Providing
call center
managers with
customized
historical
reports with
“click & pick”
ease.




need to generate accurate historical reports for your call center without having
to pay an exorbitant amount for them?

want flexibility and customization in the options of statistics that appear in your
historical report?

want to generate customized historical reports within minutes instead of weeks?

want one customized reporting package for all your call center historical reporting
needs that offers all the above characteristics and more?

If the above describes what you are looking for in a historical reporting package,
then read on about Insight — a product of 2B-Technologies.

Insight is a reporting package for call centers, that offers an easy-to-use, low cost
solution for generating historical reports. Anyone from a database administrator
to a call center manager can use Insight to generate historical reports.

Often call center managers need to generate customized historical reports for
managing call center activity and making planing decisions, but they have to go
through a complex process to do so, which not only costs a lot but takes a long
time as well. Now with Insight, you can save both time and money and generate
historical reports using a simple process.

Insight provides customized
reports that:

e Cost less

e Require less time for
developing & publishing, and

e Are easy to generate




Software Compatibility

Insight can work with any major vendor’s call center solution. Whichever
call center package you are currently using or planning to use, Insight
simply provides you with a plug-in for that particular software.

Open Architecture
Insight has an open architecture that allows it to work with any standard
database like MS SQL, Oracle, etc.

Insight Wizard

Insight Wizard is a deployment tool that guides you through a step-by-step process to install
and configure Insight. The Wizard makes deployment faster and easier through an automated
process and a user-friendly interface. The Wizard makes the following processes interactive,
easier and more time saving for you:

Creating Insight’s Database

Using the Insight Wizard, you can easily

create a new database for Insight without

being a database expert! The Wizard’s =)
“Select Database” window allows you

to simply choose the name, size and

location of your database for the Wizard

to use. (See Figure 1)

(Figure 1)

Specify Services Information

The Wizard lets you easily form associations
between the services offered by your call
center and the relevant DNIS(s). All you need
to do is choose the service and select the
DNIS(s) — it’s that simple! (See Figure 2)

(Figure 2)

Monitoring Progress

Once the Wizard has gathered all
necessary information, it automatically
creates your database, while you relax
or read up on other advantages of
Insight! (See Figure 3)

(Figure 3)




Insight Manager
The Insight Manager is a tool for managing your data processing and storage requirements. The Insight
Manager makes the following processes easier for you:

Data Processing

The Manager allows you to automatically process and fill data
into Insight’s database. You can choose either an automated or
a manual process. In the automated process, all you need to
do is click the Enable or Disable button to turn the feature on
or off respectively. In the manual process, all you need to do
is supply the End Date and Time. (See Figure 4)

Insight’s product package also provides users =
with three basic report templates that consist of
commonly needed statistics. These reports are
Agent Performance Report, Agent Group >—
Summary Report and Service Summary Report.
With these report templates you can quickly
and frequently generate reports that regularly
give you basic information about your call
center’s activity. (See figure 6)

(Figure 6)

Reporting Entities
Insight’s reports provide information primarily on, but are not limited to, five reporting entities. These
five entities are Agent, Agent Group, Call, Queue and Service.

Agent information provides extensive data on each agent’s activity;

Agent Group is a derivative of Agent data based on group classifications like service
group, skill sets, etc;

Call provides comprehensive data on the statistics of each incoming, outgoing, or internal
call;

Queue provides statistics on the calls in queue waiting to be answered; and

Service provides data segmented on the basis of various services that the call center may
be providing like sales, customer support, etc.

(Figure 4)
Archival and Backup
Insight’s database consists of an archival area where data is
stored. This archival area can be backed up and cleared so that
the size of the database remains relatively small, and therefore
data processing is faster. (See Figure 5)
(Figure 5)
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Functional Benefits

Ease of Deployment
Insight can be easily configured using the Insight Wizard, which takes you through a step-by-step
process.

Customized Reporting

With Insight, you can easily create customized reports that consist of the statistics that you have
selected to include in your report. No more having to rely only on the report templates provided by
vendors! Now with Insight, you have total flexibility in historical report generation, from choosing
the statistics to designing the report!

Pre-calculated Statistics

Insight frees you from calculations or complex formulas by providing you with statistics that have
been pre-calculated for your convenience. These pre-calculated statistics can easily be picked up
"as-is" and added to your report. The pre-calculated statistics in Insight are those that are most needed
by call centers.

Automatic Data Processing and Storage

In Insight, you can perform the functions of data processing (known as translation) and storage
automatically or manually. If you choose the automatic option, the Insight Manager will automatically
translate your call center data every thirty minutes* and store it in Insight’s database. Data storage
is also done automatically according to the time frame that you specify. You only need to specify
these values once and the Insight Manager will take over and execute your commands automatically.

* The default value for automatic data processing is thirty minutes. However, this value can be changed at the back-end process.

Flexibility and Ease in Report Publishing
You can use any reporting software like Seagate Crystal Reports 7.0 to generate and publish reports.

Financial Benefits

Low Total Cost of Ownership
Insight reduces your total cost of ownership because Insight’s whole product package offers you
recurrent advantages that allow you to manage reporting activities internally in your call center.

Lower Cost of Reporting

Insight helps your call center become self-reliant in generating reports. Therefore you save on the
cost of generating historical reports. Further this saving is not one time, but recurrent since you save
every time you generate a report.

Short Time to Delivery for Custom Solutions

When you request customized enhancements from 2B Technologies, our time to delivery is very short
since our development team for the customization is the same that has developed the product. Also
the development team requires less time to develop reports, hence there is a quick turnaround time
for any custom solutions / enhancements for the client.




Security and Safety Benefits

Read Only Query
Insight only executes a read only query on the database of your call center. It does not attempt to
write any data to it.

Functionally Independent of Call Center Setup

Insight does not alter the data in your call center database, because it carries out the functions of data
processing and storage within its own database. In this way Insight offers security and safety of your
existing data.

Support Benefits

Dedicated Technical Team

Our technical team offers you services from deployment support to historical report generation to
technical troubleshooting. Our development team also performs any custom enhancements required
by you.

Web-based support
Our technical support and information services are available on the Internet. For further information,
check out our web site at www.2b-technologies.com

Recommended System Requirements

= Hardware Requirements
P 111 600 MHz
SCSI Hard Drive (size dependent on load & call volume)
RAM: 256 MB

= Software Requirements
Appropriate DBMS (eg. MS SQL Server, Oracle)
ODBC driver for respective DBMS

= Storage Requirements
Dependent on Call Centre activity (For details, refer to website).

= Operating System Requirements
Microsoft Windows 98
Microsoft Windows NT 4.0 with SP 4
Microsoft Windows 2000

For more information,
please visit our website
www.2b-technologies.com
or write to us at
info@2b-technologies.com

Suite 607, Continental Trade Center, Block 8,
Main Clifton, Karachi 75500, Pakistan.
Phone: +92 (21) 5873622, 5873623

Cell: +92 (300) 225128

Fax: +92 (21) 5873637
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