple channels including phone, internet, email, click to talk 
and instant messenger

Contact Routing
Each contact channel has been designed to optimize the 
customer experience, ensuring that customers are able to 
access key information quickly and easily e g IVR has no more

• 채널공통고객경험표준매뉴얼
수립

고객분류에따른상담원운영방안Employee Engagement

Call Quality Management
Workforce Management
MI & Reporting
Knowledge Management

Operations 
Management

access key information quickly and easily e.g. IVR has no more 
than 3 levels, website "speaks the users language" and has 
been structured in a user-friendly manner. Telephone routing 
supports the customer segmentation strategy (e.g. low value
customers are routed to cheaper service options such as 

off-shore) and skills-based routing ensure that customer 
queries are handled by the most qualified agent. The routing 
also supports the induction process by ensuring that new

• 고객분류에따른상담원운영방안

IT Support & Maintenance
Site Strategy & Maintenance
Supplier Management

also supports the induction process by ensuring that new 
agents are routed simple requests which gradually escalate as 
they become more experienced.

Self Service
Customers are able to answer simple queries through 
self-service. This is accessible through both a self-service 
website and through an automated phone service The

• Self-Service 강화를통해, 인입콜
분산/감소방안수립

19

website and through an automated phone service. The 
approach to self-service has been designed in order to optimize 
the value of each interaction e.g. simple queries are handled 
through an IVR. Where appropriate agent's inform customers of 
self-service options that are available to them.



Contact Center 운영모델고도화 -과제우선순위화2

파악된세부과제들은기대효과및구현난이도를활용하여우선순위화합니다. 

세부과제 우선순위과제도출Area
Illustrative

Se
rv

ic
e 

&
 

Sa
le

s

Inbound Sales역량향상방안

이탈방어프로세스개선

인입콜분산/감소방안수립 –셀프서비스강화방안등

1

2

3

High

9
2

111

7

10S
en

t

상담원관리체계강화4

사이버교육인프라구축5

기대가치
(Expected 

Impact)
5

4
2

6구체화

방향성
제시

3

12

8
10

Pe
op

le
 

M
an

ag
em

e 사이버교육인프라구축5

구현난이도
(Ease of implementation)

HighLow
상담원직무역량모델수립6

계약및성과관리체계개선방안7

직급및급여체계변화방안8

Low
이슈
제기

12

고객기밀보안상삭제하였습니다. 

ns
 

en
t VoC 통합관리통합관리기반구축9

직급및급여체계변화방안8

현황분석및개선기회를고려하여도출된

추진과제중기대가치와난이도를

O
pe

ra
tio

n
M

an
ag

em
e

콜센터관리역량강화10

서비스프로세스재설계11

고객센터연결성제고방안12

기준으로프로젝트에서구체화또는

방향성을제시할수있는우선순위과제를

도출함
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Contact Center 운영모델고도화 -과제이행계획수립2

각과제별수행일정을작성하고 Quick Win을식별합니다. 
Illustrative

개선과제 수행 Task 08년 5월 6월 7월 8월 9월 10월 11월개선과제 수행 Task

2.CID기반고객식별

1.맞춤형 IVR제공

고객조기
식별및

적용방안수립 Pilot / Test

방안수립 적용

Pilot 준비

Pilot / 보완

4.인력고용전략수립인적자원

응대개선

3.접촉이력의무기록 적용방안수립

전략수립 경영진의사결정 적용

5.인력수요관리및충원효율화
공급
효율화

6.성과보상체계개선상담원
충성도

방안수립 채용기능재정의 WFM Test WFM 적용

적용방안수립

채용채용
프로세스프로세스
적용적용

분석/Simulation
고객기밀보안상삭제하

였습니다. 

운영관리

8.어플리케이션및 H/W개선

7.멘토링/직원제안강화
충성도
개선 적용

요건분석/설계 구축 Test

방안수립

9.QA활동개선
운영관리
시스템
개선

10. 유관부서와공조체계구축

방안수립 적용

방안수립 적용

유관 Task

21

유관 Task Quick Win Task
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Workforce Performance Management2

콜센터경쟁력은곧회사의재무적성과와직결되어있음이발견되었습니다. 

CSR의역량은회사의재무적성과와직결됨

1 7 times

H
ig

h
nt 3 4 times 상위 10%의 CSR의경우의총고객접촉중 86%의1.7 times

more effective 
than the 
baseline

En
ga

ge
m

en

3.4 times
more effective 
than the 
baseline

콜에서고객이만족하는반면, 하위 10%의 CRS은 43% 
만이만족한결과를달성함

(The best 10% of CSRs produce six positive 
interactions for every negative one whereas the1.7 times

more effective 
than the 
baseline

Baseline

C
us

to
m

er
 interactions for every negative one, whereas the 

worst 10% yield only 3 positive for every four 
negative encounters)

Low HighEmployee Engagement

Copyright © 2005 Harvard Business School Publishing Corporation. All rights reserved.
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C t t C t 상담원의역량강화에필요한주요개선과제를 P f

WPM – Accenture’ Agent Performance Repository2

Contact Center 상담원의역량강화에필요한주요개선과제를 Performance 
Repository로정의하여지속추진하고있습니다.

Accenture’s Agent Performance Repository

Moving On
Ready to explore new opportunities….

Career Path

Retention Programs Cost savings via:
• Reduced attrition
• Call center roles = a career

Value Proposition

Delivering the Customer 
Experience

Rewards & Recognition

Ongoing Training

Change Compliance Cost savings via:
• Reduced AHT
• Reduced call volume via 

increased FCR
• Agent satisfaction

Agent Performance 

Experience
In the thick of it, doing the hard 
work….

C ll H dli

Quality Monitoring

Performance Reporting

Supervision & Coaching
g

Revenue increase via:
• Increased Customer 

Satisfaction
• Increased sales conversion 

rate, up-and cross-sell
• Agent satisfactiong

Repository
Consolidated folder of agent 
performance history for all 

stakeholders and decision driver 
throughout the Agent Performance 

Lifecycle

Hiring & On-
boarding
Just getting started….

New Hire Training

Agent Certification

Nesting/Shadowing

Call Handling Agent satisfaction

Cost savings via:
• Increased agent hiring 

rate
• Shortened on-boarding 

timelineLifecycle

Ads/Pre-Screening

Hiring Process

New Hire Training

Exit Process

Impacts to Key Business Levers

timeline
Revenue increase via:
• Improved hiring match 

skill needs / hired agents
Cost savings via:
• Improved operational

24

Accenture Tools, Processes, Services and Experiences
Proven assets to deliver a high performance contact center workforce

p y
Customer Satisfaction, Revenue per Contact, First Contact Resolution, Average Handle Time

Improved operational 
efficiencies

• Speed to delivery
• Consistency
• Prove tools



WPM – Accenture’ Agent Performance Repository2

C t t C t 상담원의역량강화에필요한주요개선과제를 P fContact Center 상담원의역량강화에필요한주요개선과제를 Performance 
Repository로정의하여지속추진하고있습니다.

Initiative Components
• CIC Competency Model
• Sample Job Profiles
• Advantage Interactive Recruiting Tool

A t P f

g g
• Behavioral Interviewing Model
• Agent Certification System
• New Hire Training Content Inventory

A t O b di P Agent Performance 
Repository

• Agent On-boarding Process
• Performance Simulations
• Accenture Learning
• SimSYS

• Pre-screening Scores
• Interviewing Results

New Hire Training

Agent Certification

Nesting/Shadowing
g

• New Hire Training Scores
• Certifications/Skill Levels Achieved
• Proficiency At Nesting Completion

Ads/Pre-Screening

Hiring Process

Impacts to Key Business Levers
Customer Satisfaction, Revenue per Contact, First Contact Resolution, Average Handle Time
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Accenture Tools, Processes, Services and Experiences
Proven assets to deliver a high performance contact center workforce

, p , , g



C t t C t 상담원의역량강화에필요한주요개선과제를 P f

WPM – Accenture’ Agent Performance Repository2

Contact Center 상담원의역량강화에필요한주요개선과제를 Performance 
Repository로정의하여지속추진하고있습니다.

Initiative Components
• Workforce Management
• Agent Performance Diagnostic
• Call Center Change Deployment Process

Change Compliance

A t P f

Call Center Change Deployment Process
• Rewards & Recognition Framework
• Call Handling Flows
• Agent Performance Platform Supervision & Coaching

Rewards & Recognition

Ongoing Training

Agent Performance 
Repository

• Agent Scorecard
• Supervisor Blueprint/Ratio Tool
• Coaching Model
• Communication Tools

• Quality Scores
• Call Metrics

Call Handling

Quality Monitoring

Performance Reporting

• Accenture Learning
• SalesCoach
• SimSYS
• CICQM

Call Metrics
• Revenue per Call
• Training Scores
• Skill Levels Achieved

St th /A f D l t

Impacts to Key Business Levers
Customer Satisfaction, Revenue per Contact, First Contact Resolution, Average Handle Time

• CICQM • Strengths/Areas for Development

26

Accenture Tools, Processes, Services and Experiences
Proven assets to deliver a high performance contact center workforce



C t t C t 상담원의역량강화에필요한주요개선과제를 P f

WPM – Accenture’ Agent Performance Repository2

Contact Center 상담원의역량강화에필요한주요개선과제를 Performance 
Repository로정의하여지속추진하고있습니다.

Career Path
Initiative Components
• Agent and Supervisor Career Model
• Sample Retention Programs
• Attrition Cost Calculator

Retention Programs

A P f

Attrition Cost Calculator
• Exit Interview Process & Root Cause Analysis

Agent Performance 
Repository

• Career Progression
• Time at LevelTime at Level
• Attrition Reasons
• Landing Spot Post Attrition

Exit Process

Impacts to Key Business Levers
Customer Satisfaction, Revenue per Contact, First Contact Resolution, Average Handle Time
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Accenture Tools, Processes, Services and Experiences
Proven assets to deliver a high performance contact center workforce

Customer Satisfaction, Revenue per Contact, First Contact Resolution, Average Handle Time
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그룹통합 Contact Center 이행방안수립3

그룹통합 Contact Center로의이행은단계별특성을고려하여전략적으로결정할
사항입니다.
운영효율성

2단계 : 기능적통합
최적화된운영모델제공 (Sh d S i )및

3단계 : 독립운영(분사/아웃소싱)
독립적사업모델로신규수익모델창출

운영효율성

1단계 : 물리적통합
위치, 인력 및시스템공유를통한일부

운영효율성강화

최적화된운영모델제공 (Shared Service) 및
영업역량강화

사업역량

전략 •각사독립전략체계 (지주사중장기성장
전략기반및공유)

•각사독립사업목표수립

•통합된사업목표및성장전략수립
• Cross-BU 형태의지주지원전략수립

•독립계열사역할수행
•별도의비전및목표정의
•대외사업수행을통한수익모델확장

사업역량

조직 •각사고유고용형태유지
•지주차원의커뮤니케이션
•기획, 인사, 교육, QA 등가능영역인력
공유

•기능중심의통합조직체계 -기획, 인사, 
교육, 관리, IT, QA 등의업무통합

• Cross-BU 형태의지주사지원조직
•표준화된경력관리모델제공

•독립적조직체계운영
(콜센터 + 후선업무센터 + 물류센터)

프로 각사프로세스유지 고객응대및운영관리프로세스통합 각사와 SLA체결을통한서비스지원프로
세스

•각사프로세스유지
•캠페인성교차판매및번들링상품출시

•고객응대및운영관리프로세스통합
•통합상품개발및교차 판매강화

•고객정보공유

•각사와 SLA 체결을통한서비스지원 –
품질향상

IT •기존장비의연계활용 •시스템통합 •새로운 devices의적극수용

29

IT •기존장비의연계활용
• IT 중복투자방지
•기타복지시설공유

•시스템통합
• IT 통합투자 – BCP

•새로운 devices의적극수용



그룹통합 Contact Center 이행방안수립 –주요수행과제3

성공적인그룹통합 Contact Center의운영을위해서프로세스, 데이터및시스템, 
조직및운영측면을동시에고려해야합니다.

주요기대효과주요수행업무 주요기대효과주요수행업무

고객관점의통합콜센터

그룹사차원의일관된프로세스정립

•관계사별공통/ 관계사간업무연계프로세스표준화수립
필요

1

프로세스측면
객 의통 콜 터

프로세스표준화를통해각

금융사별일관된고객대응수행

필요

•고객대응의일관성유지를위한인력운영방안수립필요
프로세스통합및표준화방안

•Shared service 영역에대한관계사공통및관계사간연계
프로세스표준화필요

데이터및시스템측면
그룹고객에대해일관된대응을

할수있는기반구축

그룹사통합정보화방안수립

•그룹사통합정보공유체계정립필요
•통합정보관리방안수립필요

IT 운영방안

2

할수있는기반구축
•업무의안정성및비용효율을고려한최적의정보인프라
구성

그룹사통합정보화방안수립3

조직및운영측면
•그룹사통합정보공유체계정립필요
•통합정보관리방안수립필요

IT 운영방안
•업무의안정성및비용효율을고려한최적의정보인프라
구성

인력운용의효율성및전문성

달성
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그룹통합 Contact Center 이행방안수립 –프로세스측면3

각금융사별상이한프로세스를고객관점의통합콜센터프로세스표준화를통해
일관된고객대응을수행할수있게됨

고객관점의일관된프로세스표준화

각금융사별콜센터프로세스 고객관점의통합콜센터프로세스

각금융사별로고객확인, Routing, 상담을각각시행 고객을중심으로한고객정보, Routing, 상담의통합

통
합
고
객
정

통
합
고
객

R

통
합
고
객
상

A 사 은행
고객확인

은행콜
Routing

은행
상담

… A 사

그룹고객

정
보
확
인

R
outing

상
담

증권
고객확인

증권콜
Routing

증권
상담

…B 사
B 사

각금융사별현황 그룹관점 To-Be

전체 연계되 세각 사별 세

•동일고객 동일업무에대해서동일

ARS

상담원공유

스크립트

ARS

상담원공유

스크립트

•후선업무에대해서각사별상담원공유
• VIP이상고객대응상담원공유

•금융그룹전체로연계되는ARS 프로세스

•동일고객에대해서정보보유및

•상담원공유가되고있지않음

•각금융사별 ARS 프로세스

31

•동일고객, 동일업무에대해서동일
스크립트제공

스크립트 스크립트•동일고객에대해서정보보유및
스크립트가상이함



그룹통합 Contact Center 이행방안수립 –데이터및시스템측면3

그룹사간통합공유할데이터를선정하기위해기준을수립해야합니다. 

주요통합공유데이터선정

데이터
가용성

Inbound를위한정보공유범위선정기준

각정보별금융그룹간통합시마케팅 / 세
일즈 / 서비스관점에서의활용방향성및
상세활용방안예측

주 통합공유데이터선정

H

서비스

정보별활용

방안검토

상세활용방안예측

­ 활용방향성 : 이탈방지, Cross-sell, 로열
티향상등

­ 상세활용방안 : 교차판매상품안내, 금융
그룹혜택안내, 정보변경파악등

M

L
서비스
관련성

Outbound를위한정보공유범위선정기준

룹혜택 내,정 경파악등

Inbound의경우서비스관련성과데이터
가용성의관련성이높은정보파악

ML H

데이터
정확성

정보공유기준

정의

가용성의관련성이높은정보파악

­ 서비스관련성 M 이상
­ 데이터가용성 M 이상

Outbound의경우세일즈관련성과데이터
정확성의관련성이높은정보파악

H

M

세일즈
관련성

정확성의관련성이높은정보파악

­ 세일즈관련성 M 이상

­ 데이터정확성성 M 이상

도출기준에의한평가를통해우선실행대
상이벤트선정

ML H

L

32

상이벤트선정

※지주사정보공유법적규제를고려하여정보공유범위를설정함
공유시행 공유검토



그룹통합 Contact Center 이행방안수립 –데이터및시스템측면3

그룹사간의정보를공유할수있는적절한이행방안을수립하여체계적인시스템
구축이될수있도록해야합니다.

통합공유를위한필요정보및이행방안 Illustrative

지주사통합공유를위한필요정보통합정보구분

•고객명
•주민등록번호/사업자번호

•신상
•연락처

이행방안

•고객명, 주민등록번호/사업자번호의경우통합CIF에서
관리함 (통합 CIF는신규구축또는 Company X CIF이

고객프로파일정보
•주민등록번호/ 사업자번호
• Demographic(연령, 성별)
•가족사항

•연락처
•직장정보
•직업, 소득수준등

•불만접수/처리정보
MCA정보

• DM, TM, e-mail, 영업점등

관리함 (통합 CIF는신규구축또는 Company X CIF 이
용)

•연락처, 직장정보의경우 Near-Time 을통해정보공유

•접촉이력은그룹통합콜센터에서적시적으로대응하기
위해 으로가져오는것이바람직함

상품/서비스정보

접촉이력정보

•은행 / 증권 / 보험등상품가입정보

• MCA 정보
•상품문의정보
•캠페인현황정보

각채널에서접촉한상담

및오퍼정보

• 캠페인반응정보등

•상품/서비스정보는통합콜센터의 Outbound를위한주

위해 Real-Time 으로가져오는것이바람직함
•캠페인정보는일 Batch 로관리하되 Contact Rule에적
시반영해야함

고객기밀보안상삭제하였습니다상품/서비스정보

거래내역정보

•인터넷, UMS  등서비스가입및이용정보

• 영업점거래정보
• CD/ATM 거래정보
• 인터넷 텔레뱅킹거래정보

• 입출금내역정보
• 계좌이체내역정보
• 증권매입/매도정보

요정보가되므로 Real-Time 으로가져와야함

•거래내역은향후에는 Real-Time으로가져와야함
•거래내역은대용량 DB Size가필요하므로금융그룹전
체의지주사기반시스템구축시연계하는것이바람직

고객기밀보안상삭제하였습니다. 

외부정보

• 인터넷, 텔레뱅킹거래정보

•신용정보
•주택평가/시가정보

•시/군/구별과세정보
•각종설문조사자료등

증권매입/매도정보
• 특이거래정보

체의지주사기 시 구축시 계하 것이바 직

함

•각금융사별로입수한외부정보는콜센터의필요성에따
라선택한후일 Batch로가져오는것이바람직함
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(Outbound 용)
주택평가/시가정보

•직업정보
각종설문조사자료등

•가망고객군정보
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각사별 Front-office영역에서동일한업무는인력을서로공유할수있는풀(Pool) 
형태의체계로인력을구성하는방안을고려할수있습니다. 

이행방안통합구현예시

A사

현행인력구성분석

B 사 C사

현행인력구성분석

- 인력조직분석

- Job description 분석

- 각회사간의 Gap 도출
공유인력 Pool

Front-o

통합인력모델수립

- 공유 Pool 모델수립

- 개별인력모델수립
회사별고유인력

office 

영
역

• 고객정보관리: 고객정보변경
• 안내전화:만기,연체공유인력 Pool 

- Job description 설계

- 상세인력구성도출

통합인력모델이행절차수립통합영역 안내전화: 만기, 연체
• Fulfillment Mgmt.: 우편발송/관리

통합인력 델이행절차수립

- 통합인력모델이행과제수립

- 통합인력모델이행계획수립• 상품상담: 상세정보제공및세일즈유도
• 세일즈: TM, up-selling, cross-selling
• VIP 응대: 전문상담

고유인력
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