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Abstract

This study choosing a call service center in the communications industry as a typical case, tried to
build a scientific and rational system of culture concept based on the investigation of the corpo-
rate culture situation. The study of the general idea is: Firstly, investigation and analysis of the
current situation, types and satisfaction of corporate culture, as well as the staff's character were
conducted by using questionnaire survey and interview method in the grass-roots employees and
managers randomly selected in the call service center; secondly, according to the result of data
analysis, related literature and previous related information, enterprise culture idea system of the
call service center is extracted and designed; finally, a practical program is proposed for the cul-
tural concept system.
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Table 1. Staff composition in a call service center

= 1 RIPMARSS O R TARIER

B St NEL T4 H (%)

5 281 24.25%

5
7 878 75.75%
3B HGLTF 1050 90.60%

A
3B LLE 109 9.40%
AR 179 15.44%
N 484 41.77%

AR

FE 362 31.20%
HAh 134 11.56%

Table 2. Questionnaire distribution table
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Figure 1. Basic staff corporate culture type radar chart
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Figure 2. Middle staff corporate culture type radar chart
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Table 3. The difference distribution of employees’ working years in enterprise culture

F3 RAITHEFERECWIHIRK EHERSH

1 4£LLF(M £ SD) 1~3 #(M % SD) 4~6 FE(M £SD) 6 FLL (M +SD) F P
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AT EIR 474+1.16 465+1.13 443+1.27 452+128 0.895  0.498
BTN 4.46 +1.09 451+1.12 417+1.19 427+1.06 1.783  0.100
i =R 4.82+0.90 4,67 +0.96 434107 446 £1.05 2650  0.015
H b a5t 4.96 £0.98 4.89 £1.02 461+1.34 4.83+0.91 1.049  0.392

FE: TRIRTE 0.05 KRR,

Table 4. The difference distribution of employees’ age years in enterprise culture
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25 % LI (M + SD) 26~30 #(M+SD)  31~35 (M + SD) 36~40 % (M % SD) F P
N A=3 1A 468+1.11 441+1.21 4.65+0.98 4.28 +0.826 1714  0.130
B BN 5.04 +0.925 4.84 +1.06 5.11+0.96 445%1.14 4631  0.000"
B =R 4.91+0.86 4.67+1.07 5.13 £ 0.69 466 +1.11 3679  0.003"
AT EAR 473+1.10 456+1.24 459+ 1.27 471+1.04 1.018  0.406
BIFT=IR 445+ 1.07 441+1.19 429+1.05 4.13+0.97 0.644  0.666
i =R 490+0.85 449 +1.09 4.46+0.79 453+122 5.618  0.000"
H bR 5 4.98 £0.97 4.73+1.08 5.03+0.93 4.81+0.96 2267 0.047

W TFRORLE 0.05 K R,
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Figure 3. The corporate culture content of staff survey results
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Figure 4. The results of the investigation on the corporate culture of management
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Figure 5. Analysis of employees’ personality
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Figure 6. The results of employee satisfaction analysis
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Table 5. The influence of environmental factors on the key elements of cultural concept
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Figure 7. The framework of a call center service system
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