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Call Center BPO Project Operations in the AI Era—Core Pain Points and End-to—End
Process Optimization
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Abstract: Currently, the BPO industry of call centers is plagued by numerous structural problems, which directly lead
to non-compliance of project SLA indicators, profit compression, and disputes over performance between the parties.
This paper, based on industry standards such as 4PS and COPC, as well as the practical operation experience of call
center outsourcing in government affairs, communication, and enterprise sectors over the past five years, systematically
identifies the common pain points in the industry from six dimensions: project acquisition, on-site delivery, human
resources, system, technology, and compliance. Relying on the underlying logic of "economy, convenience, compliance,
and security", it proposes optimization countermeasures throughout the entire process, such as pre-control before the
project, human-machine layering collaboration, integrated middle platform integration, value-based human resource
system, and private internal network classification Al implementation, to build a digital and intelligent operation
management solution suitable for outsourcing scenarios.
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