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Introduction

Wel come t 0 E B-&iandtsceviceSuite@fibiisiheds plicatifns.

This <Case Report> guide provides information and instructions to help you set up, run, and schedule case

reports.



Welcome to EBSuite

Wh at i s EBSuiteds Ondine OnDemand Services

The EBSuite.com hosted suite of CRM business tools is subdivided by business job/task function. Each
application can be used as a stand-alone independent business solution or as an integrated complete CRM
solution for your business. Applications include:

Marketing Automation/Campaign Management,
Sales Force Automation,
Customer Support/Help Desk and

= =4 4 A

Project Management.



Using EBSuite Online Help

EBSuite’s Online Hel p pr o Viputhit®sandbaekyraadd mfbrmadop t i 0N s

1 Our Learning Centeris located: http://www.ebsuite.com/iHelpLearn.jsp

1 The Help link is accessed in the upper right corner of the application.

App Module: IF'rernium Edition j
& MicroBlog (00 ) l'ﬁPrefer&nces %3 Email 3 File @Help Logout

| 1 Search| 7|

1 Search our Knowledge Basd or sol utions to “Frequently Asked

the URL is: http://helpdesk.ebsuite.com/supportfaq.jsp

1 Submit a service requebto our support staff, the URL is: http://helpdesk.ebsuite.com/support.isp

1 Email our Technical Support staff at: support@ebsuite.com or call our Technical Support staff at

888.276.3270 option #2 or 888.CRM.EBS0 option#2.


http://www.ebsuite.com/iHelpLearn.jsp
http://helpdesk.ebsuite.com/supportfaq.jsp
http://helpdesk.ebsuite.com/support.jsp

Reports Overview

This chapter discusses case reports in general, without going into details on each individual report.



Overview

EBSuite provide an extensive set of Case Repotts. As you will see in this chapter, there are threedifferent
categories of reports, each having their own purpose and strength. You should choose the report that suit your
needs the best.

Navigate to Case-> Report. This is a faitly long page, we will show and briefly explain each section here:

1 Quick Stat

Cases Open/Close Duration Report Case Cosed By
4

éqqmpﬂﬂ

(&]

) - 4 Howrs, 40%

At the top of the Case Report page, there is a quick stat section. You can quickly glance through the case
statistics for last 7/30/90/365 days. How many cases are closed, how many are in each duration slot (a case has
been opened for 5 hours without being closed, etc... ), and who is closing more cases.

As of 12/2009, you can not customize this quick stat section. It is there just to provide you with a quick visual
of your cases.

1 Report Builder

Report Builder

Q Vit Raport Builder, you can specify the search result from a Pubilished Query Bulloer query of a Ssved Search as the data source, and an output format of your
choice as preseniation, to generate a report. You can specify multiple sort columns, report across entities, and freeze & publish the report resul. ETurn QO ff
Explanations

. ’
Saved Snapshots = TODAY (X) (4 Abha! (X) [5]) 2 brand new raport | IR ()

gnapshot (X
Create Mew Report

The next section is Report Builder. You will see a different list, or an empty list, of 'Saved Snapshots' in your
account. Report Builder is our most powerful wayto run case repotts. You will have the ability to
independently specify:

- a data source (all cases, or a saved search, or a published query )
- a date/time and user filter

- and an output format

We will discuss it in more details in its own chapter, and also 'when should I use Report Builder'.

1 Custom View/Report



Custom Views/Repons
@ & Custorn Report uses the same definiion as a Cusiom View, which & a pre-defined, or user-defined ‘List Definition’. it specifies exactly what data you want to see
and whal figids you wanl to see in the Ist. Chck on Create New Report to create 8 new Report, or chick on an existing Report Ink 1o seefupdale the definilion of that

Create New Report -

Repart. To view the resut of a report, or get a CSV format file export, please click on [£) View Report fink of a selected report. Tyrn On/0fF Explanations
[ Show Disabled Views/Reporis

View [csv |name Description Type  |Print Report Action

[ Wiew Repor | Z|Export CSV File | 441 Cases My Def Persenal 2 Prinl Repori RSS Log Alachment Downkoad
[E) Wiew Report | = |Export C5V File | #test Pubdshed & Frnt Repori RSS Log Attachment Download
[B View Report | = |Export CSV Fils | #External Porial Caze Download Coumn Dt Published @ Print Report RSS Log Attachment Download
D View B = CSV File Al Cases All Cases Giobal & Pont Repori RSS Log Atinchment Downioad
B‘.ﬂew Report = |Export CSV File |All Cases Assigned To Me All Casss Assigned To Me Global EhPrint Report RSS Log Alachment Downioad
D ¥isw Report | =|Export CSV File ANl Cases Created By We All Cases Created By Me  Global & Print Regorf RSS Log Attachment Dovinioad
B Chick an dalic head to sor I'I-ﬁnfﬁ- 'I

The next section is Custom View/Report. If you have already defined a Case Summary view, this will be the
most familiar to youat the beginning. It's basically a table dump of you case data, where you can specify:

- the query ( what cases to show )
- and the columns ( what fields do you want to see )

We will discuss it in more details in the chapter 'Custom View/Report'.

1 Predefined Reports

Predefined Reports
@ Or, you can view one of the following Pradefined Reports. >Turn On/0f{ Explanations

[ Case Report - by UseriGroup: - Alist of Cazes for a group of users.

[ Standard Case Report By Status

[ Standard Case Report By Priority

[l Standard Case Report By Created

[l Standard Case Report By Assignee

[ Case Report - Status [ Assignee

[l Case Report - Duration [ Assignes

[f] Case Report - Status Change

[ Case Report - Week

[l Case Repori - Escalated From One Group To Another: - Alist of cases that are created by one user group, and laler escalated / re-assigned to
another group

() Case Report - Agent Time Report

[ Case Report - by Status/Group;

[ Case Report - by UserRola: - A listof Cases for a group of users by role.

[ Organization Case Report: - Alistof Cases for a specific Organization, either explicitly, or by Contact relationships.

[Fl Case Report - Start/End Date: - A listof Cases, by starl/ end dale, with case duration information.

[ Case Repori - Daily: - A repori on the number of Cases crealed daily, which you can group by users, organizations, contacis, etc

[ Case Repori - Weekly: - Areporton the number of Cases crealed weekly, which you can group by users, organizations, contacis, efc.

] Case Repori - Monthly: - Areporton the number of Cases aeated monthly, which you can group by users, organizations, contacts, etc.
[ Case Reporti - Calendar View: - Areportonthe Cases created organized by day in a calendar view.

Product/Calegary
[ Case Report - Product Category:
[l Case Report - By Product Cateqory: Detail List

Survay, Timeshests, Notes
[ Case Report - Survey Scores & Submissions
[F Note - Case: - Nole report

P o

The last section is predefined reports, where each one reports on one specific aspect of your cases.

discuss it in more details in the chapter "Predefined Reports".

We will



Comparison

Here is a quick comparison of the three categories of reports

Custom View/Report Predefined Report ~ Report Builder

Easy Definition X X

Powerful Source Selection X
Export To CSV X X X
Graph / Chart X X
Very Special Aspect of Business X X

Contact & Organization Columns
RSS Feed

Print

Scheduled Report

A A
A



When should | use Custom View/Report

Choose Custom View/Report if

1 You want a report that is easy to defingand/or an easy Print Report

1 You want to report on the Cases' Organization/Contact fields (including organization custom field and
contact custom field),

1 You want a data dump, that you can use to report in Excel or other reporting tools
1 You want to use as an RSS feedso you can view them in Google, Yahoo, or other RSS reader,
1 You want to download case process log attachments



When should | use Predefined Report

Usually you will want to use a predefined report if

1 You have a special reporting need, and one of our predefined reportss producing the result you need

1 (same as 1, more or less ) You need to report on Status / Priority / Assignee / Creator / ... distribution of
your cases, How are case Status changing ( where are the cases going ), Who is spending how long to resolve
the cases, etc, etc.

1 (same as 1, more or less ) You need to report on stuff like ‘Timesheet, ‘Survey Submission’Product
Category, ‘Note', etc.

1 Global ( across instances gepott. This only applies to our dedicated licensed customers who has multiple
instances running.

1l If you special requesh certain report from EBSuite, EBSuite will probably deliver the report as a
pre-defined report.



When should | use Report Builder

Use report builder if

1 You need to independently specifydata source, time filter, and report output format.

1 You need to use special queries say show only cases whose contact satisfy a certain criteria ) from
non-case fields,

1 If you need to report on User Groups
1l If you need to schedule reportsind run in the background, regularly
1 If you need to capture the report result and send to clientsitomatically



Custom View/Report

This chapter discusses custom view/tepott. If you have defined a Case Summary view, you will be very familiar
with this. The custom view and report are practically the same thing. We just added the ability for you to get a
print view, csv export, and a rss feed.

1 Define the Report

1 View Report On Screen
1 Export CSV

9 Print View

9 RSS Feed




Define the Report

Custom Views/Reports
@ & Custom Report uses the same defintion as a Custom View, which is a pre-defined, or user-defined ‘List Dafinition”. it specifies exactly what data you want to see
and whal fi2ids you want to See in the I51 Chck on Create New Report 1o creale 8 new Report, or chck on an existing Report Ink 1o seefupdals the definition of that
Report. To view the result of a report, or get a CSV format file export, please click on [ View Report link of a selected report. =Turn On/Off Explanations
™ Show Desabled Views/Reports

View C5v MName Description Type |Print Report Action

(B view Repor | Z|Export CSV File | #41 Cases My Def Personal 2Print Regort BSS Log Alachment Downioad
[E) View Report | =|Export C5V File | ##test Pubdshed & Prnt Regori RSS Log Atiachment Download
[ Wiew Report | Z|Export CSV File | #Extemnal Portal Case Download Column Def Published S Print Report BSS Log Attachment Downkoad
[ yiew Report | = |Export CSV File Al Cases All Cases Giobal | & Print Regort RSS Log Attschment Downioad
B View Report| = |Export CSV File All Cases Assianed To Me All Cases Assigned To Mz Global | & Print Repori RSS Log Alachment Download
[Eiiw_ﬂmm JWWM All Cases Created By Me  Global  &Print Report R3S Log Allachment Download

Create New Report

Navigate to Case-> Reports find the 'Custom Views/Reports' section, and click on 'Create New Report'.

A Custom View/Report definition consist of two main parts: row definition, and column definition.

Cuslomize Thisview is basedon: & AllCases © All Cases Assigned ToMe © Al Cases Crealed By Me j
Rows  Plus te following criterlas -
Case Name: | = | Case # [ =l
Contact | = Organization: | = |
ProductiCategory: | Praject |
Status: | Priarity: |

Row Definition: Row definition tells the CRM which case records you want to report on. It's the standard
search form you will find on 'Advanced Search', 'Query Builder', 'Custom View' screens. You can filter on case
built-in fields and custom fields.

Report Calumns I use view Coumas il
¥ % W Case Mame ™ organization ¥ Contact
W stahiz W Prigrity ¥ Type ™ Source
I™ ProductCategary I™ Assigned To ™ Expecten Ciosa Date ™ Open Date
I Close Date I Problem Code ™ Resolution Code I” Problem Desc
I” Resolution Detail I Duration " Duration {) " External
I Survey Score I Time (Month) I~ Time (Quarer) I Tirme (¥ear) =l

Column Definition: Column definition tells the CRM for the selected records ( by Row Definition ), what
fields/columns to output in the report. The field collection is quite comprehensive. You can not only choose
built-in fields and custom fields for Case, but also Otganization / Contact fields (built-in AND custom), and
many reporting fields like 'Duration’, "Total Time Submitted', 'Survey Submission', 'Initial Response Time', etc.
These fields can either be straight from database, or by our realtime calculation.



View Report On Screen

After you have defined your custom view/reportt, you can click on "View This Report" in the definition screen.
y V! port, y: P

View/Report Definition: B See this view [ View this report
Q This is the definition page for a Crstom View'Repert. 'Wou can specify your fiter critena in the "Customize Rows’ secton. You can specify the columns to Mammcrw
order in the ‘Customize Columns” section. And finally you can specify the fields fo be included in your report in the Report Columns’ section. Turn Da/Dff Explanations

"Mame: [All Cases My Del

Description: |
Disable: [~
Customize Thisviewis basedon. @ AllCases © All Cases Assigned ToMe © All Cases Created By Me -
Rows:  Plus the following criterias :

Or you can click on "View Report" in the case -> report page.
y p port pag

Custom Views/Reports

QA Cusfom Report uses the same definlion as a Custom View, which is a pre-defined, or user-defined ‘List Defintion”. & specifies exactly what data you want to
sea, and what fields you want to see in the ist. Cick on Create Mew Report to create a new Report, or chick on an existing Report link to seefupdate the definition of
that Report. To view the result of a report, or get a CSW format fie export, please click on IEI"u"zw Report ink of a selected report. BTum On/Off Explanations

" show Dsabied ViewsRepons

csv Name Description Type |Pl'in‘tﬁepﬂrt Action

B View rt =|Export CSV File #*4l Cases My Def Personal £ Print Report RSS Log Attachment Download
E&Jmﬂ CSW File #ftest Published (& Print Report RSS Log Attachment Downioad
E View Regort £|Export CSW File 4 External Portal Case Downioad Column Def Published & Print Report R55 Log Attachment Download
E View Report |=|Export CSW File All Cases Al Cazes Global 4 Print Report RSS Log Attachment Downioad
B View Report E]E@rt CEW File All Cases Assigned To Me Al Cazes Assigned To Me Global | &3Print Report RSS Log Attachment Download
B view Report 'E]E@rt CEW File All Cases Created By Me Al Cazes Created By Me Global  Print Report RSS Log Attschment Download
b Click on #alic headers 10 sor I1-6o1‘8 "I

Create Mew Report




Export CSV

Simply click on "Export CSV File" in the case -> report page. You will be prompted to save the CSV in your
hard disk, and you can open it using Microsoft Excel.

Custom Views/Reports

@ A Customn Report uses the same definiion as a Cusiom View, which is a pre-defined, or user-defined "List Defintion”. & specifies exactly what data you want to
sea, and what fields you want o see in the ist. Click on Create New Report to create a new Report, or click on an existing Report link fo seefupdate the definition of
that Report. To view the result of a report, or get & CS\ format fie export, please click on [El\-"zw Repaort ink of a selected report. BTurn On/O ff Explanations

I show Disabled Views/Reports

View C5v Name Description Type |Print Report Action

B view Report | it CSV File o4l Cases My Def Pergonal 4 Print Report RSS Log Attachment Downioad
B View Regort | rt C5 SHtest Published & Print Report RSS Log Attachment Download
E View Repaort |=|Export CSW File #External Portel Case Downioad Column Def Published [ Print Report RSS Log Attachment Download
E) View Regort = |Export CSV File All Cases Al Cases Global | &Print Report RSS Log Attachment Download
B view Report E]Emrt CSW File All Cases Assigned To Me Al Cases Assigned To Me Global | &yPrint Beport RSS Log Attachment Download
B View Report E]Emrt CEN File Al Cases Created By Me Al Cases Created By Me Gilobal | &Print Beport RSS Log Attachment Download
b Click on ftalic headers 1o sor m

Create New Report |




Print View

In the report onscreen result page, you should see a "Print' button, which allow you to have a nice printout of
your report.

= Case Name Contact Status  Priority Type
TEQ48211 Sending an ad-hoc email saves in Notes as HTML code Phil Baldwin Closed Critical Problem

1-10f1
Print || Export CSVY File




RSS Feed

EBSuite's Custom View/Report has the special ability to give you a RSS feed. Click on the 'RSS' link in Case ->
Reports

Custom Views/Reports

i@ A Custom Report uses the same defintion as & Custom View, which is 8 pre-defined, or user-defined ‘List Definiion”. & specifies expctly what data you want to see, and what
fields you want 1o see in e it Click on Croate Now Report o create a néw Report, or click on an exisling Repart Ink 1o sesiupdate the definilion of thal Report To view the resul
of a repor, or get 8 CSV farmal fle export, please click on [5) View Report link of a selected reporl. BTurn On/OIY Explanalions

I show Disabled ViewsMReports

View [csv [Name Description Type [Print Report

B \iew Report E)Exnort CSV Fie #Initial Besponse Time Personal |4 Print Report BS5

B} View Report & |Export CSV Fie External Vigw Pubished & Print Report BSS K
B View Report E|Export CSV Fie AlCases AllCases Global £ Print Report BsS
B"J‘ﬂw Report ‘£ |Export CSV File Al Cases agsigned To Me Al Cases Asoignad To e Global & Prinit Repart HSS

B Yiew Repor =)Exgort CSV Fie AlCases Created By e AllCases Created By e Global SPniRegort  RSS

I Click on ifatic headers to sort m
| Create New Report

and you will be given a RSS Feed URL in a popup window, which you can copy & pasted in 'iGoogle', "My
Yahoo!, or other RSS readers.

RSS

Initial Response Time

W BN Ll S UNEAA AR R WAL M e A Mt iR R,
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Predefined Reports

EBSuite offers a set of predefined reports, each focusing on a specific aspect of your cases. For example one
report may focus on case status distribution, while another one looks at assignees, and yet another one on
timsheets submitted.

The different predefined reports are quite diversified and not always consistenthere is no one single way
to define row criteria, and the output format are not always similar to each other. They are sort of all over the
places. You will need to familiarize yourself with the different reports if you want to maximize report usage.

We will give a few example output of predefined reports in this chapter. The list is by no means complete: we
may add predefined reports over time, and by your request. Another place to sample predefined report output is
here.

1 Case By User/Group

9l Case By User/Role

I Case By Assignee/Status

9l Case By Assignee/Duration
1 Case Status Change

1 Agent Time Report

1 Case Report by Status Group
9 Case Activities ( Week )

1 Standard Report by Status

1 Standard Report by Priority
1 Standard Report by Created
1 Standard Report by Assignee
1 Case Report by Product Category

9 Survey Score & Submission



http://www.ebsuite.com/wsdoc/case_report.jsp

Predefined: Case By User/Group

This report allow you to select a time period, and a group of users ( by User Group ).

The report shows for each user, how many cases are in each 'Case Status'. ( Or Priority, Type, Duration,
Source, ...)

DEC - 2009
Status e b e maemam e s Total
Awaiting Response g El iz
Migration Complste 2 2 4
Assigned 1 i 28 13 a3
Recetved 3 2 & I3
Hold 2 2

4 4
Closed 22 2 &2 i 148
In Frogress 1 ] 4 10
Pending K 3
Open 1 1
Total 20017 Open 23ICIged) 41(2 Open 32 Cloged) 174( 112 Open 62 Cloged ) 52( 31 Qpen 31 Cloged ) 317 ( 169 Open 148 Closod )
Export CSV File

There is also charts displayed at the bottom of this report:

Generated Chare:

Open / Ciosed By Assigree
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Predefined: Case By User/Role

This report allow you to select a time period, and a group of users ( by User Role ). The output is very similar to
'Case by User/Group'. The only difference is you can select users by their role.

The report shows for each user, how many cases are in each 'Case Status'. ( Or Priority, Type, Duration,
Sourece, ...)

DEC - 2009
Status - - e maemam e s Total
Awalting Response g ] 1
Wigration Complete 2 2 4
Assigned I I 28 13 58
Receied 3 2 68 I3
Hold 2 2
4 4
Closed &2 a2 &2 il 148
In Progress 1 5 4 10
Pending 3 3
Open 1 1
Total 40( 17 Qpen 23 Closad) 41 (9 Qpen 32 Closed) 174( 112 Open 62 Cloged ) 62 ( 31 Qosn 31 Cloged ) 317 ( 169 Open 148 Closed )
Export CSV File
There is also charts displayed at the bottom of this report:
Goneraed Chart:
Open / Ciosed By Assigree
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Predefined: Case By Assignee/Status

This report allow you to select a group of users ( by User Group ).

This report shows a day-by-day report, on these users, for the case status. You can navigate within this report, to
show different weeks.

U5 sunday
. Awatng  Awalting . Awalting
User Total Assigned Closed  Hold = Pending Recewed SVEND oo oeonal  Techaica Wokng Continuing
LB Designer  Designer el Resources
g — i}
-
T — L
[T 2 2
Wi
Trmae e I:l
U5 onday
Awating  Awaiting Awaiting
User Total Assigned Closed Hold h"m Pending Received UMD ootenal  Technical :?"'“!"’" Continung
g Designer  Designer AMSEON oo urces
e . el 11 1 4 2
— 8 1 6 1
il i
(IS 19 &4 2 13
P
S & 5 1
| Cre——
-l:_;' Tuesday
" Awalting  Awalting . Awaiting
User Total Assigned Closed Hokd = Pending Recewea AWIND oo oconal  Technical “\*ORnD Continuing
Progress Desianar D Migration n ——
L | o | 1




Predefined: Case By Assignee/Duration

This report allow you to select a group of users ( by User Group ).

This report shows a day-by-day report, on these users, for the case duration. You can navigate within this report,
to show different weeks.

U5 Sunday
User Total 0O-4Hours 4-BHours B-24Hours 1-2Days 2-5Days 5-15Days 15-30Days »30Days St Open
= |:
Vil o
£ b - 2 2
e TS - i}
-7 Monday
User Total O-4Hours 4-8Hours &-24Hours 1-2Days 2-5Dsys 5-15Days 15-30Days =30Days Stll Open
e - 11 4 7
e B ] 2
TR T———— 19 1 1 17
di it i -l -] S 1
"3 Tuesday
User Total 0-4Hours 4-BHours B-24Hours 1-2Days 2-5Days 5-15Days 15-30Days »30Days St Open
- 3 1 1 1
- 4 4
s Sy 16 2 14
it Hi 3 2 1




Predefined: Case Status Change

This report shows the status change flow for your cases:

You can choose a time period
the pie chart to see the detail of each piece.

You can mouse over

1 -= In Progress, 0%
ligrat...mplets, 0%
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= In Progress, 0%

-> Closed, 11%

us -= Migration, 0%
o Status -= Open, 0%

Received -> Closad, 19%
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Progress, 0% \ ,
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No Status -> Pending, 0%

Received -> Assigned, 2%
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Assigned -= In Progress
Assigned -> Migration Complete
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Assigned -= Pending
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Awaiting Response -= Assigned
Awaiting Response -= Closed
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Avwwaiting Migration -= Migration Complete
Closed -= Assigned

Clo=ed = Continuing
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Closed -= Open
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1
4
2
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Predefined: Case Agent Time Report

If you want to report on how long support agents are using to solve the cases, you can run the Agent Time
Report.

To run Agent Time Report, you will need to first define among all case statuses, which ones are 'agent
status'. Our engine will only add up the hours a case is spent in those status. ( So if a client takes 3 days to
respond, those 3 days are not calculated in ).

Click on 'Setup Agent Status, Holidays, Weekends, etc'  link. You can specify what status are agent status, as
well as working hours, weekends, and holidays.  Your specified non-working hours, weekends and holidays will
not be added to the agent time report.

Date Range: 100012000 - { 01012010 )

1 Cases

Agant Status: ASSIGHNED_IN_PROGRESS, NEW, OPEMN. MiA

Holiday S#up; vigw

£ Case Organzation Contact Asgignes  Status  Dafe Clese Date  Agent Time (Working Hours) In Prog (Working Hours) New & Open (Working Hours)

- 0.00

Expart C5V Fila



Predefined: Case Report by Status Group

In this report you can divide Case Status into different status groups, and show for each case, how many time
are spent in each group.

For example you can report on 'Client Status Group' vs. "Agent Status Group'.

Or if your organization handles cases in groups, you may want to report on 'Client Status Group', 'Level 1
Support Status Group', 'Level 2 Support Status Group', etc.

You can specify up to 5 status groups in one report.

Hours 1] Swow Repant

L] Case Orpanzation Cheat Axbignes Status Dale ‘Group isip (Jhoup :‘.rm fmnp



Predefined: Case Activities ( Week )

This report shows not only how many cases, but how many 'updates', i.e. case process logs, happened in a week.
You can drill into details about who is doing how many updates. You can view updates on the agent side, and
also on the client side.

You can navigate to different weeks.

#Crestea 431 # Users

# Clozea
# Processed

# Process Logs

Average Time:  709:12:44
# Users

¥ Chents <



Predefined: Standard Report by Status

This report shows summary and chart, on Status distributions. It also lists cases grouped by case status.
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Predefined: Standard Report by Priority

This report shows summary and chart, on Priority distributions. It also lists cases grouped by case priority.
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Predefined: Standard Report by Created

This report shows summary and chart, on Created By distributions. It also lists cases grouped by creator.
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Predefined: Standard Report by Assignee

This report shows summary and chart, on assignee distributions. It also lists cases grouped by case assignee.

e . f——— o — Peuny AR
. R ¢ g - ~
M emamge et - n ¥ sp—
e =+ T — Ty b0 SR g Peea
o W S Wiy o em—— T t———
e O G e C ¢ - i o g fuea
et g . B -
TR e b R =) e [USSES— o
— T — v——- T t—
" et e ¢ v - N et S e e
RN - T ————
-y — S e Sy Y (e S — e e
L TR 1 RO
== c oy TR LR e N L T 'I"'-“-
ek e 1 .
Teew o ten 2
T v— 1 W g e henngnadl TR T .:— e
e e 8
R ] -
. e
RS 1 T by L S o



Predefined: Case Report by Product Cateqory

You can choose a product category ( you can choose root ), and this report will show how many cases are
associated with the product categories one level down.

12/01/2009-12/09/2009

Category Total
Aden0fy Vighpgetet -]
e =3 62
dldurg 177
letCengt 1
lye Dwssmgeneng 9
Ziavwny 4
Sedurty 49
Zemgtany 83
2048 91
Sty 27
Irytureeeiye Mgy 23
Leaneg Varagenent 1osteng 8
LT 371
Lamguleg " fepe 32
WY T 0
Siieaaliy £
Sggtcstuty 84
i 4

/Web D...pmentf, 1%
fWEbDEEigﬂf‘r 0%
——— /Account/, 17%

/Security/, 5%
/Telephony/, 8% _I

I—,,"'!'raiﬂing,,".r 0%%

/SOLAR/, 9%

/Other/, 6%
/Netvork/, 3% N @
\) _——/1dent...ement/, 1%

/myNor...ortal/, 2% .h""-:' » 0%
/Learn...stems/, 1% (

f'!\-prpli...tinnsf, 8%
fAcces...ility/, 0%
JAudio...isualf, 0%
/Compu...dware/, 3%




Predefined: Survey Score & Submission

In this report you can report on your case survey results and submission activities.

Survey Overal R.ESDDHSE Professionalism Knowledgeable Result Aecommend Comment
Score Time 7

Standard Case Comprehensive 500 A

Survey

Standard Case Comprehensive 500 A

Survey

Standard Case Survey 5.0

Standard Case Comprehensive 5 00 A

Survey

Standard Case Comprehensive 400 A

Survey



Report Builder

Report Builder is the most advanced type of reports among the three categories. A Report Builder definition
usually consists of three main parts:

1 Data Sourceyou can choose
- 'All Cases',
- 'Saved Search result',
- 'Query Builder result',
- 'All Cases whose Contact is from a Saved Search or Query Buildet'
- '"All Cases whose Organization is from a Saved Search or Query Builder',

1 Date / User Filter: on top of the data source, you can still add
- Time filter: created / last updated / closed within your specified timeframe
- User filter: created / last updated / assigned / closed by your specified user(s)

9 Output Format

- We have a wide variety of output formats
You can also schedule automatic scheduled reports based on Report Builder.

By separating data source from the output format, and by allowing you to use saved search and query builder
from Case / Contact / Organization, Report Builder provided the most flexibility on reporting exactly the data
you want to see.

9 Data Source
9 Date / User Filter

1 Output Format
- Custom Reports

- Report Table
- Status / Time

- User / Time

- Time / Group By

- Others : Print

- Others : Aging

- Others : Aging ( Chart)

- Others : Duration
- Others : Chart




Data Source

When you start a new Report Builder definition, the first step is to choose a data source.

- If you choose a selection in the Casesection, you will be using a 'Case Saved Search', or a 'Case Query Buildet'
result as your data source.

- If you choose a selection in the ‘Organization ->' section, you are using 'All cases whose organization is from
my organization saved search, or organization query result'.

- If you choose a selection in the ‘Contact ->' section, you are using 'All cases whose contact is from my
contact saved search, or contact query result'.

“Data Source

Organization -= Contact -=

]

All Cases

Saved Searches

Saved Searches: 0912/2008

Saved Searches: 0912/2008

Saved Searches: aaaa

Saved Searches: Hello World

Saved Searches: XYZ ABCT

Saved Searches: 05/12/2008

Saved Searches: 0912/2008

Saved Searches: case 1- 20

Saved Searches: 0912/2008

Saved Searches: Please enter a name to save the search criteria
Saved Searches: Mew Search 09/11/2008

e e Ta e Te e e e Ne R

Query Builder

Query Builder: All Cases

e

Query Builder: Case Query with a keyword

To define a 'Saved Search', please visit Case-> Search or Organization -> Search or Contact-> Search
To define a "Published Query', please visit Tools -> Query Builder



Date / User Filter

On top of your data source, you can further filter down your case data by Date, and User.

When your otrganization is big, the ability to filter on 'User Group'is very handy. You can setup all your user
groups in
Account-> User Management.

*DateTime Range

Date/Time Range: [Created 7|

@ Period Type: [Wonth =] From: [DEC-2008 »| To: [DEC-2009 =]
' Last IT_ZI Days

' specifyDateRange: From [  |@ To:[ [

“Users

Users: |Created ']

" AllUsers
@ User Group [Group 1 =l

" Individual Users




Output Format

We offer a wide variety of output formats.

“Qutput Format

ustom Keports Aeport Table Status/Time Report User/Time Report Time / Group By Others

For fype Custom Reports the output data will be presented in a table / spreadshest format. The column defintion will be determined by the Custom View you
choose here. ou can also choose your Order By columnis)

Custom View:  [All Cases =l

orderBy | =| ™ Descending
I =] I Descending

| =] I Descending

Here is a sample of selected output formats. The list is by no means complete: we may add more output formats
over time.

- Custom Reports

- Report Table
- Status / Time

- User / Time

- Time / Group By

- Others : Print

- Others : Aging

- Others : Aging ( Chart)

- Others : Duration
- Others : Chart




Custom Reports

Output Format: Custom Reports

This is similar to the Custom View/Report we talked about eatliet: this output format gives you data dump in a
table format.

You can specify column definition ( by choosing a view definition ), and up to three 'order by'.

TaEst
Creation Update  Last D
Ed Case Name Chent Assigned To Status  Priority Date Product/Category  Date/Time Touched ()
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B e I G N e A e Bt Sl TR e “oem . g -
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Tt ey et . A L LR
WL R g e et e e b Teheege -t e e e e Samgrel  Smdes T I Sy e “waAam - -

You can of course export to CSV and do further reporting in Excel or other reporting tools.



Report Table

Output Format: Report Table

The Report Table output format gives you the ability to choose up to three 'group by' fields, and show results
accordingly.

ACCESS 1
PROBLEM ]?

REQUEST ]a

711

1] 839 178 267 356 445 534 623 712

(TYPE ) ACCESS 1 records.

* Case Name Client ‘A’I—'II]I'IHI'.ITD ‘Shm ‘Pmrly E;h Product/'Category
LN ey e T e Dl Sy Lty R o el g BTN Samearie

(TYPE ) PROBLEM 7 records.

Creat

ign
Date Product'Category

# Case Name Client ‘Aﬂm;rmd To ‘E'MILII. ‘Pmrly
SIS g Gy Bl Gegiiey poctemd a8 Cillhen g g scdBasy | S Tow g s hmmdbere LR

R ey e i et B RO LT T SR - - L




Status / Time

Output Format: Status / Time

This output format let you choose several (up to 5) groups of statuses, and report on how many time has been
spent on each group of statuses.

Group 0 Group 1
Name SPACE WVADER |GroupQ |ASSIGMED OPEN |IN_PROGRESS Groupi
L .40 .40
AN LA 0.08 0.08
s | pa. | | D qs Uua,
d t 012 012
Am AR 0.08 o.08
ThE T 932.04 S32.04
= Ene 933.89 93389
L 184717 164717




User / Time

Output Format: User / Time

This output format let you choose several (up to 5) groups of users, and report on how many time has been
spent by each group of users.

Report Builder
Group 0 Group 1

- T ———
Name - - . e e -
- - -
- o - T . - et e e -
- m——— ——— s - — - 00:00:01 00:00:01
- — W A SR —— vy W
- e -, —— e W e e @ . e 00:00:01 00:00:01
-
[

TE e e a— e - 00:15:56 00:15.56‘
N g g




Time / Group By

Output Format: Time / Group By

This output format shows you for each ( your choice of ) time period, what are the group by distribution of you
cases.

1112972009 - 12/05/2009 424

STATUS # Cases
Migration Complete 3
Pending 4

In Progress 7
Awaiting Response 12
Assigned 28
Received o4
Closed 316

12/06/2009 - 121272009 377

STATUS # Cases
Hold

Pending

Open

Migration Complete

Awaiting Response

1

1

1

3

3
In Progress 4

5

43

Received
Assigned 45
Closed 252




Others : Print

Output Format: Others : Print ( Snapshot )
If you want a quick print out of key information on (open) cases, you can choose this output format.

You can define your case snapshot definition in Account-> Setup-> Case-> Case Snapshot Layout
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Others : Aging

Output Format: Others : Aging

This output format shows you ( best used with Open caseg counting backward from today, how many (open)

cases are from
Today / Yesterday / Last 7 days / Last 14 Days / Last 30 Days, etc.

Repan Builder
Today &

Yeutnrdsy 0

Last 7 Days ¥§

2 Fame Sanss Priarity Crested By

U

AER R
T0% 5
f
L |
i
]
|
4444
fdddd
117931

Stanus Priority Crested By

—

0




Others : Aging ( Chart)

Output Format: Others : Aging ( Chart)

This output format shows you ( best used with Open case§ counting backward from today, how many (open)

cases are from
Today / Yesterday / Last 7 days / Last 14 Days / Last 30 Days, etc.

Difference between this one with the previous output format, is that the previous report lists out the cases,
while this reports focus on distribution & ¢ hart:

Last 14 Days, 1%—‘

Last 30 Days. 1%—-\‘_“\‘
Last 90 Days, 1%———'

Last 7 Days, 27%

Yestarday, 0%
Today, 0%

/-

_/ = 365 Days, 13%
Last 365 Days, 56%




Others : Duration

Output Format: Others : Duration

This output format shows you how many cases are resolvedhow quickly, i.e which bucket does the case
duration falls in:

There will be a table
12/03/2009 - 12/09/2009
First Contact Resolution (Resohved with in 30 minutes) 386
Less than 1 Hour &
Less than 2 Hour 10
Less than 4 Hour 13
Less than & Hour 20
Less than 1 Day 13
Less than 2 Days G
Less than 7 Days 26
Less than 30 Days ]
More than 30 Days
Still Cpen 238
Total 718

And a chart

First Cont...0 minutes), 54%—|

Less than 1 Hour, 1%
Less than 2 Hour, 1%_—3\\1&
Less than 4 Hour, 2%
Less than 8 Hour, 2%
Less than 1 Day, 2% —
Less than 2 Days, 1%—/_//

Lass than 7 Days, 4%

Less than 20 Days, 0%
More than 20 Days, 0%

\Etill Open, 33%




Others : Charts

Output Format: Others : Charts
This output format gives you charts. Lots of charts

Select the desired 'Chart By' fields,

@ Charts

Draw chart(s) by:

~ Priority vV Status V Case Type W source

W problem Code W Resoution Code
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And you will get, charts!



Cases By Problem

ce Requ..., 44%

Change Requ
Incidant, 4%

Problem, 5%

Info, 6%

Medium, 71%

Cases By Source

Closed, 67%

Cases By Status

Recaived, 13%

Avaiting Res..., 21
Assigned, 13%




