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呼叫中心职业生涯的重要性

呼叫中心职业生涯规划要素
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什么是职业生涯规划

职业生涯规划是指一个人对其

一生中所承担职务相继历程的预期

和计划，包括一个人的学习，对一

个职业或组织的生产性贡献。
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我适合做何种工作，在什么

样的环境中能发挥自己最大的

潜力？

我是去寻找自己梦想的工

作，还是在目前的工作中做些

调整？

我希望拥有什么样的工作，

我的真正兴趣与优势？

怎样依据自身需求及社会需

求确定自己的最佳岗位？

与我想达到的目标相比，我

需要在哪些方面提高？

呼叫中心人员成本太大,如
何控制? 
人员流失率过高,怎样做会

比较好? 
人员利用率如何保持最佳

状态?
绩效机制如何更好的管理

与提升?
什么样的激励方式更好的

提升员工工作效率?

面临的问题
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为什么要进行职业生涯规划

公司方面：

可以更深刻地了解员工的兴趣愿望理想, 以使员工能够

感受到自己是受到重视的人, 并发挥更大的作用

使管理者与员工有机会接触, 并使员工产生积极的上进

心, 从而为单位的工作做出更大的贡献

由于了解员工希望达到的目的, 管理者可以根据具体情

况来安排对员工的培训

使员工看到在这单位上的希望与目标, 以达到稳定员工

的目的
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突破并塑造全新且充实的自我

准确评价个人的强项与特点

以既有的成就为基础, 确认人生方向并持续奋斗

评估个人目标与现状的差距

精准定位未来职业方向

重新认识并提升自我的价值

发现新的工作职业机遇

增强职场上的竞争力

将企业事业与个人连结起来

为什么要进行职业生涯规划

个人方面：



2

7

呼叫中心的职业生涯重要性

企业未来发展

高效管理方式部门长远规划

树立品牌形象 服务品质提升

环环相扣

紧密结合
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职业生涯规划四步骤

职业生涯
诊断

自我分析

环境分析

关键成就因素

关键问题分析

职业生涯
目标与标准

职业生涯
发展策略

职业生涯
实施管理

职业发展周期

职业生涯发展目标

职业生涯成功标准

职业发展途径

职业生涯角色转换

职业生涯能力转换

职业生涯发展方案
职业生涯发展文件
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职业生涯规划执行流程

自我评估

确
认
目
标

制定计划
执
行

评
估
反
馈
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呼叫中心职业生涯规划要素

知己+知彼+抉择

知己：知己：

性格性格

兴趣兴趣

特长特长

智商智商

情商情商

气质气质

价值观价值观

抉择：抉择：

职业抉择职业抉择

路线抉择路线抉择

目标抉择目标抉择

行动抉择行动抉择

机遇：机遇：

组织环境组织环境

组织发展战略组织发展战略

人力资源需求人力资源需求

晋升发展机会晋升发展机会

政治环境政治环境

社会环境社会环境

经济环境经济环境
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员工生涯路线选择

想往哪一条路线发展?

适合往哪一条路线发展?

可以往哪一条路线发展?

价值、理想、成就机会、兴趣

职能、技能、情商、学历、性格

组织环境、社会环境、经济环境

自己人生目标分析-能力取向

自己与他人优势分析-机会取向

挑战与机会的分析-目标取向
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部门主管部门主管(Department Head)(Department Head)

组长组长//班长班长(Leader)(Leader)

客服客服//營銷營銷人员人员(CSR(CSR/TSR/TSR))

培训师培训师(Trainer)(Trainer)

规划部门远景规划部门远景
掌握部门目标掌握部门目标
运营规划设计运营规划设计

辅导及监督组员作业辅导及监督组员作业
充分掌握现场秩序充分掌握现场秩序

完成部门预定目标完成部门预定目标

处理客户咨询投诉处理客户咨询投诉
遵守标准作业流程遵守标准作业流程
完成个人目标完成个人目标

执行各项课程执行各项课程((系统系统//产品产品//服务服务))
规划培训课程规划培训课程
培训后之跟催及检讨培训后之跟催及检讨

呼叫中心角色介绍
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QA (Quality Assurance)QA (Quality Assurance)

文书处理人员文书处理人员( ( PaparworkPaparwork ))

排班人员排班人员(Scheduler)(Scheduler)

MISMIS

定期跟踪监听掌握质量定期跟踪监听掌握质量
整理特殊案例分享整理特殊案例分享
个别辅导及改进个别辅导及改进

工单整理及分配工单整理及分配
部门跟催及反馈部门跟催及反馈
定期整理报表及分析定期整理报表及分析

定期排订班表定期排订班表
弹性运用人力弹性运用人力
掌握服务水平掌握服务水平

定期产出各项报表定期产出各项报表
分析报表数据分析报表数据
提出改善建议提出改善建议

呼叫中心角色介绍

14

客服工作生命周期

副经理

00
聘任聘任

33
训练训练

1212
成熟成熟

2424
退休退休

代表/资深代表

助理专员

专员

高级专员

资深专员

经理
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F3

F2

F1

Training Requirements Corporate 
Title

Career Pathing Roadmap (Function Title) Min. on 
the job

•Train The Trainer
•Project Management
•HR Development
•Budget planning and control

•Performance Evaluation (PDR)
•MAP
•Interview skills (STAR)
•Stress / Time Management
•English Training (ex.TOEFL 500)

•Project coordination / Project. 98
•Presentation skills
•Fraud Process (II) : Except TIG
•Advanced QCC training
•English Training (ex.TOEFL 400)
•CBA skills : DC, TIG
•IT / Billing / UAT training : CO Tech
•Basic Management Training : TL only
•Telephony training (CMS/AD/TCS) : TIG+TL
•Legal process : Collection & Fraud only
•Advanced Network training : HD, Care TL
•Process development, VISIO, Project 98 : DC
•Meeting skills : All F2

•People Management / Time Management
•Process develop skills-ISO concept
•Project Management
•System Analytical Skill : CO Tech

•QCC Tools
•Fraud (I)
•Quality Assurance
•W-EQ management
•HLR/VMS Skills (HD only)
•MS-office skills
•Escalation process
•Financial Adjustment / Empowerment
•Empathy / CABS / Infofile
•Network Trouble Report
•Communication & People skills (book review)

F4 经
理

副
理

资
深
专

员

高
级
专
员

专
员

助
理
专
员

资
深
代
表

代
表

Care / BOG / Loyalty / Collection / Activation 代表

启用组长

启用
资深代表

启用组长

启用副理

启用督
导

经理

续留/催
收资深代

表

续留/催
收组长

续留/催
收组长

续留/催
收督导

续留/催
收副理

TIG高专

TIG副理

TIG资专

TIG专员
HD/QA 
专员

客服组长

HD/QA 
组长

客服组长

客服副理

客服督导

客服助专/
资深代表

HD/QA 
助专

HD/QA 
督导

HD/QA

HD/QA 
副理

帐务专员

帐务高专

帐务副理

帐务督导/
资深专员

风险管制
专员

风险管制
资专

风险管制
副理

风险管制
高专

1

Y
ear

6

M
onths

6

M
onths

6

M
onths

6

M
onths

6

M
onths

漫游专员

漫游资专

漫游副理

漫游高专

CO Tech
分析师

CO Tech
副理/资深
分析师

CO Tech
高专

训练发展
专员

训练发展
高专

训练发展
资专

训练发展
副理

帐务助专

Customer Operations Career Roadmap
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Career Roadmap

CSR Trainee CSR
Senior

CSR

Team Leader

Supervisor

Group

Head

Trainee TSR

Grade G01／G02 G03 G04 ／G05 G06／G07 G／08 and 
above

0~4 
months

5 
months 1 year

O
n-L

ine Staff 

2 years 6 years 8 years

A.M

O
n-L

ine Staff 

4 years

TSR

Job 
Qualifications

Job 
Requirements

• Time Management
• Negotiation Skill
• Problem solving Skill
• People management

• Call pick up timeliness
• Call Monitoring 
• CSR productivity, coaching          
• CSR Rewarding/recognizing
• Attendance, shift schedule adherence
• Function Coordination  
• Problem escalation Handling

• New Product /System
• Legal Process
• Consumer Protection

Law
• Communication Skill
• Loyalty Course

• Product Knowledge
• Process& Procedure 
• System
• Computer Soft Skill 
• Customer Service

Department

Head

Department

Head

• Calls answered per day
• ACD in + available
• Average talk time 
• Average handle time 
• Call monitor quality 
• Work quality 
• Attendance punctuality 

• Complaint Handling
• Insurance Law
• English Training 

• Performance Management 
• Meeting Management
• Interview Skill
• Decision Making Skill
• Presentation skill

• Call pick up timeliness, abandon rate
• CSR productivity, quality, attendance
• CSR turnover and career developing
• Customer satisfaction
• Improvement initiatives 
• Competitor benchmarking
• Problem/adversity escalation handling
• Budget planning and expense control

• Project Involvement
• Mentor of New CSR 

Job 
Requirements

Job 
Qualifications

Minimum length of 
service/experience

• Stress Management
• Managing Difference
• Situational Leadership

• Retention and new sales
• TSR productivity, quality
• Improvement initiatives 
• Competitor benchmarking
• Budget planning and expense control
• Leads sourcing, generation

Team Leader

Supervisor A.M

Senior

TSR

• Project Involvement
• Mentor of New CSR 

• Sales target adherence
• Call Monitoring 
• TSR Rewarding/recognizing
• Attendance, shift schedule adherence
• Leads generation, management

• Time Management
• Negotiation Skill
• Problem solving Skill
• People management

• Stress Management
• Managing Difference
• Situational Leadership

• Performance Management 
• Meeting Management
• Interview Skill
• Decision Making Skill
• Presentation skill

• Complaint Handling
• Insurance Law
• English Training 

• New Product /System
• Legal Process
• Consumer Protection

Law
• Communication Skill
• Loyalty Course

• Product Knowledge
• Process& Procedure 
• System
• Computer Soft Skill 
• Customer Service
• Selling skills

• Pass CSR training
written test

• Pass CSR training 
role play  test

• Achieve sales target
• ACD time 

• Achieve sales target
based on monthly
leaning curve ratio 
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Career Roadmap

Support Trainee Clerk Specialist

Group

Head

Trainee Clerk Specialist Officer

Grade G01／G02 G03 G04 ／G05 G06／G07 G／08 and 
above

0~4 
months

5 
months 1 year

O
ff-L

ine Staff 

2 years 6 years 8 years

O
ff-L

ine Staff 

4 years

Training / 

Quality

Job 
Qualifications

Job 
Requirements

• Produce, maintain  SOP
• Maintain IVR
• F/E, host system testing, coordination
• Produce, maintain monthly shift schedule
• Function Coordination  
• Project involvement

• New Product /System
• Legal Process
• Consumer Protection

Law
• Communication Skill
• Loyalty Course

• Product Knowledge
• Process& Procedure 
• System
• Computer Soft Skill 
• Customer Service

Department

Head

Department

Head

• SOP writing skill
• TQM methodology
• Basic programming language coding
• Time management
• Problem solving skill
• Insurance Law
• English Training 

• Performance Management 
• Meeting Management
• Interview Skill
• Decision Making Skill
• Presentation skill
• ISO certification

Senior 
Specialist

• SOP creation, adherence
• Process improvement, automation
• Telephone/IVR system utilization
• F/E, host system enhancement
• Manpower scheduling
• Competitor benchmarking
• Budget planning and expense control

Job 
Requirements

Job 
Qualifications

Minimum length of 
service/experience

• Stress Management
• Managing Difference
• Situational Leadership
• People management

Senior 
Specialist 
／ Officer

Team

Leader

• Training framework
• Training delivery, effectiveness
• Quality assurance 
• Competitor benchmarking
• Budget planning and expense control

• Pass CSR training
written test

• Pass CSR training 
role play  test

• Support on-line CSR
hot line

• Support CSR back end
process

• Support general
administrative work

• Pass CSR training
written test

• Pass CSR training 
role play  test

• Product Knowledge
• Process& Procedure 
• System
• Computer Soft Skill 
• Customer Service

• Stress Management
• Managing Difference
• Situational Leadership
• People management

• Martian product material
• Maintain training record
• Apply password for

trainee
• Stationery for trainee
• Collecting Q&A

• New Product /System
• Legal Process
• Consumer Protection

Law
• Communication Skill
• Loyalty Course

• Teaching skill
• Learning skill
• Time management
• Problem solving skill
• Insurance Law
• English Training 

• Training course design
• Training schedule
• Instruction training course
• Analyze quality report 
• Reward program  
• Project involvement

• Performance Management 
• Meeting Management
• Interview Skill
• Decision Making Skill
• Presentation skill 18

Grade G01／G02 G03 G04 ／G05 G06／G07

0~4 
months

5 
months 1 year 2 years 6 years 8 years4 years

Trainee CSR
Senior

CSR

Team Leader

Supervisor A.M

Department

Head

Trainee Clerk Specialist Team

Leader

Department

Head

Senior 
Specialist 
／ Officer

On-Line

1.CSR

2.TSR

Off-Line

1.Support 

2.Training

3.Operation

Function 
Staff

Sales

Clerk

Collection 
Operation

Clerk

Off-line or

On-line CSR/TSR

Collection 
Operation 

Clerk

Sales

ClerkExternal Transfer

Internal Transfer

Minimum length of 
service/experience

Collection / 
Operation 
Dept Head

Collection / 
Operation 
Dept Head

Sales / 
Collection / 
Operation 
Team Leader

Collection / 
Operation 
Team Leader

External Transfer

Career Roadmap
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呼叫中心的管理循环

绩效
考核

激励
制度

培训
管理

现场
管理

与呼叫中心职业生涯规划息息相关,环环相扣

20

人是无价的资源，是组织中最宝贵的资

产，通过员工的职业生涯发展和组织的职业

生涯管理活动，使员工发挥其潜能,实现组织

的战略目标。
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谢谢大家!!!


