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2Ring Dashboards & Wallboards — Cloud Edition

An amazingly flexible and business user friendly real-time reporting and alerting tool for all the major cloud-
based contact centers and other data platforms (e.g. ServiceNow).

Bring Real-time Data to Where Users Are

DW layouts/boards are fully web-based and therefore can easily be:

e displayed on large screens (leveraging a browser, or your favorite digital signage devices):
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e placed next to any web-based app (inside of MS Edge browser — split tab feature),
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e made constantly visible to agents by floating a small window on top of all the applications used by
an agent or supervisor (see more in a section about 2Ring Power Tool),
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e accessed from mobile/tablet devices (only a web browser is needed),
e embedded inside of agent/supervisor desktops,
e embedded inside of MS Teams channels, Cisco Webex spaces,
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e and optionally can be accessed/viewed even via the use of an anonymous access permalink (limited
to a pre-defined set of IP address ranges).

Mix Data from Various Sources

DW can leverage data from multiple contact center platforms, services desk and CRM data sources. A
single DW instance can even process data from multiple instances of the same source type (e.g. from
multiple Five9 domains), and thus provide operation data from multiple regions, teams, and organizations.

A cloud based DW supports the following data sources Service N Task
(click on the link to access documentation with details ervice NOw 1asks
on what KPIs and grids are available): Active High Medium Low
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e Genesys Cloud,
e Nice CXone,
e ServiceNow (see a layout example),
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Keep Users Engaged with Utilizing Different Types of Content
Besides calculating and displaying metrics, DW can also be used to display rich type of content, such as:

e Static or Scrolling Marquees & Tickers
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And remember, there is no limit on the number of metrics displayed, nor on the number of layouts created.
The number of segments used within a layout is also not limited. Embedding an entire layout into a layout
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Gamification views can be built when values are turned into images
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and running a scrolling sequence of sources is also possible — see example here.
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Create Your Own Data Tables (using your favorite spreadsheet)

BU admins (supervisors) can use .csv files to upload custom tables to DW. Download your .csv from DW,
open it in a spreadsheet application, make your desired updates, save changes, and finally, upload the file
back.
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These csv files are a great way to display team or agent goals, or add various agent specific notes (PTO
until Tuesday). Such data can then even be used in derived calculations (e.g. % fulfillment of agent’s goal):

Agents 2/2

Name t Queues Offered Handled Goal Goal Progress ~ State Reason
S 0 0 2484 0.0% Talking

0 2483 0.0% Ready

Thresholds and Real-Time Alerts

Pick a KPI, and define thresholds to make eRoady is I
your metric (ondmort
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e blink, '
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e make a sound (incl. playing an
audio recording/announcement), Occurred at

¢ send email,

¢ send IM message to Webex,
Microsoft Teams, Discord, or Slack, Layout

e send a text/SMS (note: a supported
Texting APl account must be
provided by the end-customer)

Lasted for at least (hh:mm:ss)

Use Business Units — Display Relevant Real-time Data

Users can only see and/or manage their own layouts since DW uses the concept of business units. BU can
also serve as a data silo, allowing BU admin to only work with a relevant subset of contact center data.

BU admins (contact center managers, supervisors) are also able to define a layout/board template that
automatically displays personalized data. This means that instead of showing data about all call center
gueues, an agent gets to see metrics only about queues that s/he is part of. For added convenience, BU
admins can preview how a layout appear for a specific user using the “impersonate feature”:

2Ring Added Value — 2Ring Dashboards & Wallboards — Cloud Fall23 Edition |4


http://www.2ring.com/Wallboards
mailto:2Ring.com/Webex
mailto:Michal.Grebac@2Ring.com

The Latest Info & Release Notes: 2Ring.com/WallboardsForTheCloud
Request a Demo Session: 2Ring.com/Webex
Product Questions: Michal.Grebac@2Ring.com

E B we v "',3 oo 60 1w Impersonate Michal Grebac (SS0) ~

My Team

Ideas as Usual
Richard Hall 0% |deas as Usual

Ri 0:00:2(
eady [IEIEED Targer 2486 Goal 1%

7

6

1
Abandoned

My Queues
Name
Marketing

Adjust Boards on Your Own

Avg Ring
Avg Talk
Avg Work
Avg Hold

Handled
22

00:00:06
00:02:44
00:00:20
00:00:04

Abandoned ASA

0 00:00:06

00:00:06

Offered
Handled
Logged In
Logged Out

Service Level LWT
100% 00:00:17

00:00:17

Ready
Not Ready

Talking

Reserved

LT
00:05:00

00:05:00

A web-based layout editor that is part of DW makes it easy to create a new layout, adjust an existing layout
on the fly, or even create a variation of any of the existing layouts. All options are available via context menu
on the right and changes made are shown immediately in the layout’s preview on the left:
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Your changes can be saved without publishing and even without changing your original layout, so you can

always come back to it later:
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keeps hovering over the layout’'s name),
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And from there drilldown to a specific list/grid of agents/queues (list of agents talking):

Agents 1/1

Name Team Queues Offered Handled ¢ Goal Progress State Reason
Michael Davis The Service Demons ~ Help Desk, Help De... 6 0.2% Talking

Mary Stevens The Serve Gremlins ~ Support, Support C... 5 0.2% Talking
Ariel Walker Mystic Midnight Bots  Sales, Sales Chat 5 0.2% Talking
Richard Hall Ideas as Usual Marketing, Marketin... 5 0.2% Talking

Any grid can be interactively filtered and sorted (filters are retained between a user’s session (until
cleared)):

Agents 1/1

Name t Team Y

Ariel Walker Mystic Midnight Bots
Noah Garcia Mystic Midnight Bots
Oliver Johnson Mystic Midnight Bots

Reset Sorting
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Sort Descending

Clear Filter

Filter Mode
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Text
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2Ring Power Tool

This is an optional application that comes with 2Rng Dashboards & Wallboards.
This tool is meant to:

e getinstalled on an agent’s Windows PC / station,
e display a personalized layout to every agent:
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e run in always-on-top mode and borderless mode (to always stay visible and take up as little screen
real estate as possible),
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e auto-launch as an agent logs in to his/her PC,
e support all DW layout segment types (e.g. scrolling

ss 2Ring Power Tool.exe

marquee), and features (e.g. audible and visual alerts) | NEIY eI SRRl Elel St RER UV
. . 6 970. Layout: Agent Statistics - Monthly.
JUSt like a regLIIar browser. Agent ACD Statistics - Calls Offered is > threshold

e execute a PowerShell, Python or Visual Basic script 970. Layout: Agent Statistics - Monthly..
e pop-up atoast alert that's displayed on top of all the
application windows.

A @ &

Note: The tool can also stay hidden in the tray (or behind other application windows) and be used to
only display toast alerts and other types of notifications. Finally, the tool can also integrate with
kuando Busy Lights and make these lights change color, and blink as a result of thresholds set in a
2Ring DW layout.
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