Texnoppep>xkKka B A,eUCTBUMU: SKCKypcua no call-ueHTpy

Kak Bbl pyMmaeTe, 4eM OnsA pAAoBoro aboHeHTa oT/IM4aeTCa «NJIOXOW» UHTEPHeT-NnpoBauaep oT
«xopowero»? Moxxanyu, Ka4eCTBEHHOW TeEXHUYECKOW NoAaep>XKKOon U ObICTPbLIM peLueHueM
BO3HMKaOLWMUX Nnpobnem. Mo cTaTucTuKe BOCEMb U3 AECATU YeJIOBeK NepuoanvYeckmu 3BOHAT B
CNpaBoO4YHYIO CNY>XOyY CBOero uHTepHeT-npoBanaepa. BoT v pewinnm mMbl BbISCHUTb, KakK
opraHusoBaHa paboTa call-ueHTpoB y peanbHO AelcTBYylOLWero oneparopa LUMNA. NMoMowb B 3TOM
Aesie HAM oKasaJsia KoMnaHua «MIHTepcBA3b», rae Mbl NOObIBaNIN Ha 3KCKYPCUMU.

PaboTa noboro nHTEpHeT-NpoBalgepa He MbicMMa 6e3 cnpaBo4YHON CNy»XObl. VIMEHHO B Texmoaaep>xKy
HAYMHAIOT 3BOHUTb aBOHEHTHI, Y KOTOPbIX «OTBa/IMIACb CETb» UKW HaYau TepsiTbCs NMakeTbl. M OT TOoro, Kak
nocTpoeHa paboTa 3TOro noapasneneHuns, 3aBUCUT MHoroe. [lpyroe Aeso, 4To He y BCeX KOMMaHuin cny»xba
NMoAAEP)XKN KJIMEHTOB OpraHnW30BaHa MpaBW/ibHbIM 06pa3oM. ¥ oAHMX - abOHEHT ycrneBaeT 3abbiTh 0 Lienu
3BOHKa, MOKa XAEeT OTBeTa CrneuuanucTa, y APYrux - 4YyBCTBYeTCA HemnpodeccMoHanu3M U He3HaHue
MHopMaumn, y TPeTbUX - MNpeHebpexunTenbHoe oTHoweHune K cebe. Ho TakmMx KOMMAHWA Ha pbIHKe
OCTaeTCs BCE MEHbLUE U MeHbLLE.

Mbl pelwnnun BbISCHUTb, Kak opraHm3oBaHa paboTa call-ueHTpOB KpyMnHbIX pernoHajbHbIX NpoBangepos. Ha
npensiokeHne nokasaTb paboTy CBOeEro ueHTpa MNOAAEPXXKU KJMEHTOB, COrjacunucb B KOMMAHWUU
«MHTepcBA3b». OHa 3aHMMaeT NoYTU NOJIOBUHY pbiHKa LM B YensbuHcke.

Boobuwe B TOM BUAe, B KoTopoM call-ueHTp «MHTepcBA3M» CywecTByeT ceivac, OH MOsIBUICSA B B arpese
2005 ropa. Torga B KOMMaHWK MOCHUTaNAWN, YTO ANA YCNELHOro pa3BUTUA, POCTa KayecTBa YCAyr wu
MOBbILWEHNS NOASIBHOCTU CO CTOPOHbI MOJIb30BaTeslel NPOCTO HeObXxoAMMO co3gaHue nNpothecCnoHaslbHOro
LeHTpa TeXHMYECKON NnogaepXku. B Tom nam nHom Buae call-ueHTp cywiecTsoBan n 4O 3TOr0 BPEMEHMU, HO
roOBOPUTb O KaKOM-TO LienieHanpaBaeHHon paboTe Toraa He NMPUXoaAnnoCh.

B HacTosiwee BpeMs KoMnaHus «WNHTepcBsA3b» pacrosiaraeT LEHTpaJM30BaHHOW Ciy>X6ol TexHU4Yeckomn
noanep>Xku. Pacnonaraercs oHa B YensbuHcke.

"K HaM MocTymnatT 3BOHKM He ToNbKo U3 YenabuHcka, Ho 1 U3 Munacca, Koneincka. Cnyxba pasgesieHa Ha
OBa ypoBHSA. OnepaTopbl MEPBOro YPOBHA MOMOralOT B HAaCTPOMKE KOMMbIOTEPa AJ19 MO/b30BaHUS yCayraMmu
KOMMaHUM, MPOBOASAT MNEPBUYHYK AUATHOCTUKY MPUYMH BO3HUKHOBEHUA HeUcnpaBHOCTW Yy aboHeHTa,
peLlaloT BOMPOChbl C HEBEPHLIMU HacTpoMkKaMu nporpaMmMmHoro obecnedyeHuns. VH>XeHepbl BTOPOro YypOBHS
3aHMMAlOTCA pelleHNeM HeCTaHAAPTHbIX, CJIOXKHbIX BOMpPocoB aboHeHTOB, OTBEYalOT Ha BOMPOCHI,
nocTtynmewne OT aboHEeHTOB MO 3NEKTPOHHOM Mo4Te. TakXe WHXEHEepbl KOHTPOJMPYIOT XO0h pelueHus
3anpocoB aboHeHTOB. Kpome 3Toro, B cocTaBe Cny>bbl TexHM4yeckon noanepxku paboTatoT onepaTopbl,
BbIMOJIHAKOWME MpoBepkKy paboTbl Bcex cepBMcoOB y abOHEHTOB MNOC/e yCTpaHeHUs HeUCnpaBHOCTEN.
KOHTPONMpPYIOT Ka4eCTBEHHOE BbINMOJIHEHME CNY)XEeOHbIX 0053aHHOCTEN COTPYAHMKAMUN HavYalbHUKN CMeHbI",
- pacckasbiBaeT Muxaun BoOJIOXMH, Ha4YaNbHUK CAYXXObl TeXHUYECKOM NOAAEP>XKM KOMMNAHUMU
«AHTepcBA3b».

Ho 3To nuwb YacTb 6onbluoro ancbepra. 0N Ka4eCTBEHHOTro 0OCAY>XMBAHWUS KJMEHTOB COTPYOHUKaMu
npoBaliiepa Oblla co3fgaHa efuHasa TexHuveckas naaTopMa CiyXxbbl TexnoOaep)XkKu, eaunHoe
nporpaMmMHoe obecrnevyeHne n cuctemMa camoobcny xnBaHus.

"Bce ncnosibyeMble HaMn UHCTPYMEHTbI - CUCTEMbI pernctpaunm obpaweHnn, nx obpaboTkn, MOHUTOPUHIA
paboTocnocobHocTn cepBucoB y aboHEHTOB, aBTOMaTU4YeCKMe CUCTEMbI OMoBeweHus aboHEeHTOB O
nMnpoBoAMMbIX paboTax WM BO3HMKAKOWMX HEUCNPaBHOCTAX Ha JAnHum n MO call-ueHTpa - 3To Hawwm
cobcTBeHHble pa3paboTku. PaboTa Mo MX yCOBEPLUEHCTBOBaHUIO BeOETCS eXeOHeBHO," - oTMevalT B
«NHTepcBA3N».

Bcero B call-ueHTpe paboTatioT 68 COTpPyAHMKOB. M3 HMX 8 WHXXEHEpPOB BTOPOro YPOBHHA U 4YeTbipe
HavaslbHUKa CMeHbl. B oaHy cmeHy paboTatoT nopsaka 24 onepatopoB. OHM 3aHUMAlOTCHA 0B6CYy>)KUBAHNEM
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pa3HbIX KaTeropuit aboHeHToB. O4HN OTBEYAlOT Ha BOMPOCHI N0 ycayram KabesibHOro TefieBuaeHns, apyrue
3aHMMAIOTCS TEXHNYECKON MoAAEP>XKKOW KIMEHTOB ycayr VIHTepHeT 1 nepeaayvn OaHHbIX.

MopTpeT onepaTopa CAy>bbl TEXHUYECKOWN MOAAEPXKKW BbIFNSAMT cliegylowmMm obpasoM. DTO YenoBek C
BbiCLUMM o6pa3oBaHMeM B Bo3pacTe 22-25 neT. KoMMyHuKabesbHbIN, yMeeT ciywaTb cobecefHuKa,
obnafaeT BbICOKMM YPOBHEM KOMMbIOTEPHON TIPaMOTHOCTU, yMeHWeM paboTaTb C NtoabMu, crocobeH
BbIMOJIHATL 60/IbLLIOE KOJIMYECTBO Pa3HOMIAHOBLIX 3a4a4, paspeLllaTb KOHPINKTL. Ob6a3aTeNbHO BAageHne
3TUKeTOM obLeHnst No TenedoHy.

L W -

Mo cnosam Muxanna BonoxuHa, cny>xba TexHu4eckon nogaepxkm «MHTepceasu» npuHnmaeTt 15-16 Tbicay
3BOHKOB B Hegent. CpegHee BpeMs pa3roBopa onepaTtopa cocTtasnsetr 4 mMuHyTbl 30 cekyHa. CpenHee
BpeMS oXumaaHua aboHeHTa B ovyepenmn coctaBnseT 29 cekyHn. MNpn 3ToM 76% 3BOHKOB MPMHMMAOTCA CO
BpeMeHeM oxxunpgaHusa meHee 20 cekyHn.

A BOT Tak BbIrNaaaT paboyve mecTa cOTpyAHUKOB call-ueHTpoB. IMEHHO 3TK NI0AN MPUHUMAIOT 3BOHKMK U
MoMOratoT pellaTb npobaemMmbl abOHEHTOB 1 OTBEYAIOT Ha UX BOMPOCHI.

Bo Bpems 3kcKypcum no cayxbe Texnoonoep>XKu KOMMaHunm «MHTepcCBA3b» HEBOJIbHO MPOHMKaellbCs
Lapswen aTMochepoinr: BCe 3TO TOHHbI MHPOPMaLKMnN. Ha cTeHax No BCeM MOMELLEHUSAM BUCAT oTorpacdumn
COTPYAHMKOB B PA3HOLBETHbIX paMKax, CMelUHble njakaTbl N 00bABAeHMA. 30eCb KaXAyl Heaesnto
OTMeYalT OHWU POXAEHUSA: MNPUHOCAT CAadoCTU WU [apAT nogapku. A Hambosiee LEHHble COTPYLHUKMK
Harpa)kgalwTca 3BaHMeM nyywero paboTHuka.

A BOT Kak npoucxogunTt paboTta c aboHeHTamu. CTOJ, KOMMbIOTEpP, TeNedOoH U «FrapHUTypa» - creunasibHble
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HayLHNKN C MUKPOCOHOM, Koe-rae - LBeTbl B roplwkax. Onsa Toro 4tobel Becb pabo4ynin AeHb oTBeYaTb Ha
nocTynatwowime 3anpocbl, HYXHO obnagaTb CWIbHbIM XapakTepoM, CTPECCOYyCTOMYMBOCTbIO, XOpoLlen
namsaTblo, ObICTPON peakLuunen.

Ho 3a Bcemu cnyxbamu, oTaoenamMmm n rpaduvkamMmu cToaT naoan. OnepaTtopaM NPUXOAUTCS CTANKMBATLCA C
CaMbIMW pasHbIMUK NiloAbMU. MIHOr ia 3BOHAT pa3ropsiyeHHble aboHeHTbl, 1 UX MPUXOAUTCA YyCNoKansBaThb.

Bo BpeMsi 3KCKypcuMM HaM ygasiocb cocTaBuTb TOIN cambiX 3ajaBaeMbiX BOMPOCOB creuuanuctam call-
LeHTpa. BoT, 4To B MTOre nosy4ymnoch:

1l-e MeCTO: BOMpPOCHI, CBSA3@HHbLIE C MOAK/OYEHNEM K VIHTepHeT (KOoHCy/bTauumsa No HacTpomkam, obuwme
BOMPOCHI);

2-e MecToO: aAMUHUCTPaTMBHbLIE BOMPOCbI - CMEHa Tapvlcpa, noakN4eHne ycnyr, KOHCyJNbTaunda 1o
npengocrtaBsigeMbiM CcepBuUCamM;

3-e MecTo: Bonpocbl mo paboTte 6ecnnaTHbix cepBucoB (eMule (Ocnuk), urposon nopTan katakomba,
6ecnnaTHbIN JoCTyn K icq, "BupTyanbHbin Fopon");

4-e mecTo: Bonpockl no paboTe kabenbHOro TeneBnaeHus.
Kak roBopsiT pyKoBoAUTENN CNYy>KObl TEXHUYECKOW NoAAePKKN «IHTepCBSA3N», Y HUX ellle MHOTro paboThl.

- B paHHbIN MOMEHT MPOBOAATCA MeponpuATUA, HarmpaB/EHHbIE Ha MOBbILWEHNE KayYecTBa 06CayXnBaHUA
aboHeHTOB, CHMXKEHME BPEMEHU 0XXNAAHUSA. DTO MO3BOJNT cAenaTb CNyXby TEXHUYECKON Noanep>XKn eLé
6oniee «QOCTYMHOM».

Takoln nepen HaMu nNpeacTana cnyxba TeXHNYECKon NoaaeP KKN KOMMNaHUN «/IHTepCcBsA3b».
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