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Up-to-the-minute management information is a vital
component of efficient call center management. It provides the
detailed intelligence upon which decisions affecting call center
performance are based. Decisions such as

. scheduling agent movement between campaigns to
maximise productivity and revenue.

. which agents should be allowed to blend inbound and
outbound calls?

. how many agents are required to meet the client’s SLA

targets on campaign?
Both storage and delivery of this data within Softdial Contact
Center™ is handled by Softdial Web Reporter™, Sytel’s next
generation reporting suite.
Data Storage
Web Reporter utilises in-memory caching, rather than the
much slower SQL-based database, to place up-to-the-minute
data at your fingertips. No more waiting for scheduled reports
- critical questions can be answered in seconds.

Data Delivery

Web Reporter delivers reports anywhere with an Internet
connection - at work, at home or anywhere in between -

Dialer

Web Reporter
services

Text Files
e.g. csv

Web Reporter
client

Figure 1 - Softdial Web Reporter™ Architecture

SQL or XML
Database cloud, with brick-wall

segregation by tenant.

Features

. Comprehensive real time/ historical
reports

. In-memory caching for fast reports

. Comprehensive data backup

. Built for hosting in the cloud

. Landlord, Tenant, Campaign, Queue,
Agent and Call status and detail views

. Versatile text based data output format

support

enabling supervisors, managers and tenant
clients to keep their finger on the call center

pulse.
Right here, right now

With Web Reporter, there is no separation
between real-time and historical data. Just
select a time window and view the report,
whether or not it includes data that is changing
on the fly. Everything you need is at your
fingertips, including drill-down into the data
(e.g. by campaign, agent, etc) to pinpoint

specific areas.

Built for hosted
deployment

Like all Sytel products,
Web Reporter is designed
from the ground up for
hosted deployment in the

sytel



Recovery and failover

In order to facilitate recovery should the worst happen, e.g.
power outage or network failure, Web Reporter writes raw
dialer data to a back end database, facilitating replay and data
capture on demand, even months later, and even while agents
are still working. Replica sets of the cache are maintained in
real time, so that in the event of failure, service can be
redirected without interruption.

Flexible data feed
For those needing to integrate dialer data with other mission

critical information using a standard reporting front end, Web
Reporter can be configured to feed data to the storage system

High security

Within each tenant, further security can be
provided by allowing each user to be assigned
access to particular areas only, e.g. team
leaders viewing only the campaigns to which
they belong.

Under Development

All Sytel products are constantly under devel-
opment and expansion. The next release of
Web Reporter (scheduled for early 2012), will
include...

of your choice in a number of formats, including CSV, CDR and . thresholds, allowing alerts to be sent/
SQL. displayed when user-specified criteria are
met or exceeded
High scalability . customization, allowing user configur-
ation of everything from colours and
Capacity can easily be increased by adding separate machines on-screen layouts to data types
running Web Reporter services. Load will be automatically . charting, providing a range of visual
balanced across all available services, so that there is no single representations of your data, including
point of potential failure. pie charts, line graphs, etc.
Reporter v1.0
Reporter v1.0 ¢ Campaigns #, Specific Campaign Reports for Camy
&) Campaigns & Campaign Summary Reports - Report Overview Range: 24-05-2011:28-05-2011 (9 &8 Al & Range! 01-04-20™ : 24-05-2011 [ Report
Range: 01-05-2011:28-052011 [A B8 Al & Range: 01-05-2011:27-05-201 |[F Reports: Overview i Name: Today State. Day Daily Breakdown Daily Breakdo
Name « State Campaign + State. Calls. Live ConnRate  CommRate Sales. Sucq Organ Last7 days. Stopped 24-05-2011 1400 - 145
Inbound Stopped system Running 0 0 0.00% 0.00 % £0.00 0 | Sefin Last month Stopped 26-05-2011 17:00 -17:59
Master Stopped Test Campaion Stoppea 13851 3862 000%  1014s%  £391800 a4z{ Selin Month to date Stopped 27-05-2011 13:00-14:00
Master of Puppets Stopped Test Breakdown 1801 508 0.00% 236 % £12.00 21| Seling T Stopped
Organizatie Stopped Test 800 224 0.00% 22411%  £502.00 307 | Test Stopped
Roxy Campaign Stopped Seling tea o 0 0.00% 0.00 % £0.00 0 Test By a specific date  § Stopped
Rosy bemo Runring seting arture @8 sT 000% 8% €200 97 Rexyl  Dmestefore b Running
Sallnn |inude charas. Stannad Seling Nokia mobils phone am 70 0.00% 143% £1.00 54 T b Unknown
Page| 1of2| b Pl | @ 1-10/14 | Seling Lioyds shares s000 1418 000%  228%  £3200 165 g
@ Queues - | Roxy Campaign 1285 358 0.00% 3236%  £126500 452 Customdete e bl I8 May 2011~ 3 Kl May 2011 = 3
organizae o s oo0%  msorn 2131000 ese S M T W T Fs|lsmMTWTEFSs
Range:| 24052011 : 2805200 |3 BHAL S e ot Puppes 5402 1725 000%  1S1%  £2600 161 12 3 4 5 8 701 2 3 & 5 8 7
Name: Service Level Master 5315 1446 0.00% 36757 % £531500 165 8 9 10 11 12 13 14 8 9 10 1 12 13 14
6200 0% Inbound 11365 133 0.00% 226% £3.00 147, 15 16 17 18 19 20 21 15 16 17 18 18 20 21
Organizate 0% 2 (a2 » (7] s B 2 35 % [T]Bm
Roxy Demo 0% 29 30 AN 29 30 A
Page 1 of1 2 1-747 Page 1 of1 s v g2 Today. Today.
[Sa'~ Done
Page| 1|of1 Apply Cancel

Figure 2 - Example reports in Softdial Web Reporter™

Since 1997, Sytel Limited has supplied best-of-breed software components and full-service contact center solutions

to systems integrators, VARs, ASP providers and resellers in over 50 countries across the world.

For more information please contact Sytel at:-

1 Cromwell Court,
New Street,
Aylesbury,

Bucks. HP20 2PB UK

T: +44 1296 381200
E: sales@sytelco.com

W: www.sytelco.com
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