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ABSTRACT
   To investigate call centre management from the perspective of the managers, particularly what the key management responsibilities are in managing call centres and the key performance indicators (KPIs) used in managing call centres. A survey of call centre managers, followed by in-depth interviews. There is confusion over the strategic intent of call centres. Centres are primarily used by organisations as a means of reducing costs, with customer service delivery a secondary consideration. Call centre managers, however, declared customer service as their main management responsibility. The metrics employed in the call centres resulted in managers concentrating on the call itself rather than the outcome of the call from the perspective of the customer or the organisation. Some quantitative measures were used as proxies for customer service, but the achievement of the relevant KPI became a goal in its own right. There appears to be an insatiable appetite for quantitative performance measures, despite their limitations, almost to the exclusion of all other performance measures. The implication of the results for call centre managers, and their managers, is that call centres could be better managed if a wider range of means and measures were used. 

                            
                          CHAPTER 2
2. SYSTEM ANALYSIS
2.1 EXISTING SYSTEM

· Workforce management systems, when combined with simulation software, take existing or historical conditions and allow managers to adjust the parameters to conduct what-if scenarios. 
· Several useful guidelines, discussed in the next section, for monitoring systems should be considered before selecting a system and installing it in a new or existing call center operation. 
· The existence of virtual multisite centers, teleworking, or dispersed call/contact center operations does not mean that workforce management systems cannot be employed. 
· Organizations of all types depend on the existence of shared meanings and interpretations of reality, which facilitate coordinated action among employees. 
2.1.1 DRAWBACKS OF EXISTING SYSTEM  : 
· A lack of understanding by senior management was also described as a problem with three call centre managers explaining that their managers did not fully appreciate the pressures of the call centre and the impact that the call centre had on the entire organisation.
· The manager would look at the hot spots on the heat chart to determine at a glance, where problems were occurring. 
· The problem is that the ease of measurement which leads to automatic reporting can create the belief that the attributes being measured are important. 
· The survey revealed that call centre agent turnover was a problem (40 per cent of respondents reported annual turnover of agents was over 10 per cent), however little was being done to address the fundamental causes of the turnover.
2.2. PROPOSED SYSTEM 
· As telephone services matured, several solutions to resource management challenges were proposed.
· In a call center, most callers get connected to a CSR much quicker than the average, but some wait far beyond the average.
· It is important that service level be interpreted in the context of call blockage, that is, calls not getting through. 
· Any time some portion of callers is getting busy signals, no matter whether generated by the system resulting from a limited number of staff and lines during a busy period, service level reports only report on the calls that are getting through.
2.2.1. ADVANTAGES OF PROPOSED SYSTEM
· This particular research is interested in investigating what the key management responsibilities are in managing call centres and the key performance indicators (KPIs) used in managing call centres.
· An assessment of how well the reported performance measures fit with the strategic objectives of the centres will be attempted.
· The call centre employed performance standards including a service quality checklist, which aimed to promote consistency of service.
· They found that the performance objectives and performance management programs were weighted towards numerical quotas and targets for efficiency and speed.
· There was clear resentment in one case as it was only the areas where performance was adverse to agreed KPIs that ever received any attention. 
Literature Survey:
	             TITLE
	            AUTHORS
	     DESCRIPTION

	Taylorism, targets and the pursuit of quantity and quality by call centre management
	Bain, P., Watson, A., Mulvey, G., Taylor, P. and Gall, G. (2002), 
	The paper concludes that call centre work reflects a pardigmic re–configuration of customer servicing operations, and that the continuing application of Taylorist methods appears likely.

	Edwards revisited: technical control and call centres
	Callaghan, G. and Thompson, P. (2001), 
	Data collection includes taped semi-structured interviews with customer service representatives and managers as well as non-participant observation of recruitment, training and the labour process. 

	Operational determinants of caller satisfaction in the call center
	Feinberg, R.A., Kim, I.-S. and Hokama, L. (2000), 
	When China's offfarm migrants find it too difficult to cope in the cities, most have the fallback position that they can return to their homes in the countryside.

	The Balanced Scorecard
	South Melbourne. Kaplan, R.S. and Norton, D.P. (1996), 
	Various studies have been done on the above theme, but no enough studies have been conducted in Sri Lankan context, especially in banking sector. 






2.3 FEASIBILITY STUDY
The feasibility Analysis is an analytical program through project manager determines the project success ratio and through feasibility study project manager able to see either project. The key considerations involved in the feasibility analysis are:
· Economic Feasibility
· Technical Feasibility
· Operational Feasibility
· Environmental Feasibility
2.3.1 ECONOMICAL FEASIBILITY
Hence this project is economically feasible there is no need to involve any cost for this project. 
2.3.2 TECHNICAL FEASIBILITY
Software Technologies used are PHP and MySql. In the educational institutions, it is possible to update the system in future. No special hardware is required for the purpose of using this system. Hence it is declared that this project is technically feasible.
2.3.3 OPERATIONAL FEASIBILITY
As the admin work mainly to maintain the Patient and Doctor .Doctor will predict patient cancer disease. Hence it is easy to operate with training. Therefore it is operationally feasible for implementation.
2.3.4 ENVIRONMENTAL FEASIBILITY
This project environment is correct as a admin has developed this system and no expenditure is involved under any head and this process is part of admin document management, this project environment is accessible.   

2.4 SYSTEM REQUIREMENTS
· System	:  Pentium IV 2.4 GHz.
· Hard Disk	: 40 GB.
· Monitor	: 15 inch VGA Color.
· Mouse	: Logitech Mouse.
· Ram		: 512 MB
· Keyboard	: Standard Keyboard

2.4.1 HARDWARE REQUIREMENTS
             The Hardware of the computer consists of physical component such as Input Devices, Storage Devices, Processing & Control units and Output Devices.  Computer includes external storage unit to store data in programs.
           The Hardware Configuration involved in this project
· System	:  Pentium IV 2.4 GHz.
· Hard Disk	: 40 GB.
· Monitor	: 15 inch VGA Color.
· Mouse 		: Logitech Mouse.
· Ram		: 512 MB
· Keyboard	: Standard Keyboard


2.4.2 SOFTWARE REQUIREMENTS 
 	Software is a group of programs that computers need to do a particular task.  It is an essential requirement of Computer System. The Software used to develop the project is
· Operating System	: Windows XP.
· Platform		: DOT NET TECHNOLOGY
· Front End		: ASP.Net 3.5
· Back End		: SQL SERVER 2005














CHAPTER 3
  SYSTEM DESIGN AND DEVELOPEMENT
SYSTEM ARCHICTURE
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CHAPTER 4
TESTING AND IMPLEMENTATION

0. TESTING
 Implementation is the stage of the project when the theoretical design is turned into a working system. This is the final and important phase in the system life cycle It is actually the process of converting the new system into a operational one.

 4.1.1Unit Testing
	Unit testing comprises the set of tests performed by an individual programmer prior to integration of the unit into a larger system. The module interface is tested to ensure that information properly flows into and out of the program unit. The local data structure is examined to ensure that data stored temporarily maintains its integrity during all steps in an algorithm’s execution. Boundary conditions are tested to ensure that the module operates properly at boundaries established to limit or restrict processing. All independent paths through the control structure are tested. All error-handling paths are tested.

4.1.2 Block Box Testing
Black-box testing is a method of software testing that examines the functionality of an application without peering into its internal structures or workings. This method of test can be applied virtually to every level of software testing: unit, integration, system and acceptance. It is sometimes referred to as specification-based testing.




4.2 SYSTEM IMPLEMENTATION
Implementation is the stage of the project when the theoretical design is turned into a working system. This is the final and important phase in the system life cycle It is actually the process of converting the new system into a operational one. 

















                               CHAPTER 5
CONCLUSION:
    This research has sought to make a contribution to improving the management of call centres. The first step was a survey of centre managers, to develop understanding of how managers see their main responsibilities. The results expose serious limitations in the management of call centres, which then lead to suggestions to improve their management. The key management responsibilities were seen to be a combination of achieving customer service goals and meeting financial budgets. There was strong evidence of a conflict between these two responsibilities. Quantitative KPIs were dominant in what call centre managers believe to be their KPIs. The measurement of many aspects of the call centre performance was at odds with the espoused management responsibility of customer service. There was evidence that the achievement of norms in quantitative KPIs became the goal itself. It was clear from the findings that little emphasis is placed on qualitative measures. 
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