Re-engineering
for the Future

ShenE e B b aS o Witness Systems - Futures Demo

BACKGROUND: Witness Systems purchas- ~ SOLUTION: A new GUI was created by
es Eyretel, a competitor that sells recording ~ Shane Brenizer integrating a combination
equipment and software to call centers for  of products. Brainstorming sessions were
quality assurance and employee evaluation.  held to invent future functionality for

the fully integrated software. Complex

PROBLEM: The reorganized company scenarios and scripts were analyzed and
and it’s combined set of clients needed turned into working demonstrations by
to know what products were going to Shane Brenizer. Active server pages were
be offered by Witness. There were now used to imitate a working product.

13 different software products. Some of
which performed the same task.

HOME LOGOUT ADMINISTRATION HELP WITHESS CORPORATE SITE

g assignments are overdue... AHT is trending 10% above goal...

Each type of

Y

I~ My Ouality £2.00

3 s : A — Administrator)
\ Report and Analyze @ Capture and Retrieve : Train and Learn : Measurement and Performance logs into a

| R)Epfofi I'n'vésli'géte WQU%‘*JZ‘Q ':S._._ EQrE‘] fpocaton different portal

== that is tailored
MY ATE W e
B - 3 """' _F = "“ — =] to the workflow
gl(u;o:slir;ss W: :::e Tam: e 0:JUNE  yISUALIZE ZOOM SAVE VIEW AS... . exceeds goal of their position.
= Actual Goal Hame Goal Value Variance AR S ::fdf:::sct::’:;?:;f

: i bel |

BTy Ssrvice L 6915 Taget eocev [HEIAN oo items in their work
4 Pending 2is A upwards trend .
s [~ After Call Work (ACW)  196.57 Target 196.87% 0.00%= o queue. The view
3 Complete 418.07 $10 Blockbuster GC - 418.06% ¥

™ AHT Reward 418.07 525 Blockbuster GC 418.14% [EITE0RY S
41B.07 560 AMX Gificard  419.07%
Taroet

the user.

Call Infc

Plot Performance Graphically i’
Wiew As Fie Chart
Create a Report =l

Submit Cloze

After drilling into a set
of data for a specific
view, the user can
visualize the data in a
different way and save
that view of the data
for future use. The
Visualize Data function
was invented by Shane
Brenizer.
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A Call Info and Flagging interface was invented by Shane Brenizer for better control
over marking the points of a call. Various points in a call can be flagged with com-
ments. The process is started by locking in on a point within the call.

user (Call Agent,
Manager, CEO,

trend of the home page
could be set by



