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GET SMART ABOUT CONTACT CENTER REPORTING
Is it Time to Ditch the Spreadsheet?
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Contact center complexity and the proliferation  
of data silos

It used to be simpler. Operators stood by to take customer calls. 

Now, customers communicate by voice, email, text, chat, Twitter, 

Facebook and other channels—even video. This reality requires 

the use of multiple systems and applications, including automatic 

call distribution (ACD), interactive voice response (IVR), workforce 

management (WFM), customer relationship management (CRM) 

and enterprise resource planning (ERP). When it comes to reporting 

and analytics, each of these systems and applications creates 

islands of data. Each has a dedicated database optimized for doing 

one siloed job and generating one set of insights. 

The spreadsheet: An innocent tool—a  
problematic solution

The siloed information makes it difficult to answer simple questions, 

such as, “Are break schedules negatively impacting service levels?” 

To resolve the situation, most contact centers turn to the trusty old 

spreadsheet. It’s easy to see why; spreadsheet software (usually 

Microsoft Excel) is the main tool most managers use to crunch 

numbers or present data. It’s the tool they know.

If contact center managers are lucky, the application or system 

they’re using kicks out data in a .CSV format, so it can be uploaded 

into a spreadsheet. If not, it requires manual entry or a laborious cut-

and-paste process. This is all to create one single siloed report.
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A tangled web grows

The problem is that business intelligence isn’t a static concept. Leaders want an 

ongoing, dynamic look at key metrics. So that single, ad hoc report turns into a 

daily report. Then, weekly, monthly and quarterly reports are tacked on. To save 

time, the manager just rolls daily reports into a weekly report, weekly reports into 

monthly reports, and so on. Pretty soon, quarterly contact center metrics are 

being referenced in annual organization-wide performance reports. Spreadsheets 

built on spreadsheets that are ultimately built on spreadsheets—each of which 

has to be manually updated.

As the “spreadmart” expands, it chokes the flow of insights

As business leaders increasingly realize the value of the contact center, these ad 

hoc reporting questions come in constantly—from within the contact center and 

across the business. And as the modern multichannel contact center grows more 

complex, the questions get a lot more complicated. 

Requests pile up, one-off reports turn into daily tasks, the cross-referencing 

gets more convoluted, and before they know it, contact center managers find 

themselves overwhelmed by the “spreadmart”—a mind-numbing and costly 

proliferation of spreadsheets attempting to do the job of a dedicated data mart 

or data warehouse. In addition to being tedious to produce, the spreadmart does 

not provide the predictive and prescriptive analytics that every enterprise craves 

today. Instead of using data to solve business problems, contact center leaders 

are awash in a never-ending cycle of creating and updating spreadsheets.
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Solving the Spreadmart: 
The rise of Business Intelligence in the contact center
For contact center leaders wrestling with the ever-growing, 

unconquerable monster that is the spreadmart, there’s a better 

way. Business Intelligence (BI) software is designed specifically 

for reporting and analysis of information generated by any 

number of operational systems and applications. It turns flows of 

disorganized and unstructured data into actionable insights. Also, 

unlike a spreadsheet, BI has a “memory.” Where spreadsheets 

provide a static snapshot of a point in time, BI can integrate new 

information with historical information to provide a variety of 

valuable insights. 

In short, BI solutions are perfectly suited for managing and making 

sense of the increasing volume and complexity of data pouring 

into the modern, multichannel contact center every single day.

“Spreadmart”—a 
mind-numbing and 
costly proliferation 
of spreadsheets 
attempting to do the 
job of a dedicated 
data mart or data 
warehouse.
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Key Drivers of BI Architecture for Contact Centers
Six major changes in the contact center world are driving rapidly increasing adoption of Business Intelligence platforms:

1.  Service is now strategic: Across every sector, the 

customer experience is now a key competitive 

differentiator and business value driver—from attracting 

and retaining customers, to increasing engagement and 

optimizing cross-sales and up-sales.

2.  Channel proliferation: Contact centers add new 

channels ever year—voice, email, web chat, online and 

mobile platforms, social media and more. Moreover, the 

typical customer interacts across at least five channels, 

so tracking an omnichannel customer journey becomes a 

complex challenge. 

3.  Multiple sites: Delivering consistently outstanding service 

through an increasing number of channels requires 

more agents. Finding good talent in enough supply at 

competitive wages has driven the contact center beyond 

its origins at headquarters into often remote markets—

both foreign and domestic. These islands of data must be 

merged for a single, coherent view.

4.  Mixed-vendor environments: Contact centers want the 

freedom to take a best-in-class approach to selecting 

software products that cover each communication 

channel, as well as the various back-end software, such 

as ACD, IVR, workforce optimization (WFO) and workforce 

engagement (WEM) solutions. 

5.  The M&A mash-up: Take the complexity created by 

the first four factors above, then double it. That’s what 

happens when companies merge.

6.  Inbound & outbound: In the olden days, customer service 

handled inbound calls, while sales and marketing made 

outbound calls—and the two were completely separate. 

Today, the quest to deliver a consultative, omnichannel 

experience has erased that borderline. Customers initiate 

an interaction through one channel. Agents deliver follow-

up support through another channel. This data must be 

integrated to see the full customer story.
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OPERATIONAL: The operational layer includes databases contained within the transactional 

systems to be analyzed—ACD, IVR, CRM, WFM and other systems and applications that 

underlie all operations.

ACCESS & STAGING: This layer includes services that extract, transform and load data from the 

operational systems and applications to prepare it for storage. Here, the apples-and-oranges issues 

(i.e. ACD vs. IVR data) are resolved to create a “single version of the truth” for reporting and 

analytics—a complete view of an entire interaction, or all interactions during a given shift.

DATA WAREHOUSE/DATA MART: This is a separate, permanent database structured specifically for the 

task of reporting and analytics. Whereas the operational systems log relatively simple sets of data (like 

time stamps, DNIS, etc.), the data warehouse contains more complex, calculated dimensions and 

metrics such as service level, speed of answer, time in queue and average work time. In other words, 

where the operational systems hold raw data, the data warehouse holds contact center management 

information. The data warehouse can also store months or even years of data for long-term historical 

trend analysis, while operational systems typically keep only a few weeks’ worth of data.

PRESENTATION & MANAGEMENT: Here is where end users—managers, supervisors, analysts and 

agents—access, interact with and share information in a variety of forms, from scorecards for each 

individual agent to graphical dashboards showing how the contact center is doing as a whole. This 

layer also handles security, storage, scheduling and distribution of content through email, web and 

mobile technologies. Keeping the presentation layer separate from the logical layer of the data mart 

makes it easy to change reports, add new scorecards, tweak dashboards and add new distribution 

channels like smartphones—without a�ecting the integrity of underlying analytical data.

PRESENTATION & MANAGEMENT

DATA WAREHOUSE/DATA MART

ACCESS & STAGING

OPERATIONAL

Harmony from Disharmony: How BI Works
Business Intelligence solves the increasing data complexity of the modern contact center by separating data 

inputs between operational and analytical tasks. One aspect of the BI architecture focuses on operational 

systems that log transactions; a separate BI architecture focuses exclusively on reporting and analytics. 

Typically, a BI architecture is made up of four layers:
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The Distinct Advantages of Business Intelligence 
Architecture in the Contact Center
Business Intelligence is not the only response to these challenges 

and the menace of the spreadmart. Many contact centers 

choose to extend existing point-to-point reporting services 

already offered in one of their key systems, such as their ACD or 

workforce management application. Others opt for performance 

management suites which offer data integration and reporting 

services as part of a much wider array of applications, including 

workflow management, coaching, contact type profiling, agent 

recognition and compensation. Finally, some real-time dashboard 

systems feature historical reporting extensions as well. 

BI offers distinct advantages that make it the best-practice 

solution—not only meeting the contact centers current reporting 

and analytics needs, but equipping the contact center (and the 

business) with the critical agility to respond to evolving demands.
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DEPTH AND BREADTH 
Many operational systems offer generic, 

“add-on” reporting and analytics functionality. 

But these canned reports and limited 

analytics capabilities often end in frustration 

for managers and analysts—driving them to 

create the manual, spreadsheet-driven reports 

they hoped to avoid. Because it concerns itself 

exclusively with the task of reporting and 

analysis, the BI architecture can offer a much 

deeper and broader functionality set—ad hoc 

queries, multidimensional data analysis 

and statistical analysis. 

SYSTEM NEUTRALITY
Unlike point-to-point reporting extensions 

of existing systems, the BI architecture isn’t 

tied to a particular contact center technology 

such as the ACD. It can easily adjust to major 

changes in infrastructure brought on by, say, 

new signaling technologies like the Session 

Initiation Protocol (SIP). This flexibility ensures 

that the BI solution will continually be able to 

integrate data streams and optimize reporting 

and analytics, no matter what operational 

systems dominate the contact center 

a decade from now.

CUSTOMIZATION 
One-size-fits-all performance management 

suites are monolithic and inflexible. Contact 

center managers are forced to adapt to 

a particular suite’s approach to optimal 

performance—and can’t stray far from the 

generic reports, scorecards and dashboards 

that support this rigid approach. But there 

is tremendous variability in contact centers 

across sectors, and arguably just as much 

variability within sectors—between the 

unique operational demands, technological 

environment and business objectives of a 

given organization. No single approach to 

performance management can encapsulate 

this range of variables. The BI architecture is 

purpose-built to meet this customization need, 

enabling every contact center to adapt metrics 

to specific needs and requirements—and 

evolve them over time.
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Two Simple Steps to Efficiently Deploy BI in the Contact Center

Perhaps the biggest advantage of Business Intelligence in the contact center is that you can start small. Although a BI architecture is designed 

to scale to huge proportions, implementing a BI platform doesn’t have to start with an immense, painful planning and needs-assessment 

effort. Here’s the simple, two-step process to deploy a BI solution in your contact center:

Start with the “quick win”—salvage the value of the 
spreadmart: While the spreadmart is not a viable long-term 

solution, it’s not entirely worthless. The single virtue of the 

spreadmart: it’s likely a very accurate reflection of the metrics that 

matter most to your contact center. As such, it can serve as a report 

template to begin a migration to a Business Intelligence solution. 

Of course, a more comprehensive BI needs assessment is a smart 

move in the long-term. But you can gain a quick win by automating 

the reports currently in circulation. The time savings  

(and resulting cost savings) of this automation will be nearly 

immediate—and will make a hard-to-ignore business case for 

expanding the BI environment to include new metrics, reports, 

scorecards and dashboards.

Keep the needs assessment simple—define your KPIs: Simplicity 

requires focus. Start by stating, in simple business terms, the critical 

metrics or KPIs you need—without limiting yourself to the canned 

measures and metrics you’ve been forced to work with in the past. 

For example, in a perfect world, you’d easily know the answer to the 

question, “How are my agents splitting their time among the various 

activities that they do within their shifts, assigned or not?”—instead 

of relying on a daily report that shows not-ready time, talk time, idle 

time, and breaks. Your BI solution can support a multidimensional 

report that not only answers your specific questions, but alerts you to 

abnormalities, allows you drill into specific agent metrics, and reveals 

prescriptive insights that empower you to take action to correct. 
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It’s Time to Transform the Contact Center into a  
Business Intelligence Hub

As the customer experience takes center stage as a critical driver of competitive 

advantage and broad-ranging business value, smart contact center leaders are 

seizing the opportunity to elevate the contact center as the central source of 

business intelligence. They’re moving beyond tedious manual data gathering 

and patchwork reporting solutions—and leveraging best-in-class Business 

Intelligence solutions that automatically integrate disparate data streams, 

distill unstructured, raw data, and make it simple and efficient to develop highly 

customizable and incredibly complex reports that reveal key performance 

indicators. 

Leveraging the broad capabilities of leading BI solutions, they’re building on the 

incredible wealth of value that lies in multichannel voice-of-the-customer data—

pulling in critical data streams from sales, marketing, operations and other parts 

of the business. They’re pushing this data through advanced analytics engines 

that deliver predictive and prescriptive outputs. They’re gaining insights that not 

only improve contact center performance, but inform top-level decision-making 

and drive critical business objectives. They’re transforming the contact center 

into the central hub of powerful business intelligence. 
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Calabrio is revolutionizing the way enterprises engage their customers with Calabrio ONE, a unified workforce optimization (WFO) suite—

including call recording, quality management, workforce management, voice-of-the-customer analytics, and advanced reporting—that 

records, captures and analyzes customer interactions to provide a single view of the customer, and improve the overall agent 

and customer experience.

Ready to see what intelligent reporting and an advanced Business Intelligence architecture can do for your organization?
Visit Calabrio.com or contact a Calabrio representative for a personalized demo and a customized assessment of your contact center’s 

biggest opportunities.

About Calabrio
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To learn more about how Calabrio’s comprehensive contact center suite is revolutionizing the way organizations  
engage their customers, visit Calabrio.com.

The clean and simple way 
to capture every customer 

voice—across every channel. 
Create a unified view of 

the customer, see the big 
picture with new clarity and 

leverage comprehensive 
voice-of-the-customer 

data to drive key business 
objectives.

Highly automated and 
efficient evaluation of 

100% of your customer 
interactions. Shorten 

feedback loops and target 
training to drive better 

agent performance that 
directly improves customer 

satisfaction.

Smart forecasting, 
scheduling and admin tools 

that drive elevated WFM 
strategies. Efficiently predict 

and respond to dynamic 
customer call volume 

and deliver a consistently 
outstanding contact center 

experience.  

Sophisticated speech and 
text analytics engines that 

harness the voice of the 
customer—and intuitive 

outputs that bring that data 
to life. Leverage predictive 
and prescriptive insights 
to deliver value to sales, 

marketing, IT, product 
development and business 

development teams.

Amazingly integrated 
reporting and analytics tools 
that integrate customer and 
business data from across 

the organization. Break 
down data silos, eliminate 
tedious reporting, visualize 
critical metrics and see the 

full story your data tells.

Calabrio ONE: Build a Modern Contact Center, Transform Your Business
Calabrio ONE is a complete suite of best-in-class software that helps contact centers in every sector meet critical challenges and deliver new 

business value.
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