Project Scope

It is the collection of incoming calls from the personnel of Customs Secretariat offering nationwide service and taxpayers at Call Center of Customs Secretariat as their unique contact point and orientation of the same calls to pertinent groups through same platform, thus shortening the period of remedy operations.    

Objective
By the Enterprise Call Center Project, settlement of following  issues is targeted: 

●
İnability to cause all issues are received by relevant persons due to telephone traffics


●
Post - Call Notice re-call by Employee or Taxpayer for a remedy due to still experiencing hardship 



●
Experiencing difficulty in keeping record for the calls

●
Delayed remedy time due to having failed to diagnose the issue correctly in classification stage of the call and generating a solution hereof 

●
Rendered service – related real time entries are not recorded  and management reporting is not executed

●
Increased work load, time loss and user dissatisfaction
Windesk Solution
Upon accomplishment of integration of WinDesk Call Center with the communication, organization and systems of Customs Undersecretariat, 
Real time classification and accurate recording of the following  notifications received from personnel and taxpayers who bar the targeted mass;


●
Failure


●
Information request

   
●
Complain
have been secured. While the recoded calls are responsable by the Call Center, they cam also be oriented within the Agency depending on their topic. 

Every single stage of the call starting from its receipt up to its closure are being recorded and reported. The personnel or taxpayer who left a call to the Call Center is able to track down the consequence of its call entering its call number through Internet / Intranet.
Acquisitions


●
Augmented productivity with the facility of opening / tracing call by personnel of Customs Undersecretariat being over 10.000 users

●
Promoted customer satisfaction ratio due to Single Contact Point service granted to the Taxpayers

●      Single point traceability of employee and taxpayer notices by the Management
●
Upgrading service quality diagnosing improvement points by data analysis within the services rendered by Custom Undersecretariat Data Process Department.  
