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such that the problem points in an operator's response to a customer can
be easily ascertained. The operator evaluation support apparatus is char-
acterized by comprising: an utterance recording means which records ut-
terance time of a customer and an operator during a call; a display record-
ing means which, in association with display screen identification inform-
ation that identifies a display screen displayed on the operator terminal
during a call, records the display time of the displaying of the display
screen; a content recording means which, in association with display
screen identification information of a display screen displayed on the op-
erator terminal, records screen content information that describes the con-

tent of the display screen; and a supply means which, regarding a call,

L fers to th i he displ i
o p— refers to the utterance recording means, the display recording means, and
T - the content recording means to create call information and transmits the
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call information to the terminal of an administrator who will evaluate the
operator, said call information indicating the utterance time of a customer
and an operator, the display time of the display screen displayed on the
operator terminal, and the screen content information corresponding to
the display screen.
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