
  

 
 

 

    

 

 
 

 

 

 

 

 

 
 
 

 

 

 

Real-time Metrics ROI 
A Whitepaper on the Business Benefits of Real-time Metrics  

 

 

  

 



  

 Copyright © PureShare Inc. Page 1 

Table of Contents 

Executive Summary .............................................................................................................................................. 2 
Real-time ROI ....................................................................................................................................................... 2 

Reduced Staff................................................................................................................................................. 2 

Employee Productivity ................................................................................................................................... 4 

Business Agility .............................................................................................................................................. 4 

Cost Reduction ............................................................................................................................................... 5 

Improved Customer Retention and Enhanced Revenue-Generating Capabilities ........................................ 5 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



  

 Copyright © PureShare Inc. Page 2 

Executive Summary 
PureShare automates the consolidation of metrics from disparate IT management tools and systems to 
provide customers, executives, managers and staff with access to 'answers' in real-time. PureShare gathers 
and aggregates metrics from Service Management systems, Call Center ACDs, Systems and Network 
Management tools, Financials, Project, HR and other virtual and on-premise data sources. A Metrics Catalog 
is leveraged to organize, consolidate and publish metrics so that they are instantly accessible via browsers, 
portals, maps, readerboards, video walls, tablets and mobile devices. This eliminates manual report 
consolidation processes, speeds information delivery to decision-makers and helps entire organizations 
quickly gain strategic alignment, operational efficiencies and top-to-bottom transparency. 

Huge business benefits can be quickly gained with this unique approach to real-time metrics and 
performance management.  A  twenty percent improvement in performance overall is typically achievable 
with the targeted implementation of consolidated, real-time metrics management capabilities. This and 
other related benefits as described in the following sections provide significant and positive impact to 
business and when paired with corresponding business process improvement practices, are achievable 
within 30-90 days of implementation.  

 

Real-time ROI 
In the course of PureShare customer implementations involving real-time metrics, project stakeholders 
provide common perspectives towards the objectives of real-time performance management initiatives.  
Stakeholders are almost always in total agreement that faster and easier access to higher quality information 
leads to higher quality decision-making- with much more quantifiable results and benefits. This has the 
downstream effect of uncovering other opportunities for optimization that directly affect business efficiency 
and profitability. Benefits that directly impact the bottom line include the following: 

 Reduced Staff 

 Improved Employee Productivity 

 Enhanced Business Agility 

 Cost Reduction 

 Improved Customer Retention 

 Expanded Revenue-Generating Capabilities 

 

 Reduced Staff 

In every PureShare implementation, there are two areas of opportunity that affect staff reduction. First, 
approximately 1,000 staff hours a month on average, are recovered with the elimination of manual 
processes related to report consolidation, preparation and distribution in complex 
operations/MSP/Support environments (on average, based on a cross-section of large enterprise IT 
organizations). The diagram below illustrates the typical manual flow, highlighting the resulting delay in 
stakeholder access to decision-making information. This flow, along with the attendant manual overhead,  
is eliminated entirely with metrics automation and consolidation, which streamlines information access for 
stakeholders to the point of being nearly instantaneous.  
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    Figure 1 Manual Metrics Aggregation, Consolidation and Distribution 

 

  

In most cases, multiple report analysts are dedicated to the manual and recurring tasks involved in 
report consolidation and distribution. With PureShare automation, this manual report overhead is 
entirely eliminated. The resources previously used for manual report assembly processes are then freed 
to focus on higher value work such as business process improvement and exception management- 
activities that directly impact efficiency and productivity. The positive impact to business efficiency is 
expanded even more with the elimination of the latency associated with manual reporting. Continual 
Service Improvement is made possible by making consolidated performance metrics always up-to-date 
and accessible to stakeholders (as opposed to a 30 day delay on average). This further accelerates and 
enhances the business benefits of metrics automation.   

The second opportunity area is in the level of operations transparency and proactive monitoring that 
PureShare brings. This reduces supervisory demand to the point where traditional staff/supervisor ratios 
can be widely expanded. With real-time 'early-warning' capabilities, manual supervisory functions are 
displaced with much more efficient and accurate automated performance monitoring. 

Today, stakeholders simply click on a launchpad to see performance summaries in real-time. This helps 
guide them towards focusing on areas that need the most attention, and in timeframes that give them 
the headroom needed to significantly affect outcomes. With no latency in access to key decision-making 
information, time-sensitive customer commitments such as SLAs can be proactively managed with much 
more predictable results.   
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 Employee Productivity   

A  poll of IT managers in several hundred businesses has found that the implementation of a cohesive 
performance management program surrounding 'right-time' metrics management delivers on average, a 20 
percent improvement in employee productivity. To put that figure in perspective, that's equal to an extra 
day a week worth of work for every employee in 
the business, or around 40 days additional work 
per year, or one extra person for free for every 
five employees 

By getting everyone in an organization 'on the 
same page' using metrics to communicate current 
performance in the context of targets and 
objectives, optimization opportunities 
immediately become evident. Along with 
improvements that can be gained from tighter 
control of resource overhead, universal and 
instant access to performance rankings yield a 
powerful side effect- a phenomenon where 
individuals ranked in a list will perform to the level 
that will keep them from appearing in the 'bottom 
performing' area of the list. Automated and 
consolidated real-time metrics management is the enabler of this phenomenon and can be leveraged to 
yield significant productivity improvements. 

   

 Business Agility 

With the ability to monitor and publish key performance metrics against objectives in real-time, large 
contact center operators are able to improve customer SLAs commitments up to 20 percentage points. 
Much like an automobile with a broken gas gauge, contact center operators without a real-time, 

consolidated metrics management strategy pad SLA 
commitments with headroom to account for 
unknown/unexpected variations in actual 
performance. With the ability to consolidate and 
publish real-time metrics to agents, supervisors, 
managers and executives, events that could adversely 
affect commitments can be addressed on-the-fly. 
With the use of 'early-warning' alerts, events that 
potentially cause SLA breaches can be averted by staff 
right on the floor, even before an actual breach 
occurs.   

This begins a shift from being in a classic 'fire-fighting' 
mode to a mode that is proactive and predictable- a 
mode that is enabled with consolidated, real-time 
metrics.   

PureShare's catalog-based architecture enables rapid connectivity into complex business systems and 
processes. This results in the ability to evolve business measurement strategies at the same pace the 
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business itself is evolving. The assures business stakeholders of rapid access to high-quality business 
telemetry in real-time, the best and only basis for high-quality decision making- and telemetry that is  at 
internet speed.   

 

 Cost Reduction 

 While performance efficiencies gained with a real-time metrics automation platform can have hard-dollar 
savings that can be directly related to each, there are costs savings also directly attributable towards the 
implementation of the PureShare product suite itself. The product suite ROI increases greatly as usage 
expands and as the user base increases in numbers. PureShare products carry a fixed license cost 
irrespective of numbers of users, transactions, CPUs, transactions or data volume. With this site-license-
like approach, the widespread use of performance management applications  is encouraged versus being 
discouraged with the more typical incremental licensing that is commonplace with all other competitive 
products.  

 

Improved Customer Retention and Enhanced 
Revenue-Generating Capabilities 

PureShare's product suite greatly facilitates the development of custom-branded, customer-facing 
performance management utilities for organizations that support multiple customers. PureShare helps 
these organizations create a unique competitive edge with the ability to publish customer-specific portals 
that serve as an embodiment of all the value a  service provider offers to its customers. Summarized 
business views may be presented to each customer in views that drill down to all supporting details and  in 
the context of customer commitments and objectives. The need for top-to-bottom service transparency is 
immediately satisfied, allowing customer stakeholders to have ready access to both business and detailed 
operations information typically only supplied in the form of snapshot-based reports. In many cases, real-
time performance portals are offered to customers as a premium service that carry a subscription cost. 
The subscription income augments revenue from other customer services which encourages further 
development/enhancement of the service itself. Many service providers view this capability as not only a 
revenue-generating opportunity but also as a competitive advantage that reduces customer churn while 
improving customer satisfaction and loyalty. 

PureShare's ActiveMeterics development environment is well-geared to serve as a platform for the 
development of custom-branded performance management products. From a liberal licensing strategy to 
security and authentication integration, from product release management features to 100% configurable 
product look/feel, service providers are assured of the ability to rapidly develop and evolve high-impact, 
customer-facing metrics management products 
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  Figure 2 Screenshot of a Real-time, Customer-specific  Service Scorecard 

 

 

 

  Why PureShare? 
 Product Suite and Development Environment                   

 Customer-specific business metrics   

 Real-time Integration with Contact Center systems and IT infrastructure 

 Form factor Agnostic 

 Catalog-driven, Built for Change 

 Best Practices and Methodology 

 Formal Deployment process 

 Visualization  Best-Practices 

 Pre-populated Metrics Catalog 

 Built-in Change Control System 

 Fixed-cost Licensing 

 ROI cost constantly increases with fixed cost 

 Encourages use and propagation of applications 

 Satisfies ‘Customer-Unique’ Measurement and Monitoring 

 Hosted or On-Premise Solutions 

 Internal, External or Shared Development 

 Advanced Customer Resources   

 Metrics Template library and Maturity Model 

 Specialized Performance Management App Library 

 Development Workshops 

 PureShare User Group Conference 

 

 


