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Реферат:
1. У дисертації обґрунтовано теоретичні засади формування ефективної системи надання послуг
підприємствами невиробничої сфери. Уточнено понятійно-категорійний апарат дослідження, зокрема
визначено специфіку надання послуг колл-центрами. Розглянуто особливості управління обслуговуванням
споживачів у колл-центрах. Обґрунтовано, які показники необхідно використовувати для порівняльної
оцінки системи надання послуг аутсорсинговими колл-центрами. У роботі здійснено оцінку сучасного стану
системи надання послуг аутсорсинговими колл-центрами. Проаналізовано тенденції розвитку ринку
аутсорсингових колл-центрів в Україні. Представлено систему показників оцінки конкурентних переваг
українських аутсорсинових колл-центрів. Проведено комплексну оцінку ефективності та моніторинг
системи надання послуг аутсорсинговими колл-центрами. Визначено напрями розвитку системи надання
послуг аутсорсинговими колл-центрами. Обґрунтовано стратегічні напрями підвищення якісних і кількісних



параметрів ефективності діяльності колл-центрів. Подано пропозиції щодо впровадження нових технологій
у діяльність колл-центрів у напрямі формування ефективної системи надання послуг. Обґрунтовано
методичні підходи до визначення пріоритетності заходів із покращення надання послуг колл-центрами.
Ключові слова: підприємства невиробничої сфери, колл-центри, послуги, управління, обслуговування,
аутсорсинг, показники, якість, ефективність, моніторинг, технології

2. The thesis substantiates theoretical principles of forming an effective system of providing services by
enterprises of the non-productive sphere. The conceptual-categorical apparatus of the research is specified, in
particular, the specifics of providing services by call-centres is determined. There is considered the classification
of call-centre services according to the direction of service provision. It has been determined that call-centres
provide a wide range of services in the field of information transmission, which is important for the development
of entrepreneurship in modern conditions and obtaining necessary data by those who need it. It is noted that
services themselves are a key aspect of their activities, and they include the activity aimed at combining those who
transmit and receive certain information Peculiarities of customer service management in call-centres are
considered. It is reasoned about which indicators should be used for comparative estimation of the system of
providing services by outsourcing call-centres. The criteria for evaluating customer satisfaction with the quality of
service are determined. The system of indicators for a comparative complex evaluation of the service system of
call-centres is suggested. Taking into account the complex approach and the combination of possible
characteristics of the management system for obtaining the evaluation of the state of the object of management,
there is suggested to evaluate the service system in the call-centre according to the following areas: evaluation of
the quality and effectiveness of the service system within the framework of the separate enterprise; evaluating the
quality and effectiveness of the service system in comparison with competitors. There are considered main
advantages of cooperation of Ukrainian companies with outsourcing call-centres. The problems, which Ukrainian
companies are facing in the process of cooperation with outsourcing call-centres, are studied. The approaches of
Ukrainian companies to work with the outsourcing contact centre are analyzed. Actions that must be carried out
by Ukrainian companies-customers for improving the situation and avoiding problems when working with
outsourcing call-centres are substantiated. The strategic directions for improving qualitative and quantitative
parameters of the effectiveness of call-centres activity are substantiated: automatic service with IVR-system;
personalized work with clients using the CRM-system; WFM-system for the management of working time; work
with personnel burnout; KPI and understanding of what the employee gets money for; training and curating of
operators; system of motivation as a tool for managing the quality of work of employees; quality scripts for
working with clients; audit of the quality of operations of operators to identify weaknesses; evaluation of customer
satisfaction for a conscious improvement in the quality of service. It is noted that the system of quality assessment
of customer service should include both an audit of the process of communication with the client and the study of
impressions of the client after interaction with the call-centre operator and the company as a whole. There is
highlighted that increasing the efficiency of providing services by call-centres must be performed in a complex
combination of different methods, techniques and approaches, which are abovementioned. However, based on the
fact that the human factor is the basis of the work of call-centres, the system of management must, in the first
place, focus on the psychological factors: motivating and stimulating to the work of operators using various
stimulations. Only then, the quality of call-centre services will meet the needs of the market and customers. The
methodical approaches to determining the priority of measures to improve the provision of services by call-
centres are substantiated. It is noted that the number and variety of measures that can be suggested to improve
the service delivery process, their difference in resource intensity and the timing significantly complicate the
choice of the optimal option, impede the formation of an enterprise activity plan in this direction, which stipulates
the necessity to prioritize their implementation. Key words: enterprises of a non-production sphere, call-centres,
services, management, providing services, outsourcing, indicators, quality, effectiveness, monitoring, technologies.
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