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Abstract

Under these circumstances, Information is necessary for the management of the Interactive Voice
Response so organizations need to manage and prepare in order to increase their capabilities for
competition. The knowledge management and the structure of internal customer management also
need to develop in parallel. The purpose of knowledge management is to bring the data to be
analyzed in order to develop a model and be used in the improving process of the call center. In the
research studies of knowledge management, process, and management components of data
structures are used to guide the system design which consist of the following five elements: Data
collection, Data storage, Data analysis, Database design of Call Center Knowledge systems and
comparing the performance of employees. The studies show that the management of structure and
design in the right system can help the call center officers work more effectively and efficiently.
However, the data structure and system design are only the concept which are unable to cover all
the employee’s work but the concept can be used as guidelines for improving the performance of

the organization.
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