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ABSTRACT

- Call centre functions as an interface between customers and organization. It
handles high volume of calls, placed and received for the purpose of customer
ervice, marketing, sales, telemarketing, technical support or other specialized
usiness activity (Dawson, 1997). Prabhaker et al. (1997) identified the
_.hecessity for organizations to provide a superior service on the purpose of
_ensuring business survival in a service sector economy. Cali centre provides
é,:'dstomers faster, cheaper and more effective and convenient contact with
é;_rgénizations. Call centre agents play an increasingly significant role in the
mkage between organizations and customers. For example, bank’s payment
eminders provide customers with such services as reminding of the upcoming
late payments while at the same time offering options to pay so as to avoid
ate charges. It is necessary for employees working in call centre of payment
feminder to be equipped with good communication skills for effective payment
covery. In reality, not all call centers are successful in persuading customers to
s_eftle their credit in time. Therefore, to uncover the best practice in call centre’s

communication skills, Osgood & Schramm's Circular Model is applied in this

' To explore the best practice in call centre’s communication skills, the author
interviews 15 call centres in the Klang Valley. The interview is semi-structured
with 8 open questions. Thematic analysis is used to analyze the interview texts

in order to achieve research objectives.
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CHAPTER ONE: INTRODUCTION

hapter Overview

chapter gives an overview on the background of this research (Section 1.2),
em statement (Section 1.3) and research objectives (Section 1.4). Then
fic 'fnce of this study (Section 1.5) as well as the scope of study (Section 1.6)
'b’ofated. In Section 1.7, the limitations of this study are briefly discussed.
operational definiions involved in this paper are explained in Section 1.8.

his chapter concludes with an outline of the study (Section 1.9).
ackground

nire functions as an interface between custdmers and organization and it
ndles high volume of calls that are placed and received for the purpose of
ervice, marketing, sales, telemarketing, technical support or other
zed' business activity (Dawson, 1997). Developed in the USA in the
alE:_' centre grew rapidly in the past thirty years. That is because call
o_"n'tributes to manage customer relationships more effectively and
mpetitive advantage through cost saving (Connon, 1896). Prabhaker,
eehan and Coppett (1997) identified the necessity for organizations to provide
p_'eﬁ_or service on the purpose of ensuring business survival in a service
ector _ec0n0my. Call centre provides customers faster, cheaper and more
tlv_e and convenient contact with organizations. In addition, the call centre is
f_e'_:'.émgly introduced in more specialist areas such as psychological support,
rket research, recruitment, legal advice and public sector communications. As
_centre reaches higher levels of importance in customer relationship

ranagement (CRM), call centre agents play an increasingly significant role

FInternational University (2013)




n this link between organizations and customers (Burgers, De Ruyter, Keen

1d Streukens, 2000).

re are two types of call centres namely an inbound and an outbound call
_1;é_. An inbound call centre is a centre where the customers phone in
whereas- an outbound call centre means that the call centre agent calls the

In this research, an outbound call centre is the subject of study.
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Problem Statement

ctioning as an interaction channel and a source of customer information, call
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oming or late payment and in the meanwhile offering options on settlement to
oid .Iate fees. It is necessary for employees working in call centre of payment
der to be equipped with good communication skills on the purpose of

ént recovery. In reality, not all call centers are successful in persuading
'st’§ﬁ1ers to pay their credit in time (Dowla, 2004). Working in call centre is a
'eob'le oriented business involving communication skills and the right character,
od’ :temperament and personality (Deery and Kinnie, 2004). To handle calls
ectively, it is essential for employees to have good communication skills.
refore, problem in communication skills can have adverse effect in the effort

ollect money from customers.

___thmunication skills used in call centre will be identified and analyzed through
ép_p!ication of Osgood-Schramm Circular Model. O’Keefe (2002) has applied
S .odel on persuasive communication. In previous research, the Osgood and
:h:r:amm model was adapted and placed in order to uncover persuasive effects
hé communication-based influence components. Behavioural influence
erventions describe any intervention designed to improve people’s lives, for
ce, by encouraging them to adopt healthy lifestyles (Cugelman, Thelwall
d Dawes, 2009). In the financial sector, a behavioural influence intervention
fers to any intervention which will help clients to form a good and healthy
inance management habit so as to improve their quality of life. Therefore, it is
hecessary to improve the effectiveness of persuasive communication in call

_centre of financial sector through the application of Osgood-Schramm Circular

1.4 Research Objectives

The overarching research objective is to uncover best standards of
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ation skills applied in call centre that help operators to improve the

cy in call centre.

s'p'ebific objectives are, including:

i"o explore the best standard to provide verbal message to customers.

To discover the best way to apply nonverbal cues when communicating
ith customers.

To find out the best way to reduce semantic noises when encoding

lepth research on the issue concerning the best standards in call centre’s
ommunication skills with CSR development in the business which can cultivate
re professionalism in employees and decrease turnover rate and further

improve the overall performance of the organization.

The research will assist the manager of call centre to understand the best

'standards used in communication skills and further develop better scripts and
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Better financial performance of organizations facilitates economic

Study

ocus of this study is Klang Valley in Malaysia.

cus for this research paper is employees with more than two years
néhce in call centre of the financial sector. Employees with more
ears working experience are selected as sample for one main reason,
more than two years working experience guarantees the business
¢y and competence of these employees. Therefore, when interviewed,
with more than two years working experience can provide more
1d more accurate information.

-'p!e size of this study is target at 15 respondents. The author will
in'ef‘IS call centres in financial sector and selects 1 respondent from each

. Since the overarching objective of this research is to discover the

onal University (2013)
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