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Abstract  

In modern society, communication and mobility play a key role, since when any problems arise, the main task is to find a solution as soon 
as possible. In such cases, people try to solve it over the phone, because this method is one of the fastest. The same applies to enterprises, 
firms, organizations that need to establish contact with their client. In such cases, call centres are used. Due to this, the client can always 
turn to the operator for help, or the operator can turn to the client with suggestions from the organization. 

 

1 Introduction 

In modern times, organizing a call centre for a bank plays an 
important role in its work. Indeed, thanks to him, firstly, the 
influx of customers increases, and secondly, the number of 
problematic questions to specialist’s decreases, whose task 
is to solve questions and requests of customers sitting in the 
offices, since most of the issues can be solved thanks to the 
hotline. 

The use of such a tool as a call center allows the bank to 
obtain the following advantages: 

 constant communication with the client; 
 constant influx of customers; 
 remote consultation on the use of bank services; 
 emergency assistance in cases of theft / blocking of 

the card; 
 consultation on the local location of branches and a 

minibus to it; 
 notifications about special offers for regular and 

VIP-clients; 
 access to the bank's network, which allows you to 

fully view the client's history. 
The bank can also use the already created center of the 

outsourcing company, with its specialists. But in this case, 
the operators will have many times less information about 
the client or the bank's offers, since they will not work with 
the bank's system and network, as this can lead to leakage of 
information about both clients and the bank itself. Which 
can negatively affect the reputation and financial position of 
the bank.  

2 Overview 

The main problem of organizing a call-center in a bank 
office is that a separate network and electrical channel is not 

created for it. A key aspect is the fact that a call-center is 
also connected in a room with a ready-made wiring closet 
configured for the department's load. Of course, at the same 
time, only the switch is used from the separate equipment 
for the center, since the rest can be borrowed from the office, 
which already creates problems. Shared Internet, which 
slows down the work for specialists, the load on the closet 
and the flow of information to the server, as information 
flows from both the center and the office. It also creates 
additional stress on security features such as an 
uninterruptible power supply. In case of emergencies, the 
entire building will be evacuated, and it doesn't matter, the 
problems concerned only the first or third floor (where 
specialists work) but also the call center, which is located on 
the 4th floor, which will clearly affect the productivity of 
work. 

3 Decision 

The solution to this problem lies in the fact that for a call 
center it is better to use a separate office, in which you can 
install a wiring closet configured for the bank's system. In 
such cases, the financial burden of the organization and the 
launch of the center increase, but at the same time it 
increases the reliability and security of the system. 

4 Conclusion 

When organizing a call center, it immediately becomes clear 
its disadvantages and problems, which in the future may be 
faced or already encountered not only by operators, but also 
by technical support staff. But despite the problems of a 
technological nature, there are positive aspects that have a 
positive effect on the financial component of the bank due 
to the increased flow of clients. 
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