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Marketing Challenges for Service-Brands through
Outsourced-customer service centers

Qualitative Study

Dr-Hend Mohamed Mohamed Ali*
Abstract:
Purpose: This study aims to focus on the challenges that service brands may
face as a result of their use of Outsourced customer service centers, describe
the work environment of these centers, leading to recommendations and
proposed solutions to overcome these challenges.
Design/methodology/approach: Exploratory research was carried out on
two outsourcing firms using qualitative tools to give clear and deep
understanding of the effects of outsourcing strategy. This was conducted by
using Focus Group Discussions and In-depth Interviews with Convenient
sample of customer service representatives and their managers to explore
their attitudes towards the client brand to monitor the problems facing their
work. The study based on Building Brand Commitment in Shared-Service
Call Centers- Model and The AC2ID Frame work.
Results: The results of the qualitative study revealed many risks resulting from
the use of outsourced-customer service centers, including damaging the brand
image and providing a bad service experience resulting from the negative
attitudes of employees towards the brand, and revealed many administrative and
communication problems that characterize the call center work environment.
Despite these challenges, the use of an outsourced has become a basic and
indispensable strategy in telecommunications and banking sectors due to its
flexibility and great cost savings. However, achieving the maximum benefit from
this strategy requires strategic brand management by first developing its internal
capabilities In the field of customer service, and secondly, the use of the
experience of more than one outsourced specialized in the field of customer
service, who are chosen very carefully, and thirdly, the need to cooperate and
coordinate with the outsource and closely participate in the activities and
methods of brand management to ensure that customer service employees are
united with this identity and follow consistent behaviors With its values during
their interaction with consumers, and fourthly, conducting periodic research to
measure the image of the target consumers through these centers to monitor any
defect in this image and take corrective measures or switch to another supplier.
Keywords: outsourced-call centers-branding-external customer service.

“Lecturer at public relations and Advertising Department ,Mass Communications
Faculty, Cairo University.
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