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EZF  customer
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ZPMRCE customer service representative; CSR
FEERE agent
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AR after call work; ACW
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LR EIEE average speed of answer; ASA
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EFi#=E consumer satisfaction research; CSR
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2.6
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2.8

AR 7K FE  service level
EY BN X YR PRGBS,

EiERHE  call duration
BRAR R R A P B 5 L B & P EEHLA IR

BEAY{R AT iE  call hold time
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