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Core Business Events

TypePersona’s

The Information Product Will / Won’t

Outcomes / Actions

User Stories

Business Questions

Vision

As a I Want

As a I Want

As a I Want

For

Who

The

That

Unlike

Ensure continuity of service on cut-over from CISCO 
Use telephony data from Purecloud 
Use new data platform 
Provide metric explanations for new metrics (or changed metrics as a 
result of Purecloud implementation) 

Persona 1
Persona 2

Outcome 1
xxx

Outcome 2
xxxx

Outcome 3
xxxx

Question 1
xxx

Question 2
xxxx

Question 3
xxxx

Question 4
xxxx

the current CISCO based dashboards

shows agent performance against 
speci�c SLAs 

the inbound and credit collections 
CSR dashboards are Tableau 
Dashboards

Residential call centre manager & call 
centre team leaders

need to understand individual agent 
performance

Dashboard

Daily

Customer Callls Contact Center


