WebCCA 3.0

Web based reporting solution fully integrated with Genesys™

WebCCa can bring
you relevant and
critical information
on your Contact
Center easily and
quickly throngh
your Web browser.

Simple and intuitive
data analyzis and
navigation through
standard Web
techniques.

Easy deployable
(Web application,).

Designed and
developped for
Genesys™ CCA
and Genesys™
Infomart

M onitoring Contact Center activities is a real challenge as it requires

complex analyzis of the interaction flows to be able to collect relevant
statistical values. As configuration of the statistical values to be collected can be
a very challenging issue, data visualization and analyzis requires the choice of
an appropriate tool to be able to fully handle the huge amount of data stored in
your Contact Center datawarchouse.

3 http://localhost: 700 1/MOCCA, shared/html /index.html - Microsoft Internet Explorer
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8 WebCCA provides an easy-to-use web interface to your Contact Center
statistical information

Wherever in your company, whenever you want, easily access and analyze your
Contact Center critical reports and indicators through WebCCA.

WebCCA provides the following benefits :

@ Intuitive and (really) easy-to-use Web user interface

® Pre-built and customizable reports on the Genesys™ Infomart database
@ Solution fully integrated with the Genesys™ CCA suite

@® Latest Web technologies

Easy Contact Center reporting through the Web



All tables and
graphs can be easily
analyzed : drills,
aggregation, time
navigation, Sorts,
statistics changes,
... Just in one

click !

Just use your own
well-known browser,
.. 110 HEW
complicated
reporting tool to
learn.

jhttp:/ /localhost:001/MOCCA shared /htmi /indes. html - Microsoft Internet Explorer

Web User Interface
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A simple Web browser to visualize and analyze your Contact Center statistical
information : you can use standard and intuitive web techniques to navigate
through your data :
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o Just follow the hyperlinks to drill through your
data at different levels
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Geneys Infomart

Pre-built reports will help you to more easily manage your Contact Center and
will help you to decide which is the relevant information for you.

The reports are easy to understand and use. The information is available in just
one click, you just have to follow the hyperlinks.

If you use Genesys™
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As WebCCA is
completely designed
Sor the Genesys™
suite, the
development cycle for
new reports and
statistics is really
shortened.

Geneys CCA

The existing CCA platform is still available from the same user interface. You
can make the choice to report only on Infomart or on CCA and Infomart at
the same time.

This complete integration allows to use all the built-in functionality of the

Genesys™ CCA suite (time aggregation, statisitcs definitions, templates and
layouts configurations, ...). Standard and custom statistics can be retreived
from your Genesys™ CCA collection units on your Contact Center objects

like :

O] Agents O] Group of Agents
® Queues ® Route Points
O] Places

WebCCA enables to report on the hundredths of statistical counters like :

O] Total_Calls_Inbound O] Total_Login_Time

O] Total_Calls_Abandoned @ Total_Calls_Answered
O] Total_Talk_Time O] Total_Short_Calls

O] Max_Wait_Time O]
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Latest Web Technologies

WebCCA is built with the latest technologies that permits flexible software and
hardware architectures as well as easy evolution and integration with other
applications.

WebCCA is a Java based solution (EJB, JSP and Servlets) using XML as
configuration and data manipulation format as well as XSL (and CSS) for the
presentation layer.

Internet standards
and application
objects distribution

give you an evolutive HTML
and flexible

solution. I X 5' (C S 5)
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8 Java technologies and Internet standards are the building blocks of the
WebCCA components.

System requirements
WebCCA is optimized for Microsoft™ IExplorer 5.5 or later. WebCCA is

available as deployable applications for Jakarta-Tomcat from the Apache
Software foundation. For complete system requirements and other platforms,
please contact your local distributor.

Easy Contact Center reporting through the Web



