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Centergistic Solutions®
Providing Real-Time

Goal Achieving Metrics™ for
Contact Centers

There is no time other than Real-Time in
a contact center. A single minute spent
more efficiently by an agent will have a
major impact on the bottom line of the
business.

Whether your workforce is located in the
center or working remotely, they need to
know now what to do to improve their
individual effort and their team effort.

Centergistic Solutions provides Goal Achieving Metrics™ to help contact centers
gain a measurable performance lift in real time. Our mission is to deliver the best
set of metrics possible to the people who can maximize performance as it is
occurring. By shaping goal achieving behavior in real time contact centers can
make a difference right now.

AgentView® Enterprise is the software that delivers Goal Achieving Metrics and
can be found in over 3,500 contact centers throughout the world. AgentView
extracts data from virtually all major industry PBX/ACDs or ODBC databases to
deliver the set of metrics necessary to dramatically improve agent performance
as it ties to your business goals. These metrics can be sent to plasmas, TVs,
desktop, wallboards and wireless devices.

Centergistic Solutions has been a leading provider of real time performance

metrics since 2000. The company is headquartered in Irvine, California with
offices in Mexico City and London.
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What are Goal Achieving Metrics™?

Goal Achieving Metrics have two characteristics:

% Important data compared to something else such as a standard, a
service level agreement, a team average, or any performance
comparison metric.

+ They are designed to drive specific behaviors from specific individuals.

It's important to realize as well, not all metrics need to be viewed by
everyone in the center. We provide only relevant real time data designed
around your business, sent to the right person at the right time.

These metrics are then utilized in business processes to affect today’s

outcome.

How we work with you

It's a proven three-step process.

Discover

Design

l

Implement
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We know the best way to help others is by listening
first. So, we start by asking you a few questions about
your contact center processes and practices. Then
we discuss with you and the individuals who are
responsible for productivity in your center some
potential solutions.

We will create a preliminary recommendation for your
contact center. This will give you an idea of how
AgentView® Enterpise with Goal Achieving Metrics
might look if installed in your contact center.

Once a decision has been made to move forward with
Centergistic, we will work with your team to make
sure that AgentView with Goal Achieving Metrics is
installed efficiently and quickly so that you can begin
getting the ROI as soon as possible. We employ a 30,
60 and 90 day follow up process. At the 90 day follow
up, we get together and re-evaluate the ROI. We will
never leave you, we will continue to be here as a
resource for you.

We then hope we can count on you as a reference.



Discovery - The Centergistic Difference

Other companies will offer you a suite of software
and a display option. We believe these are a
means to an end. It's not just the data, it's how you
use it! Part of our time tested methodology is to
include time with one of our staff, who will help

R. Scott Davis, Chief
Customer Officer,

devise the best set of Goal Achieving Metrics to conducts a Goal Achieving

implement for your center. Metrics session.
During this discovery process, we focus on finding results to three
important questions:

+«+ Are you receiving the best set of metrics in real time?

% |s there available a better set of real time metrics centered around
you?

% If you could provide a better set of metrics, how would that impact the
performance of your contact center right now?

Design:
AgentView® Enterprise, Centergistic Solution’s award winning and
patented software product suite can capture, produce and publish Goal

Achieving Metrics to your contact center.

What is AgentView® Enterprise?

AgentView Enterprise is the driver of Goal Achieving Metrics in the contact
center. AgentView delivers these metrics through the following processes:

e Collects the data needed to produce the metrics, every few
seconds, from the point solutions in your center that create the raw
data.

e Writes the data to the AgentView database

e Creates the Goal Achieving Metrics from the data stored in the
AgentView database

e Processes the data through its thresholding and alarm software

e Publishes the metrics following business rules you create.
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The chart above illustrates the power of AgentView and its ability to tap
various sources throughout your center to construct the correct set of Goal
Achieving Metrics.

Implementation

Milestones towards implementing AgentView Goal Achieving
Metrics:

Centergistic’s team understands that AgentView Enterprise creates
value only through the metrics it publishes. Our ultimate goal is to see
you produce the best set of real-time metrics possible given the data that
is available in your center.
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The diagram below shows the steps we take with you to arrive at your
Goal Achieving Metrics set.

Define the metrics

Profct efiion Tomplte +——

. Metric layouts  Requirements
Milestones Timeline

Remote

. Check metrics
< Adjustments
Interviews
Value check

While this process is not a long one, we make sure to take steps early on
to ensure that expectations are articulated clearly and that we gain
acceptance as we move through the process. Most of the installation
process is accomplished remotely, so that the time our personnel might
spend at your center is maximized towards fine tuning and making sure
your team is ready to start using AgentView quickly and effectively.

The ultimate measure of value for any system or software is its ROI.
Before you bring AgentView into your organization you will have a good
idea of the ROI you can expect. Typically, ROI on the AgentView system
is less than 90 days.
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Who is Centergistic Solutions?

Centergistic has been providing
real time performance analytics for
| the contact center industry since
2000. The original company, AAC,
~was a pioneer of the call
accounting industry, providing
managers with report to provide
visibility into their telephone sytem
usage. That company was sold in 1999 and Centergistic Solutions was
formed to focus completely on providing real time performance visibility to
call centers. Centergistic has offices in the U.S., Mexico City and the U.K.

AgentView® Enterprise is currently installed in over 3,500 contact centers
throughout the world. We invite you to call us at 949 222-4505 or visit us
on the web at www.centergistic.com to learn more about Centergistic
Solutions and Goal Achieving Metrics.
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http://www.centergistic.com/

