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00000 DO O In closing, however, we must note that ATMs are not necessarily profitable for all
ser-vice'providers. For example, because ATMs are available 24 hours a day, customers mayuse these machines
more frequently and for smaller transactions than they would witha human teller. If the customer needs cash for a
movie on Friday night and for dinneron Sunday, he or she may access an ATM Friday afternoon after work for $30
and thendrive to an ATM on Sunday near home for another $50 to pay for dinner. In contrast,customers may visit
a human teller at a branch office on Friday and withdraw $80 forthe whole weekend. Moreover, customers show
little hesitation to use ATMs for theircash withdrawals but then use a human teller when it's time to deposit a
payroll check,thus requiring a financial firm to have both machines and human tellers available. Then,too, the
widening use of surcharge fees for ATM use may cause some customers to reducetheir usage of these machines in
favor of human tellers, pushing up operating costs. Arecent study by Stefanadis conducted at the Federal Reserve
[12] concluded that the costof operating ATMs has exceeded the income they generate by more than $10,000
annu-ally per machine.The telephone remains among the most popular channels for putting customers in
touchwith financial-service providers today. Indeed, many financial experts believe that phoneswill be the key
financial-service delivery device well into the future because so many dif-ferent services can be marketed, delivered,
and verified at low cost via the phone. Many financial-service providers operate call centers to assist their
customers inobtaining account information and in carrying out transactions, thereby avoiding walkingor driving to
a branch office or ATM. Increasingly call centers have become the high-volume service vehicle to ensure
customers' questions are answered quickly, to cross-sellservices, and to build longer-term financial firm-customer
relationships. However, callcenters have been found to create their own challenges for financial-service
managers.Some institutions that attempted to lower costs by organizing call centers in India, China,Japan, and
other distant locations ran into frequent service quality problems. Call centerssituated in another country where the
language is different sometimes result in custom-ers and personnel unable to communicate, and frustrated
customers take their businesselsewhere. Moreover, turnover at most call centers remains high due to stress on the
job as customers phone in their complaints and supervisors pressure call-center employeesto speed up the
resolution of incoming callst] and all for very low pay. The key feature oftoday's telephone is mobility. Calls for
services may arrive at any location at any time, dayor night.

Page 11



000004, tushu007.com
<OQO00d0O0mn>>

goon

Page 12



000 0O, tushu007.com
<OQO00d0O0mn>>

goon
gobboooboupbDFODODDODOOOO0O0O0OO0OOOODOOO

0000000 :http://www.tushu007.com

Page 13



