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Abstract

Telemarketing is a common sales model in all industries, and is also widely used in
customer satisfaction surveys, after-sales services, and various information collection. The
traditional model is for companies to provide a list of target customers or for sales staff to search
for customers and make one-by-one calls to customers for business promotion. Therefore,
companies have been implementing CRM, speed dialing and voice recognition systems to
improve the number and speed of calls, as well as to record the service time and content for staff
performance and customer satisfaction analysis.

This study takes one telemarketer as the case, and examines the business model of the case
after the introduction of speed dial system and voice recognition system. The study understands
the current competitive advantages and disadvantages of the case, and analyzes the root conflict
problems encountered by the TRIZ research method to address the phenomenon of stagnant
operational performance.

Through the results of this study, we analyzed the problems of case Telecom's operation
and proposed short-, medium- and long-term strategies such as prepayment discount, call rebate
mechanism and equipment subsidy program. The study also proposes short-, medium-, and long-

term strategies such as prepaid discounts, call rebate mechanisms, and equipment subsidies.
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