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Abstract : Call center is the core of building customer relationship management system. Under the strong competitive stress,
it becomes a new profiting challenge for a successful enterprise. Call center is a department not only to provide customer
service but also to bring business profit. This is the qualitative case study in Taiwan bank service industry which goes on
deeper exploration, and analysis by business interviews and industrial analysis. This study starts from the establishment,
development, and management after the reforming of the case call center. Through SWOT analysis, and industrial analysis, this
study adopted 7S model  to explain how the call  center reforms from service oriented to profit  oriented and from cost
management to profit management. The results indicated how service innovation management promotes call center to be
operated as a market profit competition center. The recommendations are indicated to support the call center on marketing
profit by service innovation management.
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