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Abstract : The purpose of this study is to identify the goal and characteristics of duties performed by a
call center which differ depending on the business category of a mother company operating the call center
and this difference is presumed to influence location decision making of call center considering the gradual
decentralization of call centers moving from the former centralized distribution around central business
district in Seoul to the outskirts of the city around secondary central business districts, suburb districts, or
megalopolises out of central area, The major findings of the study are summarized as follows. First,
although the domestic call centers are still concentrated in the capital, Seoul, however, the location of call
centers has decreased gradually in Seoul, while decentralization of call center has increased. Secondly, the
characteristics of a call center and its location vary according to the corporate business category and the

range in duties for a call center. In the case of manufacture, the level of call center operation is very low,
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and the scale of the center was also very small. Also, most of the call centers are positioned in
megalopolises out of capital area. On the other hand, financial and insurance businesses and the
communication businesses that briskly operate a call center have a bigger scale call center and a higher
ratio of location within the metropolitan area. Thus, the decentralization of the call center operation was
notably identified. Third, various types of call centers had different location factors and relocation factors
each. In case of moving a call center to a suburb from the existing area or from the location of head office,
reduction in labor costs and in extra charges is the most important factor in the decision. On the contrary,
moving a call center to a central area from the existing area or from the location of head office values the
local image and the a vailability for the exchange of information that a central area has as a important
factors. Also, moving a call center to an adjacent region or to the head office occurred for the disadvantage
of moving a call center to a distant area due to the small scale of the call center or due to the cost. This
study has signi ficance in that it specifically analyzes the characteristics and the diverse factors in the call

center location with an understanding of a spatial change in the domestic call center location by periods and
by types.
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