CALL CENTER AND SECTOR RELATIONS

1 |Course Title: CALL CENTER AND SECTOR RELATIONS

2 |Course Code: CSISs012

3 |Type of Course: Optional

4 |Level of Course: Short Cycle

5 |Year of Study: 1

6 |Semester: 2

7 |ECTS Credits Allocated: 3.00

8 |Theoretical (hour/week): 3.00

9 |Practice (hour/week): 0.00

10 |Laboratory (hour/week): 0

11 |Prerequisites: None

12 |Language: Turkish

13 [Mode of Delivery: Face to face

14 |Course Coordinator: Ogr. Gér. ERCAN KOCOGLU

15 [Course Lecturers: MYQ'larin Yénetim Kurullarinin Gérevlendirdigi Ogretim Elemanlari

16 |Contact information of the Course  |Ogr. Gér. Ercan KOCOGLU

Coordinator: ekocoglu@uludag.edu.tr

Tel:02242942686

Dahili:62432

17 [|Website:

18 |Objective of the Course: Bu dersin amaci ¢agri merkezi sektord ile ilgili genel bilgiler vermek,
bu konudaki giincel gelismeleri ve sektordeki etkinlik ve verimlilikle
ilgili temel kavramlari 6gretmektir.

19 [Contribution of the Course to Tarkiye ve dinyada ¢agri merkezi sektérind ayrica diger sektorlerle

Professional Development: iliskisini 6grenecek is yasaminda ¢agri merkezi sektérinin
isletmeler agisindan 6neminin farkindaligi hedeflenmektedir.

20 |Learning Outcomes:

1 At the end of this course, the student can list and analyze
call centers in our country.

2 At the end of this course, the student can compare the call
center industry in our country with the call center industry
in the world.

3 In this course the student can explain the state of the call
center industry in Turkey.

4 At the end of this course, the student can explain the
situation of the call center industry in the world.

5 At the end of this course, the student can explain the most
important representatives of the call center industry in our
country.
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21 |Course Content:

Course Content:
Week | Theoretical Practice
1 |Cagri Merkezi Sektort ve Gelisimi




2 |Cagri Merkezi Sektori ve Gelisimi
3 |Cagri Merkezi Sektori ve Gelisimi
4 |Cagri Merkezi Sektorinin Baglica Aktorleri
5 |Cagri Merkezi Sektoriinin Baglica Aktorleri
6 |Cagri Merkezi Sektoriinin Baglica Aktorleri
7 |Cagri Merkezi Sektoriinin Baglica Aktorleri
8 |Ders tekrari ve Ara sinava hazirlik
9 |Dunyada ve Turkiye'de Cagri Merkezi
Sektori
10 |Dunyada ve Turkiye'de Cagri Merkezi
Sektori
11 |Ulkemizdeki cagri merkezi firmalarinin analizi
12 |Ogrenciler dersten énce iilkemizdeki ¢agri
merkezi sektor temsilcilerini arastirmalidir
13 |Dunyadaki belli bash ¢agri merkezi sektor
temsilcileri
14 |Dinyadaki ve tlkemizdeki belli bash ¢cagri
merkezlerinin karsilastirmasi
22 |Textbooks, References and/or Other 1. Call Center Sector / Anadolu University Publications
Materials: 2. Turkey Call Center Technology Guide 2011-Nice
Publishing
3. Turkey Call Center Technology Guide 2012-Nice
Publishing
Activites Number Duration (hour)|Total Work
Load (hour)
L
TERM T EARNING ACTIVITIES NUMBE [WEIGHT <OV <6.0U
Practicals/Labs 0 0.00 0.00
Studyand preperation - i 10 0.00 0.00
Homeworks 1 16.00 16.00
Brojeetd < POIEH V Lo 0.00 0.00
Field Studies 0 0.00 0.00
MRErm exams < i 20.00 20.00
Others 0 0.00 0.00
FinalExams 1 20-00 20-00
Total Work Load 84.00
Total work load/ 30 hr B 2.80
ECTS Credit of the Course 3.00
vvvvv ) O — o
Undergraduate Education Regulation.
24 |ECTS/WORK LOAD TABLE
25 CONTRIBUTION OF LEARNING OUTCOMES TO PROGRAMME
QUALIFICATIONS
PQ1|PQ2 |PQ3 |PQ4|PQ5 |PQ6 [PQ7|PQ8|PQ9 |PQ1 [PQ11|PQ12 |PQ1 |PQ14 [PQ15 |PQ16
0 3
OK1 3 3 4 5 3 1 3 3 3 1 4 4 2 2 4 1
OK2 4 3 4 1 4 2 1 4 3 3 1 3 2 3 3 3
OK3 5 2 4 2 2 2 4 2 2 4 3 5 3 5 2 3




OK4 2 I3 (4 I3 |1 4 2 |4 |3 1 4 1 4
OK5 3 I3 [2 |3 |4 5 |5 |2 |3 3 5 3 4
LO: Learning Objectives PQ: Program Qualifications
Contrib | 1 very low 2 low 3 Medium 4 High 5 Very High
ution

Level:




