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Abstract —Call centre is an important name in modern days. The
first call centre was started in 1908 at United States of America.
Call centre’s today forms an important part of all most all type
of business and organization. However the concept and role
of call centre is equally important to the non profit making
organization due to customer or user satisfaction. Call centre
is mainly responsible for out sourcing. Many a times this is
not possible to customer assistance or information services at
the institution or campus; thus the concept of call centre was
emerged where a call centre (may or may not) basically act as
coordinator. India is booming in outsourcing field for most of the
western countries for several reasons. This paper describes some
aspect of call centre including their role, call centre personnel,
the technique adopted for works and especially the main
challenges and issues related to call centre professionals. This
Paper also highlights the probable solution for this. Information
professionals traditionally treated as Librarian, Reference in-
Charge, documentation officer; however apart from them call
centre professionals are also an information professionals but

discussion on information professionals still very minimum.
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I. INTRODUCTION

The call centre were stated in 1908 after the invention
of sell advertisement in a telephone booth (Norman) and
today comes to a most promising business field. Technology
and manpower; both are the important part of call centre.
The professional who are works in the call centre called call
centre professionals; with various kind of job designation
ranging from CEO, Coustomer care Executive -[2], joint
leader, team expert, system analyst, data analyst and so
on. Indirectly, all these professionals may be categories as
the information professionals. The duty and responsibility
of call centre professionals are most challenging issue.
Stress management, strategic management, data clustering
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techniques are consider as important techniques for the
betterment of call centre professionals.

II. OBJECTIVES
The main aim and objective of this study is includes:-

1. Toknow about the call centre and call centre professionals;

2. Information professionals and similarities with call centre
professionals;

3. To find out the main challenges and issues of call centre;

4. To learn about the main solution of the call centre
professionals.

III. CaLL CENTREAND ITS PROFESSIONALS

Call centre is an office or hub which is responsible for
various kinds of customer centric activities. Call centre
indirectly also may called as information centre; as each call
centre basically deals with specific kind of information of
the respective company or organization [5]. The call centre
may be established for providing specific customer query or
information at their own efforts or by outsourcing through
other organization who are totally dedicated called as
customer care centre. The person who provides information
as per requirement of the user called as customer supporting
Call Centre Professionals; job while the professionals deals
with computing and supporting job is called technical
professionals. Call centers virtually a information centre and
technology depended assistance centre [12].

IV. INFORMATION PROFESSIONALS

Information professionals are the professionals; dedicated
to Information activities; ranging from collection, selection,
organization and management and ultimately dissemination.
Information professionals are including system professional’s
web administrator, information manager, information officer,
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CIO, CTO, most discussed and known Documentation
Officer, Reference Officer, cataloguer, Information Managers,
Librarian and so on [4].

Domestic

(Works within country/ states) (Works world wide)

International ‘

Fig. 1 Types of Call Centre

Call centre professionals are also indirectly fall under
the category of information professionals; as they are also
responsible for collect product or service oriented information
and store in an organized manner with dissemination as per
the requirement or question of user / customer.

V. CALL CENTRE PROFESSIONAL AND CHALLENGES

The main challenges of the call centre professionals are as
follows:-

1. The most important problem of a call centre professionals
is time and shifting; they need to stay a long time and
many a time at night shift. But, doing work at night
with out sufficient rest and sleeping create the physical
problems like- tiredness, obesity and other health related
problems;

2. The extra night duty shifting also create mental problem
and tiredness among the worker;

3. Job creates of call centre the problem of poor interpersonal
relationship and intensified customer interaction.

4. Tt also create the personal life problem including broken
relationship ,poor relationship and even divorce and
marriage broken due to heavy work pressure and limited
personal time[6,11];

5. Call centre professionals are also face the problem
of availing new job/s; as he/she always engaged in a
particular job of customer assistance. Another reason
is limited time to study and preparation for another job
preparation;

6. It also hampers the personal education. The growing
trend is most of the college learners doing call centre job
depending upon their need or shift available; thus they are
facing the problem of healthy education;
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7. Languages are other challenges which is important to
note, the customer may ask the question in any languages
other than his/her mother tongue. So, the call centre
professionals needs to accustom with languages (mainly
foreign language);

8. Security is another issue, as most of the outsourcing is
being done by the foreign countries and the call centre
professionals needs to work at ‘Night Shift’.

Call Centre Professional: Challenges
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Fig. 2 The professional challenges of call centre workers

VI. PROPOSED SOLUTION/SUGGESTION

The following proposed suggestion may be helpful
to solve the problems and challenges related to call centre
professionals:-

1. Use of exercise for the betterment of health;

2. Yoga (preferably in house) is also helpful for the better
health;

3. The call centre professionals needs to be up date regarding
the English or other foreign language (as per assignment
of his/her job) including pronunciation and spelling;

4. Adequate sleeping is essential to keep body and mental
ability fit;

5. Meeting and sharing with the friends, society and
community is very essential during the off period [12];

6. If one is in full time call centre job then she/he can go for
the higher education;

7. Technical skills, as per the requirement and time need are
essential.



Call Centre Professionals as Information Professionals Emphasizing Contemporary Scenario

[71 L. A. Witt, et al, “When Conscientiousness Isn’t Enough: Emotional

Exhaustion and Performance Among Call Center Customer Service
Representatives,” Journal of Management, Vol. 30 , No. 1, pp. 149—
160, 1996 (2004).

Basic
[Entertainment
in Free time .
[8] Paul, Prantosh Kumar,Shyamsundar Bairagya, Bhusan Bhusan

Sarangi ‘Expert System and Artificial Intelligence: its evolution and
Inreracnon

with Family . ) ]
membars and Science (IS). in IEEE/IETE/CSI Co-sponsored ‘Nationnal Conference

Sriends on VLSLEmbedded System & Communication Technology’

contemporary scenario with special reference to its uses in Information

Praper Rest
and Sleep

Call Centre

professionals communin Department of Electronics & Communication Engineering, AVIT
proposed (AICTE-NBA-VMU approved)
salutions

[9] Paul, Prantosh Kumar, Bhusan Bhusan Sarangi and Asok Kumar,
“Information Systems and Networks (ISN): its types, components
with special reference to utilization and role of Networking and

.'n.v-illr:f:::{:.;.u o L'j:‘;;:j:f:"” Communication Technologies in ISN —Contemporary Scenario,”
Yoga concerned in IEEE/IETE/CSI Co-sponsored ‘Nationnal Conference on VLSI,
Imawledge Embedded System & Communication Technology’ Department of
Electronica & Communication Engineering, AVIT (AICTE-NBA-

VMU approved)

. . . . . . [10] Paul, Prantosh Kumar, Dipak Chaterjee and Bhaskar Karn, “Information
Fig. 3 Requirement of continuous job satisfaction of the call centre Management: emphsizing traditional and technology focused approach
— An Overview’ accepted in in IEEE/CSI/AICTE co sponsored
National Conference on Paradigm shift in Education Technology

& Content Management,DIT,Techno India (AICTE-NBA-WBUT

VII. CoNCLUSION

Call centre is one of the most important name in today’s approved) Paper published
information society [11]. The BPO and KPO deStry 18 [11] Paul, Prantosh Kumar, Mrinal Kanti Ghose and Dipak Chaterjee,
booming with the call centers. The private as well as the “Education Technology: its benefits and utilization with special
government organization; be it service providing institute or reference to EduNxt, Knowledge Delivery Model of Sikkim Manipal

University-A Study’ in IEEE/CSI/AICTE co sponsored National

’ ) ) Conference on Paradigm shift in Education Technology & Content
customer care is the widely recognize and popular call centre Management, DIT, Techno India (AICTE-NBA-WBUT approved)

concept in India. For modernizing the services it is essential Paper published.

product selling need the assistance of call centre. The mobile

to follow the latest tools and techniques for healthy BPO and [12] www.en.wikipedia.org/-
KPO industry.

REFERENCES

[1] L. Venkata Subramaniam, “Call Centers of the Future,” (PDF) it.
magazine, pp. 48-51. http://lvs004.googlepages.com/callcenters.pdf.
Retrieved 2008-05-29. (2008-02-01).

[2]  Srinivasan, Raj et al., Talim, JéRome; Wang, Jinting, “Performance
analysis of a call center with interactive voice response units,” TOP,
Springer Berlin, Vol. 12, No. 1, pp. 91-110, doi:10.1007/BF02578926,
2004.

[3]  “US Patent 7035699 - Qualified and targeted lead selection and delivery
system,” Patent Storm, 2006-04-25. http://www.patentstorm.us/
patents/7035699/description.html. Retrieved 2008-05-29.

[4] M. Popovic and V. Kovacevic, “An Approach to Internet-Based Virtual
Call Center Implementation,” university of Novi Sad, Yugoslavia.
http://www.springerlink.com/content/kapq5p85xnhrwe5b/.

[5] S. David Joachim, “Computer Technology Opens a World of Work to
Disabled People,” New York Times. http://www.nticentral.org/about/
articles/nnyt03012006.shtm.

[6] Freeman, M. Laura Whitfield, C. Hilary “Setting up for integrated
inbound/outbound telemarketing,” BNET. http:/findarticles.com/p/
articles/mi_qa3700/is_199611/ai n8743570. Retrieved 2008-06-05.

35 ARSS - Vol.1 No.2 July-December 2012





