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Abstract

Abstract

With the reform and openness in our country continues to improve, the financial
sector is also undergoing profound changes. More and more bank customers have not
limited merely to provide them with quality and efficient counter service, customers
electronic banking, telephone banking service demand and self-service banking has
become increasingly prominent. Under this demand-oriented, how to improve customer
service by means of innovative services, so as to enhance customer satisfaction has
become the banks of the chase direction. I think that the establishment of bank call
system to help customers better meet their needs. Bank call system functions include not
only the original phone bank have various functions, but also to further expand the other
functions of online banking, labor agents, information sharing, allowing users to easily
and quickly enjoy the services provided by the bank. Construction Bank is the banking
system outbound mining, analysis and understanding of customer marketing and real
improvement of important ways, it can further strengthen the links between the customer,
the effective complement to the bank because of lack of physical outlets inconvenience
caused to customers and, of course, also saves the customer waiting time, to enhance the
competitiveness of the banks have a very important role

In this paper, call management services and user needs from the Outer Banks,
in-depth analysis of bank customer service call center management problems, the design
of a bank based outbound call management system Avaya platform, divided into
personnel management, knowledge base management, work order management |,
outbound call management and quality control management module, the non-functional
requirements are also considering the maintainability and security. Firstly, business
requirements analysis, needs to obtain the corresponding personnel management,
knowledge base management, work order management, outbound call management and
quality control management, and based on functional requirements, from the logical and
physical structure of the system management subsystem design, Ul display subsystem,
business processing subsystem, management subsystem and public data access subsystem.
In the subsystem level, divided into Web display, logs, rights management, data access,
management of outbound, outbound seats, PCS outbound, knowledge, work orders,

online transactions, the report shows, quality inspection, recording, monitoring, and other



Abstract

components , functional requirements and call on the assembly process, according to lane
view of the assembly between the process invokes logic design, use of the interaction
between subsystems class implements the function modules. In the implementation of
different functions to interface display, code, and a key way of the flowchart shows the
implementation process. Finally, by setting up a test environment, test model designed
online transactions and ticket transfer test model, and mixed in a single trading system
has been the scene of the performance test, performance test results also demonstrated the
system availability.

Implement this system, the completion of the Outer Banks call management demands,
the bank realized the intelligent processing customer work orders, to achieve a different
permission level management, the establishment of predictive outbound capabilities to
solve the manual processing brings problem, which greatly promoted the bank smart

marketing goals are attained.
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