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ABSTRACT

After the restructuring of China Telecom, the Communication Service Providers
are into the whole business era. China's telecommunications market is gradually into the
saturation competition stage, the growth of new market tends to slow, and the stock
market competition is gradually increasing. The main revenue of Communication
Service Providers comes from the outstanding contribution of high-end customer. The
retainment of high-end customer is the foucus for the future business development. in
order to stabilize the high-end customers, SCMCC company set up a professional team
by telephone managers who provide the one-on-one services to the high-end customers.
at the same time, the Phone Manager Call System(PMCS) is constructed, which
improve the service efficiency and the information sharing,

Phone Manager Call System(PMCS) is a WEB application which is based on JAVA
EE architecture and making integrated innovation. By integrated the key function of
Business Operation Support System(BOSS), Business Analysis Support System(BASS),
and customer service system. By the key function, channels and in collaboration, the
problem of order processing efficiency low without the system monitoring will be
solved. Based on Basic research and detailed requirement analysis, the SC company
puts forward channel coordination function development demand. This paper describes
the business and design process of channels and in collaboration function through the
different aspects. The function of channels and in collaboration makes up by creating
orders, turning order, processing orders and order management etc. the PMCS is based
on B/S structure, and the development technology is based on MVC of Spring
framework, using XML, Hibemate and other related technology, channels and in
collaboration function provide the services through the WebService interface of system.

The PMCS as an integrated system, that embedding the channel coordination
function in the BOSS and using the workflow engine technology processing task work
order. The affections of user accessing test is remarkable. At present, 21 cities have
deployed the system of channels and in collaboration. There already are 267 telephone

managers having serviced the high-end customers with the system, The system daily



call out quantity is above 5500 per day, and average quantity of dealing with customer

business is 430 per day, the served customers keeped rate at around 98% per month.
Now, the PMCS system is stability, and the function of channels and in collaboration

completely support the telephone manager in daily work, which make a important effect

to prevent the customer run-off rate decline and rise the dealing business rate.

Keywords: high-end customers, phone manager call system, channel in
collaboration, workflow
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NOTE varchar100 Tl e haTo0 STATUS NAME varchar20
BAK2 varchar100
BAK3 varchar100
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#3-5 ct_hold_order_info T.#.3%

b4 KM A e
THid
ORDER_ID VARCHAR2(20) Y (18 oracle FEF 34 %)
CALL_ID VARCHAR2(20) Y 1 5K
URGENT VARCHAR2(20) Y BORE (e, . 0
FILE_TYPE VARCHAR2(5) Y SV EES]
ORDER_TYPE VARCHAR2(5) Y TR
CALL_PHONE VARCHAR2(20) Y PNEE]
CUST_NAME VARCHAR2(50) Y Bk
CONTACT_NAME | VARCHAR2(100) Y RN A
CONTACT_NO VARCHAR?2(100) Y NN
GRP_NAME VARCHAR2(200) Y Al F FR
GRP_MEM NUMBER Y A A3
GRP_PHONE VARCHAR2(20) Y AP R FLE
ADDRESS VARCHAR2(500) Y Huhl:
SERVICE_NO VARCHAR2(20) Y HPGH
HANDLE_PHONE | VARCHAR2(20) Y SIS
HANDLE_NAME VARCHAR2(50) Y TP NUES
REGION_CODE VARCHAR2(20) Y JT ) X 3
BRAND VARCHAR2(100) Y st L
ORDER_TITLE VARCHAR2(50) Y TR
A
IS_NEW_GRP VARCHAR2(2) Y (CT_HOLD. ISFLAG DICT)
S R AL A
IS_SEND_MSG VARCHAR2(2) Y (CT_HOLD. ISFLAG DICT)
BUSINESS NAME | VARCHAR2(50) Y NS
ORDER_CONTENT | VARCHAR2(4000) Y i B BN
BOOK_DATE DATE Y I A
CREATE_NO VARCHAR2(20) Y TR A
CREATE_DATE DATE Y BRI [R)
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DEPT_NO VARCHAR?2(20) Y THEAEN
DEPT_DATE DATE Y THERAER ]
SAT_CODE VARCHAR2(5) Y RN

(CT_HOLD_FEEDBACK_DICT)
FEEDBACK VARCHAR2(4000) Y R
NOTE VARCHAR2(500) Y HE
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ORDER_ID VARCHAR2(20) Y T A id
BACK_NO VARCHAR2(20) Y A Z 0SH PN
BACK_REAL_NO | VARCHAR2(20) Y I Y ISEPN
CURRENT_NO VARCHAR2(20) Y ETIEUEEPN
ORDER_STATUS VARCHAR2(5) Y TRRE CGEET. BE. JED
(CT_HOLD_ORDERSTATUS_DICT)
REACH_DATE DATE Y LR N ()
DEAL_DATE DATE Y TP ARF R ]
DEAL_RESULT | VARCHAR2(4000) Y AbFR 4
DEAL_NO VARCHAR?2(20) Y LISZPN
IS_REMIND VARCHAR2(5) Y IR
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REMIND_DATE DATE Y CL/NIE SR CHE TP R H PR I )
REMIND_OVER VARCHAR2(5) Y AT
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IS_TIME_OUT VARCHAR2(5) Y AT
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IS_FILE VARCHAR2(5) Y ek
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NOTE VARCHAR2(500) Y #E
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BACK_TYPE VARCHAR2(5) Y IR
BAK1 VARCHAR2(500) Y
BAK2 VARCHAR2(500) Y
BAK3 VARCHAR2(500) Y
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5. 8k

SELECT
O.ORDER_ID,0.0RDER_TITLE,O.ORDER_TYPE,O.IS_SEND_MSG,0.HANDLE_PHONE,O.CUST_NAME,C.
ORDER_STATUS,

(SELECT T.LOGIN_NAME FROM DLOGINMSG T where T.LOGIN_NO=K.DEAL_NO),O.CREATE_DATE,

(SELECT T.LOGIN_NAME FROM DLOGINMSG T where T.LOGIN_NO=0.CREATE_NO),C.TRAN_ID

FROM

CT_HOLD_ORDER_INFO O ,CT_HOLD_ORDERTRAN_INFO C,CT_HOLD_ORDERREATION_INFO K
WHERE O.ORDER_ID=K.ORDER_ID AND C.TRAN_ID=K.TRAN_ID AND C.CURRENT_NO=K.O_ID
AND K.IS_DEAL='N"AND

O.ORDER_ID = C.ORDER_ID AND C.ORDER_STATUS ='02"'

/~serviceNo: and K.DEAL_NO = {serviceNo} ~/

/~orderType: and O.ORDER_TYPE = {orderType} ~/

/~isFlag: and O.IS_SEND_MSG = {isFlag} ~/

/~handlePhone: and O.HANDLE_PHONE = {handlePhone} ~/

/~custName: and O.CUST_NAME = {custName} ~/

/~startDate: and O.CREATE_DATE > = to_date({startDate}||' 00:00:00','yyyy-mm-dd hh24:mi:ss")~/

/~endDate: and O.CREATE_DATE <= to_date({endDate}||'
23:59:59','yyyy-mm-dd hh24:mi:ss’) ~/
ORDER BY O.CREATE_DATE desc
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