BERE 354 ISSN: 3082-821X(Print); 3082-8201(Online)

AT RBEFEW]rh.G BPO Wi H B LSRRI

i B4 MnspA
HEBREMNEZBEFRAR FESAR, HE T % I/ 510000

WE. 4raraT AR B ageEw .8 BPO B2 L 5 ML F E, AXALBEEEH A" F.8 BPO R A A
BoS LEAK, PRAKBES . Rk, HE. HWAFALRSAEINCTRE BHEE, TEETLE% AICC BE
BIRS KRR B 365812, BHEHAANMSRARX RS E, BERA. B RE ., SR KEL
BRA AT LERILK, B4 5 Al BRAVAERAERRL, BEHEEAI, HEKZMALEBEKZ
KGN, At BRI ABAFER R B, REMER S ERBMAKS, Hilld, B, £k
E $4T L KA 7.8 BPO MK IIEE . BEARIETEH ZEREX,

XHEIF: AICC; *F» P ; BPO; #&; AMWF

Al-Driven Call Center BPO Project Digital Transformation and Optimization Initiative

Xing Haiyan, Guo Wei, Yu Lingyang
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Abstract: In response to the operational pain points and optimization theories proposed in the previous article, this paper takes
over a dozen BPO projects of communication operators' call centers as the core practical samples, covering the implementation
experience of service hotline outsourcing projects in large-scale government affairs, finance, manufacturing, logistics and
other industries. It fully demonstrates the implementation path of the six intelligent agents of the full-chain AICC intelligent
customer service, and quantitatively presents the implementation effects of the human-machine collaboration model in four
dimensions: service efficiency, operation cost, customer experience, and governance capability. Combined with the current
implementation status of the entire industry, this paper summarizes the three remaining problems in the current Al customer
service transformation: insufficient model adaptation, fragmented operation norms, and inability to release the value of data
assets. It then proposes targeted strategies for model iteration, establishment of a universal standardized system, and long-term
optimization of deep data asset governance to provide a replicable practice model for the long-term operation and continuous
iteration of large-scale call center BPO in communication, government affairs, finance, etc.
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