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2Contact Center Business Requirements 

Increasing demand for Real-Time 

Information in Contact Centers

ÁBusiness users and call center managers need a 

growing amount of information to control their daily 

business:

ÁPersonalized real time statistics

ÁPerformance Values for efficient KPI control and 

management 

ÁEasy access through standard browsers

ÁAggregated values from different sources e.g. CTI data 

represented together with CRM and ticketing systems 

values

Á Integrated statistics and dashboards into web based 

CRM systems

ÁMeaningful information for agents to increase 

productivity and customer satisfaction

Á Tools suited not only for supervisor level, but also for 

agents and/or team leaders, who should log in and see 

just the information they need.
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3Contact Center Business Requirements 

GAdvance Enterprise Insight

GAdvance Enterprise Insight meets todayôs real-time 

requirements:

Real-time performance values that are truly required 

for running and managing day-to-day business:

ÁAvailability, waiting times per service, product, customer 

group etc.

ÁService Levels, performance values

ÁPending e-mails or tickets

Á # of tickets solved per agent / hour

ÁOrders received, revenue per agent, product, hour é

ÁAverage time per call, AHT

ÁPredicted call volume

ÁGeneral statistics and easy drill downs

ÁEasily recognizable visualization (graphics, tables etc.)

ÁSuitable display options (via standard browsers or high 

performing fat client)
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4Businesss Benefits

Web interaction or Business Wallboard

ÁWeb-based real-time interaction or fat client business 

wallboards providing agents, supervisors, team leads and 

management with tailored performance values to manage and 

control companyôs  achievement at any time and place. 

ÁUsing web 2.0 technologies

ÁProviding unlimited layout customization

ÁData abstraction layer

ÁACD

ÁCTI

ÁCRM/ERP Systems

ÁSupport for multiple platform data sources

Á Targeted at business users with a robust and scalable 

architecture through VoicInt Connector Framework 

Á Tested in operation with up to 20.000 users

ÁAvoids server load using intelligent caching 

ÁSeamless integration to existing IT-Infrastructures

ÁUsers login mapping the current active directory

Data

People

Time 

Providing the right 

information to the 

right people at the 

right time
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Á Web-based monitoring

Á Deployment on any modern browser (JavaScript required)

Á Robust architecture, built to support large numbers of users

Á More effective rollouts without time consuming tests for 

workstation integration

Á Displays any kind of data and aggregated values on a single screen

Á ACD/CTI

Á CRM/ERP

Á Modular architecture ensures fast integration of  new data sources 

(Aspect integration within one week)

Á Administrators and role-based user management, including full multi-

tenancy 

Á Unlimited variety of dash board designs (CI/CD)

Á Tables

Á Pictures

Á Charts

Á Custom HTML code

5Business Benefits

Enterprise Insight Web Monitoring
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Á Fat Client Wallboards display for customers key locations

ÁCustomizable statistics and performance indicators

ÁSwitchable screens based on configurable time periods

Á Flexible threshold definition and behavior according to 

customers needs

ÁErgonomic and clear presentation of statistics

ÁAuto start functionality for display without interruptions

ÁSecure reconnect in case of network failures

Á Infinitely graphics sizing for any screen resolution

6Business Benefits

Enterprise Insight Team Board
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GAdvance Enterprise Insight- Architecture
Third Party

System Repository Server
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8Enterprise Insight Components

Insight Server

Insight Server is Enterprise Insightós 

decentralized values pool:

ÁSubscribes statistics for target systems

Á Loads batch-wise data from additional systems

ÁEdits data Ăin memoryñ

ÁRuns queries 

ÁSends on demand requested data                        

to the Web Tier

ÁPerforms auto-resubscribe when root systems 

fails to deliver data

+
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9

System Repository Server

System Repository Server is Enterprise Insightós 

central configuration hub:

ÁStorage and management of all GAdvance 

products settings (Enterprise Insight, Insight 

Server and Web Tier for instance)

ÁUser and user groups management

ÁClient tool: Repository Administrator

GAdvance  System 

Repository Server

Enterprise Insight Components



All rights reserved © 2010, VoicInt Telecommunications GmbH

10

GAdvance Web Tier

ÁMicrosoft Internet Information Server 6

ÁASP.NET Framework v2

ÁAttends browser requests

ÁProvides secure end-to-end access control 

ÁPerforms Active Directory authentication

ÁDeploys server-sided ASPX pages                

(HTML + .NET Code)

ÁEnsures dynamic interactions, once pages have 

been deployed (currently using WEMControls) 

ÁGenerates asynchronous JS-compatible callbacks 

and XML data transfer scripts (Ajax) for cross-

browser purposes.

GAdvance 

Web Tier

Enterprise Insight Components
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11Data request process (Web and fat client)

Á Load configuration

ÁPrimary server request

ÁValues request to CTI 

Framework or  third 

party source

ODBC

Wallboard

Á Web Tier login

Á Active directory authentication

Á Load user information

Á Homepage redirect, access group 

selection

Á Load controls configuration                

(if cache update is necessary)

Á Query request

Á Layout query values assignment

Á Send information to the browser

Á Team Board client login

Á Load user information

Á Load controls configuration 

(if cache update is necessary)

Á Query request

Á Layout query values assignment

Á Send information to the client
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12Product Features 

GAdvance Enterprise Insight

ÁComprehensive information, personalized real-time 

performance values delivered to each user at one 

glance supporting effective control and management

ÁSimultaneous presentation of real-time, near real-

time, historical and calculated values

ÁConfigurable Service Level thresholds (SLA)

ÁValues can be displayed in table form or as any 

graphic, dash board etc.

ÁEncourages and enables agents working in bonus-

programs or pay-per-performance environments to 

optimize their performance

ÁAdministration of relations: Regions, teams, sections, 

media, etc. can be added in order to enhance 

business overview  and prompt administrative 

decisions 

ÁPush instead of pull reporting for real-time information 

broadcasting

ÁEasy drag-and-drop function to show and highlight 

key values



All rights reserved © 2010, VoicInt Telecommunications GmbH

13Product Features

GAdvance Enterprise Insight

ÁEasy customization and deployment

ÁUseful Contact Center information management 

Á Values refresh without Ăflickering screensñ (whole 

pages are not refreshed ) 

ÁHigh performance and effective data transfer through 

AJAX communication between browser and backend

Á Low network usage reduces operational costs

ÁProductive Stat Servers use (HW + Maintenance)

ÁNo software installation and sharing efforts required 

(Web solution replaces PC-Client )

ÁEasy dashboard creation without programming    

know-how, modular architecture allows design via 

common Web design tools (Frontpage, 

Dreamweaver, etc.)


