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Ozet

Calismada c¢agr1 merkezi faaliyetlerinde etkinlik ve verimliligin ana belirleyicileri
olan ¢aliganlarin performanslarini etkileyen bazi faktorlerin incelenmesi hedeflenmistir.
Deneyim, is yiikii ve calisma siiresi gibi degiskenlerinin performans {lizerindeki etkileri
incelendiginde performans ile c¢alisan deneyimi arasinda ayni yonli bir iliski
bulunmugken, performans ile is ylikii ve ¢aligma siireleri arasinda ters yonli bir iligki
oldugunu saptanmistir. Buna gore miisteri temsilcilerinin deneyimleri arttikca
performans sonuclarinda, yani kendilerinden beklenen miisteri memnuniyeti diizeyleri,
planlanan konusma siirelerine uyum, planlanan vardiyaya uyum gibi kriterlerde gelisme
kaydettiklerini goriilmektedir. Diger taraftan calisanlarin aylik caligma saatlerinin ve
calisilan siire boyunca yasanan yogunluk seviyesinin artmasinin miisteri temsilcilerinin
performanslarinda diisiis yasanmasina yol ac¢tig1 belirlenmistir. Yogun calisma saatleri
her alanda oldugu gibi ¢agr1 merkezi calisanlar1 i¢cin de olumsuz etkileri beraberinde
getirmektedir. Caligma saatleri ve is yogunlugunun artmasi miisteri temsilcilerinde hata
riskini ve devamsizlik olasiligin1 arttirmakta bu da performans sonuclarina olumsuz
olarak yansimaktadir.
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deneyimi

Abstract

This study aimed to investigate the factors that affect the performance of call
centers 'employees who are the main actors for the efficiency and productivity in call
center activities. Employees work experience, workloads and work time have been
examined as key determinants of employee performance. Regression analysis results
show that there is a negative relationship between performance and employees’
workload and work time however the relationship between performance and work
experience is positive and statistically significant. We found that, as the experience of
the customer representatives increases, the their performance level is also increasing.
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However, increase in the monthly working hours of employees and their level of work
load cause decreases in call center employees’ performance. We can conclude that
increases in working hours and work load increase also the risk of error and the rate of
absenteeism in the customer representatives, which adversely affect the individual
performance results.
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