
HIGHLIGHTS

•	 A	Web-based	reporting	solution	
that	includes	a	collection	of	out-
of-the-box	reports	that	provide	
an	immediately	useful	starting	
point	for	back-office	supervisors	
and	managers	to	easily	measure	
performance.

•	 Interactive	Reporting	—	Reports	
drill	down	to	more	detail	for	root	
cause	analysis,	and	users	are	
empowered	to	easily	build	ad	
hoc	custom	reports.
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Introducing Genesys Interactive Insights for iWD Reporting Offer
Genesys Interactive Insights for iWD Reporting Offer is a Web-based query and ad hoc 
reporting solution that includes a collection of out-of-the-box reports that provide an 
immediate and useful starting point for back-office supervisors and managers to easily 
measure performance. Managers, supervisors, other business users will have a holistic 
view, based on role, on operational performance, thus supporting forecasting and 
continuous business improvement.

Genesys iWD provides a rich reporting data mart based on a star schema, with 
dimensions that allow managers to obtain reports sliced and diced in many ways, 
including by business process, department, customer type, channel, priority, business 
value, date, and time. Genesys iWD Data Mart provides current and historical 
measurements of actual task and agent performance, including average, minimum, and 
maximum calculations providing unprecedented visibility into previously “untrackable” 
business activities and processes. 

Interactive Insights goes beyond traditional reporting where every Interactive Insights 
user is empowered to answer his or her own questions, easily. For example, Interactive 
Insights allows users to combine a set of dimensions, metrics, and filters to create their 
own customized reports. This can be done by dragging and dropping the missing 
information to complete a report.

Genesys Interactive Insights for iWD 
Reporting Offer
PROVIDING	VISIBILITY	INTO	THE	OPERATIONS	AND	VALUE	OF	iWD

The Genesys Interactive Insights for iWD Reporting Offer 
now provides the same powerful, ad-hoc reporting and 
analytic capabilities available in the Interactive Insights 
product, but for tasks handled by Genesys iWD 7.6.1!
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Genesys is the world’s leading provider 
of customer service and contact center 
software — with a 100% focus on customer 
experience and mission to save the world 
from bad customer service. With more than 
2,000 customers in 80 countries, Genesys is 
uniquely positioned to help companies bring 
their people, insights and customer channels 
together to drive today’s new customer 
conversation. Genesys software directs more 
than 100 million interactions every day from 
the contact center to the back office, helping 
companies deliver fast, simple service and a 
highly personalized cross-channel customer 
experience. Genesys software also optimizes 
processes and the performance of customer-
facing employees across the enterprise. 

For more information visit: www.genesyslab.
com, or call +1 888 GENESYS.
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Features and Benefits of Genesys Interactive Insights for iWD Reporting Offer. 

Features Benefits

Insights Portfolio for iWD •	 A collection of out-of-the-box reports designed to meet the 
needs of back-office supervisors, team leads, and managers 
and enable them to easily view data from different perspec-
tives. Reports include task backlog, SLA adherence, and 
individual contributor performance.

Interactive Reporting •	 Interactive Insights for iWD users can create custom reports 
leveraging the vast array of business dimensions within 
Genesys iWD Data Mart available in iWD. 

Training •	 Knowledge transfer on iWD Data Mart and Interactive Insights 
for iWD Reporting Offer, so future reporting requirements can 
be delivered easily by in-house resources.

Consulting Services  
(optional)

•	 To identify and design for the Genesys iWD reporting needs of 
the enterprise.

List of Out-of-the-Box Reports:
•	 Finished Service Level 

•	 Finished Task Trend

•	 Intraday Backlog Summary

•	 Resource Handling

•	 Task Volume

•	 Top/Bottom 5 Task Processes

Technical Requirements and 
Prerequisites
•	 Genesys Interactive Insights for iWD 7.6

•	 Genesys iWD 7.6.1 or iWD Back-Office 
7.6.1

•	 Genesys PS Asset — Interactive Insights 
for iWD Reporting Offer

 – The universe for Interactive Insights 
which points to the iWD Data Mart

 – A core set of out-of-the-box reports

About Genesys Professional Services
Genesys Professional Services helps 
customers and partners succeed through 
expert business consulting and industry 
experience, unsurpassed software solution 
planning and training, proven implementa-
tion strategies, and experienced project 
management. We offer a wide variety of 
packaged and custom-tailored development 
solutions to provide an implementation 
strategy that meets specific client require-
ments. www.genesyslab.com


