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Primary Case Study Focus: Collecting Key Performance Indicators usingvent
Focus

Client: Large US Multinational Outsourcing Solutions Provider

Client Profile

The client provides outsourced contact centers and administrative personiaete

Fortune 500 clients. Based in the USA with worldwide operations, the client assumes
responsibility for a wide range of its cust
and outgoing call center operations covering technical help, service déskaaketing

activities.

Business Situation

In order to manage productivity and efficiency, the client needed to collect and measure

the various businessesd key performance i ndi
to a variety of systems:

V Analytic and business intelligence tools that examine and correlate business events
and provide business scorecards and dashboards.

V Informational and motivational wallboards, employee messaging systems, email
applications, video systems etc.

V Workforce managemembolsi including workforce scheduling and performance
management applications.

In order to collect these KPlIs, the client needed to interrogate the fundamental business
transactions and processes that were implemented using a wide variety of softigre to

I n many cases, the clientds customer did no
disturbed in any way. In other instances, the bawtt databases and knowledge bases used
by the clientds empl oyees wer eallovaftechgicat e or n

interrogation or evaluation..

A

Il n addition, the clientds employees al so wol
and composition depending on the customer ds
could also change on a daibasis. For example, one week team members could be
responding to a marketing campaign for one customer, the next they could be answering
technical support queries for a different customer.

The problem: how to collect changing KPIs over manydams using different
software systems?
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The teams also employed a wide range of software apphsato perform their business
tasks including CRM applications, database search and retrieval, email etc. The software
tools themselves were a combination of web based applications, thin client solutions,
customer specific applications and industry stashg@@oductivity tools.

In summary, to collect the key performance indicators for each business unit, the client had
to rely on interfacing to the multitude of tools used by their employees across various
customer programs. The client needed a simplestalirkKPI collection engine that could

be .operated generically across multiple applications and application types. It had to have
the capability to be modified quickly and easily by non technical staff to collect different
KPIs as the need arose.

Solution Description

The Event Focussolution from lontas was installed on a dedicated se®entlum V
3.2GHz processor with 1GB RAM) and the KPI collection mechanism distributed to 24
teams with 300+ desktops within three hours. Ekent Focusollecion module resided
onthedesktopg s ed by t he c | ireguirédde user impactiooty gperate; a n d
automaticallycolleding parametersssociated with the businesse® K.6 s
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Figure 1: Some of the Software Applications Used by the ClieiitPlus Many Home
Grown Applications

SO TE U T O NS

Using the web based user interface of thegent Focuscollection module, the
administrators could define the rules that would capture the data required to build the
KPI6.sThe Event Focustechnology operates across any ard all applications. The
administratorselected the application, the fields within the application that were of interest
andEvent Focuollected the relevanmformationspecific to these fields. Figure 2 below
shows the simple process ugedlefinethe KPI fields for collection.
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Figure 2: Simple KPI Collection Process
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