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1 Introduction

iService Business Intelligence provides insight into your marketing, sales, and service operations.
It consists of over 40 reports that provide summary and detailed information about various
aspects of your iService installation. This user guide provide a description of the various reports
and explains the metrics and insight you can gain from each of them.

The reports are built using Microsoft SQL Server Reporting Services (SSRS), an included
component with the Microsoft SQL Server database. The reports are ready to run as is, and the
source files are available for editing and customization if you have in-house staff with expertise in
SSRS .

This Business Intelligence Guide is intended for iService users responsible for generating reports
and analyzing service center performance. It is available in the following formats.

Online Help - This HTML help can be browsed online. You will be automatically
directed to the standard, smartphone, or iPad version that is most appropriate for
your browser.

Compiled HTML Help - You can download this Windows Compiled Help file and view
it in your browser while offline.

PDF - Acrobat file for printing

iPad / iBook - This is an ePub file for viewing on your iPad.

Getting Started

Using Microsoft SSRS

Note to iService On-Demand Users: If your iService installation is hosted by
One-to-One Service.com, the time stamps for all interactions will be stored in
Central Daylight Savings Time.

1.1 Getting Started

You will access reports differently depending upon whether you are using iService on-Demand
(hosted by One-to-One Service.com) or on-premise. If iService is hosted by one-to-one
service.com, you will access your reports at https://reports.iServiceCRM.com/. You will be
prompted for a user name and password which should be provided by your company's iService

http://iService.info/guides/reports/index.html
http://iService.info/guides/reports/chm/BusinessIntelligence.chm
http://iService.info/guides/reports/pdf/BusinessIntelligence.pdf
http://iService.info/guides/reports/epub/BusinessIntelligence.epub
https://reports.iServiceCRM.com/
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administrator. This login is not the same as your iService login, because users of reports are often
different than agents that log into iService.

Windows Login Prompt From Browser

After you login to the reporting website, a list of reports will be presented. The default view of
reports is a simple list but your tenant may have reorganized them into folders, or you might be
launching them from a separate report portal. The default view is shown below.

Default View of Reports

1.2 Using Microsoft SSRS

To load a report, click on a report name from the SSRS report listing as shown below.  
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A Standard Report Listing in the SSRS Report Viewer

The Report will load and present various parameters you can set for the report, such as the
segment and time frame for the report. These parameters will be different for each report but
should be self explanatory.

Selecting Parameters for a Report

After you load the report, you can export it to a variety of formats. To export a report, select the
desired format and then click the Export ink. The export formats supported are:

· XML File
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· CSV (Comma Separated Value)

· TIFF File (an image)

· Acrobat (PDF) File

· Web Archive

· Excel
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A Report Displayed in the Report Viewer
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2 On-Premise Users: Installing and Updating Reports

If you are running iService on your own equipment (on-premise), you will need
to install the iService reports on a Microsoft SSRS server. Installation of SSRS is
outside the scope of iService User Guides because instructions can be obtained
directly from Microsoft (http://msdn.microsoft.com/en-
us/library/ms143736). This guide explains how to add the iService reports to
an existing SSRS server.

iService Reports Publisher Script
The iService Reports Publisher Script automates deployment of iService reports to a SQL Server

Reporting Services (SSRS) server.  Since it depends on the RS utility to function, this script package

requires Reporting Services to be installed on the local computer.

To check if the RS utility is installed, type this at the command prompt:

where rs.exe

If a path is output similar to below, the script can be run.  Otherwise, SSRS must be installed first:

C:\Program Files (x86)\Microsoft SQL Server\110\Tools\Binn\rs.exe

Requirements:

SQL Server Reporting Services 2005/2008/2008R2/2012

NOTE: Please see the addendum for specific requirements before running the "Topic Service

Level for Operating Hours" reports.

Setup Instructions:

1. If necessary, setup and configure your SSRS server.  For more information, refer to Microsoft’s

SSRS documentation.

2. Extract contents of the iService Reports zip file to a computer with SSRS installed (the zip is

obtained from the iService Software Download page).

3. Configure the parameters in the deployreports.bat for your deployment environment.

4. Run deployreports.bat

http://msdn.microsoft.com/en-us/library/ms143736
http://msdn.microsoft.com/en-us/library/ms143736
http://msdn.microsoft.com/en-us/library/ms162839.aspx
http://msdn.microsoft.com/en-us/library/ms143736
http://msdn.microsoft.com/en-us/library/ms143736
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Configuration Parameters:

The following configuration parameters can be set in the deployreports.bat script file.

TargetURL: The location of the Web Services for your SSRS server.  For more information on

configuring SSRS Web Service locations, please refer to the Microsoft documentation.

Example 1 (Script run on report server):  http://localhost/ReportServer

Example 2 (Script run on external server): https://www.mydomain.com/ReportServer

TargetFolder : The folder on the report server where the script will create the child folder

(ReportFolderName).   Generally this will be the root folder on the report server.  

Example:  /

ReportFolderName: The folder name on the report server where reports will be published to, and

the name of the folder on the local computer where the reports that will be published currently

reside.  By default, this is ‘iServiceCRM’.  If this is changed, you will also need to change the local

folder name for the script to find it. If this folder doesn’t exist on the server, it will be created by

this script. The full path of the published report will be TargetFolder + ReportFolderName +

Report

Example:  iServiceCRM

DataSourceFolder: The data source folder on the report server.

Example: /Data Sources

DataSourceFolderName: The folder name on the report server where data sources are published.

Example: Data Sources

UserName: The username to authenticate to the report server to publish reports.  This username

should have appropriate access rights to the TargetFolder.

Password: Password to authenticate to the report server.

 ReportFolder:  The name of the folder on the local computer where the ReportFolderName

resides.  Generally this is the same location as the script and won’t need to be modified. 

Example (for current script folder – extra backslash necessary for

escaping): .\\

------ The following parameters define the data source that is generated for the reports -----

DataSourceName:  The name of the data source connection for all reports.  This will be created in

the DataSourceFolder folder on the report server.

http://msdn.microsoft.com/en-us/library/ms188133%28v=sql.105%29
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ServerName: The name of the SQL server instance that the reports will run against.

DataBaseName: The name of the database on the SQL server that the reports will run against.

dsUserName: The user to authenticate as on the SQL server when running reports.

dsUserName: The password to authenticate with.

Addendum
OPERATING HOURS FUNCTION

While most reports will run against a SQL Server 2005 database, two reports require a specific

function that requires SQL Server 2008 or later. *These reports will not work with SQL Server 2005

and earlier*.

These reports are:

-Topic Service Level for Operating Hours by Messages

-Topic Service Level for Operating Hours by Percentage



iService Business Intelligence Reports Guide Page 13

 Agent Activity Reports

3 Agent Activity Reports

Agent activity reports provide insight into how your agents are handling interactions and using
iService. They provide information about the number of messages each agent handles, the
amount of time it takes them to answer them, and other actions they perform within iService. In
some reports, such as the Random Audit Report, details of the interactions are included.

3.1 Agent List

The Agent List report shows a list of all agents configured in a tenant. It displays the agent contact
ID, name, email address, UserType, and the segments they can access.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

There are no parameters for the report

Report Example
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The Agent List Report

3.2 Feedback - Executive Summary

Feedback reports provide insight into feedback ratings provided through your iService Feedback
forms. The report finds all interactions within the selected segment that contact values for the
feedback properties specified in the Setup Required section below. It includes an executive
summary with aggregated information, and drill-through reports to evaluate each feedback
category, agent performance, and a list of the feedback interactions themselves.

Setup Required

These reports required that you have a feedback form that uses specific interaction properties.
The interaction properties must be named exactly as shown below. You can modify your feedback
forms as desired, but will need to revise the standard reports to reflect the new interaction
properties you are capturing.

The setup required for Feedback is described within the blog article "Feedback Makes It Easy To
Listen To Your Customers".

Parameter Selection

As shown in the image below, you must select the segment that contains the desired feedback
interactions for analysis. This is the segment that contains the submitted feedback interactions,
which can be different from the segment that contains the interaction properties.

http://email-management-made-easy.com/Home/tabid/62/EntryId/11/iService-Feedback-Makes-It-Easy-to-Listen-To-Your-Customers.aspx
http://email-management-made-easy.com/Home/tabid/62/EntryId/11/iService-Feedback-Makes-It-Easy-to-Listen-To-Your-Customers.aspx
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Click to expand

Report Example

Click to expand image

See Also:

Feedback - Category Analysis

Feedback - Agent Summary

Feedback - Details

3.2.1 Feedback - Category Analysis

The Feedback - Category Analysis report is a drill-through from the Feedback summary. It shows
how many feedback interactions comprise each of the categories. This is helpful in understanding
whether a few feedback submissions have skewed your feedback averages.

Setup Required

See the Feedback Summary for setup requirements.
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Parameter Selection

This is a drill-through report from the Feedback summary, but can also be run as a stand-alone
report. The parameters are obtained from that report.

Report Example

Click to expand image

3.2.2 Feedback - Agent Summary

The Feedback - Agent Summary report provides a rating for each agent that has had a response
rating during the time frame selected. It shows the average rating for each agent within each of
the feedback categories. This is helps you identify agents that might need additional training. You
can drill-through to the specific interactions for that agent (Feedback - Details report) to
investigate poor ratings. 
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If you have agents that rate poorly, you might consider running the Random Audit report for that
agent to review additional responses.

Setup Required

See the Feedback Summary for setup requirements.

Parameter Selection

Select the agents and the time frame for the report.

Report Example

Click to expand

3.2.3 Feedback - Details

The Feedback - Details report provides a listing of the feedback interactions submitted. It shows
the details for each feedback including comments. This is a drill-through to the specific
interactions. 

Setup Required

See the Feedback Summary for setup requirements.

Parameter Selection

This is a drill-through report from the Feedback summary. The parameters are obtained from
parent report.

Report Example
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Click to expand

3.3 Forwarding Analysis

The Forwarding Analysis report provides insight into how often your agents forward interactions.
This is an indication that a) your filters can be improved, b) you have external agents that would
benefit from being iService Agents, or c) your agents are putting messages back into the queue
that they don't want to answer. 

It begins with a summary (By Agent) for selected agents and a time frame, and includes a drill
through to analyze agent activity further by topic and by interaction.

See Also:

By Agent (summary)

By Topic

By Interaction

3.3.1 By Agent

This is the summary report that lists the agents selected and the number of forwards they
completed during the period. It displays a column for each type of forwarding function within
iService.

Setup Required

There is no setup required. The report uses standard iService audit trail information.

Parameter Selection

You must select the agents, segment, and time frame for the report. 

Report Example
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Click to expand

3.3.2 By Topic

The Forwarding Analysis - By Topic report provides a summary of messages forwarded by the
selected agent with columns for each type of forward. This is a drill-through report from the By
Agent report, and shows activity only for the selected agent.  It shows the number of forwarded
messages by topic, which helps to determine whether messages are not be properly queued and
must be re-queued by agents.

Setup Required

There is no setup required. The report uses standard iService audit trail information.

Parameter Selection

This is a drill-through report from the Forwarding Analysis by Agent report. The parameters are
obtained from parent report, but can also be entered manually to evaluate a single agent.

Report Example
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Click to expand

3.3.3 By Interaction

The Forwarding Analysis - By Interaction report provides a detailed listing of messages forwarded
by the selected agent with columns for each type of forward. This is a drill-through report from
the By Topic report, and shows activity only for the selected agent and the selected topic.  It
shows the number of forwarded messages by the agent for the selected topic, which helps to
determine whether messages are not be properly queued and must be re-queued by agents. It
also highlights agents that might be putting difficult questions back into the queue that they don't
want to handle.

Clicking on a single interaction will open iService with that interaction selected (iService login is
required).

Setup Required

There is no setup required. The report uses standard iService audit trail information.

Parameter Selection
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This is a drill-through report from the Forwarding Analysis by Topic report. The parameters are
obtained from the parent report.

Report Example

Click to expand

3.4 Interactions - by Status or by Type

The Agent Interactions reports provides a count of interactions handled by the selected agents
with columns for each type of interaction (by Type) or each interaction status (by Status). They
show how active each of the selected agents were during the time frame specified. The time
frame for the report is based upon the date / time the agent completed their interaction (sent
email, created a note, etc.).

To see summary information based upon when interactions were received, see either the 
Interactions by Type - Grouped by Topic or Topic Summary reports.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection
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Select the segment and time frame for the report.

Report Example

By Status

Click to expand
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By Type

Click to expand

3.5 Interactions by Type - Grouped by Topic

The Agent Interactions by Type - Grouped by Topic report provides a count of interactions handled
by agents with columns for each type of interaction. The report is modeled after the Topic
Summary Report, but counts the number of agent interactions created during the time frame,
rather than the number of question interactions received.  

To see summary information based upon when interactions were received, see either the 
Interactions by Type - Grouped by Topic or Topic Summary reports.

Setup Required



iService Business Intelligence Reports Guide Page 24

 Agent Activity Reports

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment and time frame for the report.

Report Example

Click to expand

3.6 Login Activity

The Agent Login Activity report shows when agents logged into iService and how many
interactions they handled.  This report helps identify when agents are working within iService,
and provides insight into the amount of work they are getting done during each period.



iService Business Intelligence Reports Guide Page 25

 Agent Activity Reports

The report aggregates time online by agent and groups it with subtotals for each day during the
report period, along with a total for the entire report period. It calculates these times based on
the login date/time and the logout date/time, which could be an actual clicking of the logout link
or an automatic logout because of inactivity. 

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the agents and the time frame for the report. The time frame is based upon the date/time
that the agent logged into iService, not when they were logged in. For example, if an agent logged
into iService at 11pm on  January 5 and logged out at 7am on January 6, their login session would
NOT be included in a report that begins on January 6. It is only included if the period covers the
actual login event.

Report Example
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Click to expand image

3.7 Response Random Audit

The Response Random Audit report selects a sample of responses for the selected agents.  It is
used as a quality assurance tool to evaluate the work of agents.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the agents, the number of responses for each agent, and time frame for the report.

Report Example
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Click to expand

3.8 Response Time

The agent response time report shows a breakdown of the time required to resolve interactions.
It can be run for messages (Customer e-mails, tickets, and AAQ forms) or chats, and can group by
agents or topics. It provides insight into how long it takes to get messages assigned agents, and
how long agents take to provide the response.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment and then the topics within that segment to be included. 

Select the type of responses to include in the report (Chat or Messages).
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Specify the report time-frame.

Select whether to group by agent or topic.

Report Examples

Message response time grouped by Agent

When grouped by agent, expanding an agent row shows a breakdown of that agent's messages by
topic. 

The Response Time Report Grouped by Agent

Expand an agent to see their responses by topic.
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Drilling into topic details

Expand a topic to see its responses.

Viewing individual messages

Click a subject line to see the message in a new window in iService.
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Drill down to the actual message in iService

Message response time grouped by Topic

This report is identical to the grouped by Agent report, but has a different drill through order.
When grouped by topic, expanding a topic row shows a breakdown of that topic's messages by
agent. 
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Response time grouped by Topic

Expand a topic to see the count by agent.
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Grouped by Topic drill through

Click a message to view it in a new browser window.

Expanded message list

3.9 Topic Change Analysis

The Topic Change report shows a count of all the interactions for which an agent changed their
topic during the time frame specified.  This report helps to understand whether filters are
properly designed, because an excessive number of topic changes indicates messages are not
being properly queued. The topic listed is the destination topic, not the original topic.
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Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment, topics and agents to include in the report.

Report Example

Click to expand



iService Business Intelligence Reports Guide Page 34

 Contact Info Reports

4 Contact Info Reports

Contact Info reports provide access to the contact information within your iService system, and
information about your most active customers. The reports display contact details, rather than
interaction details.

4.1 Address Report -  by Contact Type or by Segment

The Contact Address Report provides a detailed listing of contact information. You can select
contacts for the report either by their contact type or by segment. The standard report includes
the following fields.

First Name, Last Name, Job Title, Company, Address1, Address2, City, State, Postal Code, Country,
Phone, Website and Email Address.

This report is useful for exporting a list of contacts to Excel or other formats supported by SSRS.
When combined with the contact import features supported by the iService Batch Form
Submission utility, this is an effective way to update information within your database.

Setup Required

There is no setup required. The report uses standard iService contact information.

Parameter Selection

For the by Contact Type, select the types to include. For the by segment report, select the
segment for which you would like to a full list of contact information.

Report Example

By Contact Type

http://www.iservice.info/guides/utilities/index.html
http://www.iservice.info/guides/utilities/index.html


iService Business Intelligence Reports Guide Page 35

 Contact Info Reports

Click to expand

By Segment

Click to expand
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5 Interaction Detail Listings Reports

Interaction Details reports provide detailed listings of questions and answers within iService.
These reports display the actual interaction details rather than summary counts.

5.1 Agent Activity by Customer Type

The Agent Activity by Customer Type Report lists all interactions that created by the selected
agent for the specified customer type. This report is useful to view all of the agent responses or
notes created by an agent.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment, the customer type to for which to list interactions, and the time frame.

Report Example
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Click to expand

5.2 Agent Response Details

The Agent Response Details Report lists all responses, agent emails, and save and resolve actions
completed by the selected agent during the specified time frame. The report displays the actual
interaction created by the agent along with its date/time. This report can be used to generate a
copy of what the agent sent to a customer with date/time stamps as proof of sending.

Setup Required

There is no setup required. The report uses standard iService interaction property information.
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Parameter Selection

Select the agents, response types, and the time frame.

Report Example

Click to expand

5.3 Customer Interaction History

The Customer History Report lists the history for a specified customer (based on an email address
or login entered on the report), grouped by Thread ID. It is designed to present an exportable or
printable version of the history that can be easily customized to include any type of interaction.

Setup Required
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There is no setup required. The report uses standard iService information.

Parameter Selection

Enter the customer email or login, the types of interactions to include, and the time frame for the
report.

The interaction Types are as follows:

Agent E-Mails - These are emails sent by the agent to the customer that do not resolve an
incoming question.

Agent Responses - These are agent responses to customer questions.

Ask A Question Forms - These are questions submitted by customers via an ask a question form.

Customer E-Mails - These are incoming questions received via email.

Mass Mailings - These are mass mailing messages sent to the customer.

Public Notes - These are agent notes designated as Public.

Private Notes  - These are agent notes designated as Private.

System Generated Messages - This category includes auto responses, agent notification, alert
notices and other internal interactions generated by the iService system.

Tickets - These are tickets created by an agent on behalf of a customer.

Report Example
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Click to expand image

5.4 Email Details by Interaction Properties

The Email Details by Interaction Properties Report lists the details for all Customer Email that
contain the specified interaction properties. The report will only display customer emails that
contain values for the selected interaction properties, and is limited to displaying Customer Email
interactions only.

Setup Required

There is no setup required. The report uses standard iService interaction property information.

Parameter Selection

Select the segment, the property for grouping, the property for sorting within the grouped
interactions, and the time frame.
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Report Example

Click to expand

5.5 Interactions by Interaction Properties

The Customer Interactions by Interaction Properties Report lists the details for all interactions
that contain the specified interaction properties. It groups those interactions based upon the
values entered for the property selected. The report will only display interactions that contain
values for the selected interaction properties. This report is similar to the Email Details by
Interaction Properties report, except that it will list all interactions (customer email, tickets, and
ask a question forms) rather than just customer emails.

Setup Required

There is no setup required. The report uses standard iService interaction property information.

Parameter Selection

Select the segment, the property for grouping, the property for sorting within the grouped
interactions, and the time frame.
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Report Example

Click to expand

5.6 Resolved Message Summary

The Resolve Message Summary Report lists all interactions that were resolved by agents for the
selected topics during a specified time frame. The report only lists interactions that were resolved
using the Save and Resolve function. These were essentially closed by the agent without sending
a response to the customer.
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Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment, the topics, whether to include the full message, and the time frame.

Report Example

Click to expand
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6 Topic Summary and Service Levels

Topic Summary and Service Levels reports provide insight into the overall operation of your
service center. These reports count the number of interactions in various ways and provide
summary information. They do not display actual interaction detail. To generate listings with
interaction details, see the Interaction Detail Listings reports.

Important Note About Dates: The Topic Summary and Service Level Reports
count question interactions (customer emails, tickets, and ask a question
forms) and are based on the date and time the interaction was received or
created. This is not the date that a question was answered or resolved.

6.1 First Call Resolution

The First Call Resolution report counts the number of agent interactions associated with customer
questions. It provides insight into the amount of back and forth that is required to resolve a
customer's question. 

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment and the time frame for the report. Since the report is based on agent
responses, it only includes threads that had an agent response during the reports time frame.

Report Example
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Click to expand

6.2 Interactions Summary By Property with Sorting

The Customer Interactions Summary by Property with Sorting report counts all interactions
received by the selected segment during the time frame specified that contain the specified
interaction property. It allows you to designate another level of sorting, or you can set the sorting
to be the same as the group by property. 

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment,the time frame, the property to group by, and the property to sort by.

Report Example
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Click to expand

6.3 Interactions Summary By Property no Sorting

The Customer Interactions Summary by Property with no Sorting report counts all interactions
received by the selected segment during the time frame specified that contain the specified
interaction property. It does not include sorting within property values. 

For instance, if you have a two properties on used on a topic (browser type and operating system),
you will need to use the summary with sorting to see the detailed breakdown within the grouped
by property. For example, you might group by Browser type but want to see how many questions
about Safari were related to Windows versus Mac. Use the report with sorting to get that level of
detail.
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Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment,the time frame, and the property to group by.

Report Example

Click to expand

6.4 Mailbox Summary

The Mailbox Summary Report counts all customer emails that were received by the selected
segment during the time frame specified. It displays their total by mailbox. Please note that this
report only includes customer email received, it does not include any tickets or ask a question
forms.

Setup Required

There is no setup required. The report uses standard iService interaction information.
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Parameter Selection

Select the segment and the time frame. All mailboxes for the segment that received email will be
included.

Report Example

Click to expand

6.5 Interactions by Type - Grouped by Contact or Company

The Interactions by Type - Grouped by Contact or Company displays the total interactions received
by contact, or by company with subtotals for each contact at that company. This report provides
insight into the contacts that submit the most questions, which can indicate an opportunity for
training or a potential customer issue that requires intervention. When viewed by company, it
provides insight into your most active clients and can be an indication of the cost associated with
supporting that client. The contacts listed within the report can be clicked to open the history tab
for that client.

Clicking the columns headings of the report can be used to sort in ascending or descending order.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment, the time frame, and whether to group to Contact or Company.
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Report Example

By Customer

Click to expand

By Company
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Click to expand

6.6 Service Level - by Messages or by Percentage

The Topic Service Level Reports counts all interactions that were received by the selected
segment during the time frame specified. It displays their total by topic and the service level
achieved across various time categories. There are two versions of this report. The by messages
version displays the number of messages but within each response time category, while the by
percentage version displays the percentage of messages answered within each time category.

Setup Required
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There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment, the topics to measure, and the time frame.

Report Example

By Messages
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Click to expand

By Percentage
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Click to expand

6.7 Service Level - by Operating Hours - by Messages or by Percentage

The Topic Service Level by Operating Hours Reports counts all interactions that were received by
the selected segment during the time frame specified. It displays their total by topic and the
service level achieved across various time categories, but excludes non-operating hours within its
calculation of service level. There are two versions of this report. The by messages version
displays the number of messages but within each response time category, while the by
percentage version displays the percentage of messages answered within each time category.

Setup Required
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There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment, the topics to measure, your operating hours, and the time frame.

Report Example

By Messages
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Click to expand

By Percentage
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Click to expand

6.8 Service Level - by Percentage for Contact

The Topic Service Level by Percentage by Contact counts all interactions that were received by the
selected segment during the time frame specified from contacts matching the email address
specified. It is identical to the Topic Service Level by Percentage except it is limited to the
contacts matching the email address entered.
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Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment, the topics to measure, the email address for the contacts to include, and the
time frame.

NOTE: The report accepts most SQL input masking parameters used with the
SQL "Like" command, so you can includes all addresses from a specific domain
if desired. For example, %@1to1service.com will count the responses to all
contacts that have @1to1service.com within their email address. For a full list
of parameters that can be used, see the following URL.  
http://msdn.microsoft.com/en-us/library/aa933232(v=sql.80).aspx 

Report Example

http://msdn.microsoft.com/en-us/library/aa933232(v=sql.80).aspx
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Click to expand

6.9 Topic Summary - by Type or by Status

The Topic Summary Report counts all interactions that were received by the selected segment
during the time frame specified. It displays their total by topic with a break out either by the type
of interaction (customer emails, tickets, and ask a question forms), or by status of interaction
(unassigned, answered, etc.). 
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Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the segment and the time frame.

Report Example

By Type

Click to expand

By Status
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Click to expand

6.10 Time of Day Reports

There are three sets of time of day reports: Chat Time of Day Report (for chats), Time of Day
Report (for messages), and Time of Day by Individual Dates. All reports show a breakdown of
when messages arrive during the day, and how long it takes to answer them. Use this report to
understand your peak staffing needs. 

Setup Required

There is no setup required. The report uses standard iService interaction information.
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Parameter Selection

Chat Time of Day: Select a segment, topics to include, and the time frame to include.

Time of Day: Select the segment, topics to include, whether to show charts, whether to show half-
hour increments, start and end time during the day, and the time frame to include in the report.

Time of Day by Individual Dates: Select the segment, topics to include, whether to show charts,
whether to show half-hour increments, start and end time during the day, and individual dates to
include in the report. This report does not use a date range; instead pick specific dates.

Report Examples

Chat Time of Day Report

The time to respond represents how long the customer waited before they were connected with
an agent.
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Chat Time of Day Report
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Click a number in the Number of Chats column to load the details for that time period.

Chat Time of Day Details

Time of Day Report - Messages

The time to respond represents how long the customer waited before they received an answer
from the agent. This is the total resolve time for the message.



iService Business Intelligence Reports Guide Page 64

 Topic Summary and Service Levels

Time of Day Report (Messages)

Click a number in the # of Messages column to load the details for that time period.
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Time of Day - Details

Time of Day by Individual Dates

This version of the time of day report shows each day separately, and includes graphs that show
aggregate values per time period.
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Time of Day by Individual dates

Click a number in the # of Messages column to load the details for that time period.
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Time of Day Details
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7 Mass Mailing Reports

Mass Mailing reports provide insight into your outbound email activity performed through the
iCentives mailing feature. This feature is accessible from the Admin Tools - Mailing tab only by
agents with appropriate access rights. To learn more about the mass mailing features, see the
iCentives Mass Mailing User Guide.

7.1 Mass Mailing Call Priority List

The Mass Mailing Call Priority Report provides details about contacts that took an action on a
selected mailing. This report combines click through information with contact details to
streamline follow-up sales calls on a marketing campaign.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the mailing from the drop down list.

Report Example

Click to expand

7.2 Mass Mailing Clickthrough Summary

The Mass Mailing Clickthrough Summary Report provides click through totals for a selected
mailing. It displays the total for each link variable in the mailing, and includes a drill through to
the mass mailing click through details report.

http://www.iservice.info/guides/icentives/index.html
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Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the mailing from the drop down list, or access the report as a drill through from the mass
mailing summary report.

Report Example

Click to expand

7.2.1 Mass Mailing Clickthrough Details

The Mass Mailing Clickthrough Details Report provides detailed information about contacts that
clicked on various links within a mailing message. It is accessed as a drill through from both the 
Mass Mailing Clickthrough Summary report and the Mass Mailing Summary report.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

This is a drill through report. It includes three types of clickthroughs: Unsubscribes, Message
Views, and User Defined Links. The report displays the same information for each type of
clickthrough.

Report Example
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Click to expand

7.3 Mass Mailing Summary

The Mass Mailing Summary Report provides a summary for all mailings during the specified time
frame. It includes drill through links to see details about message delivery and message
clickthrough.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select a time frame to generate a list of mailings.

Report Example
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Click to expand

7.4 Mass Mailing Delivery

The Mass Mailing Delivery Report provides a count and detailed listing of the messages included
within a mailing. It includes three options: Sent, Delivered, Bounced.

Setup Required

There is no setup required. The report uses standard iService interaction information.

Parameter Selection

Select the mailing from the drop down list, or access the report as a drill through from the mass
mailing summary report.

Report Example
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Click to expand



iService Business Intelligence Reports Guide Page 73

 Sales Pipeline Reports

8 Sales Pipeline Reports

Sales Pipeline reports provide insight into your sales activity, if tracked within iService. These
reports require the use of specific contact properties for tracking purposes. These contact
properties must match the names exactly as shown below:

Property Name (Must be exact) Property Type

Opportunity Amount Text

Opportunity Description Text - Allow multi-line

Opportunity Name Text

Opportunity Stage Usually a list is selected from Additional Details. The sales
stages should match your sales methodology and begin with
a number, such as: 1.Initial contact, 2.Application of Initial Fit
Criteria, 3.Sales lead, 4.Need identification, 5.Qualified
prospect, 6.Proposal, 7.Negotiation, 8.Closing, 9.After sales
service.

These are used to generate the Sales Pipeline by Stage
report.

Product Usually a list of your products or product categories from
Additional Details. This list is used to generate the Sales
Pipeline by Product report and therefore should be a
relatively short list.

Sales Person Usually a list of sales people from Additional Details.

Target Close Date Date

The reports available include:

Sales Pipeline by Product - this report displays a summary of sales opportunities grouped by
product.

Sales Pipeline by Sales Person - this report displays a summary of sales opportunities grouped
by sales person. 

Sales Pipeline by Stage - this report displays a summary of sales opportunities grouped by stage
within the sales pipeline. 

Sales Pipeline by Target Close - this report displays a summary of sales opportunities grouped
by target close date. 
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8.1 Sales Pipeline by Product

The Sales Pipeline by Product Report provides details about sales opportunities within your
pipeline. It groups the opportunities by product, and includes a summary for each opportunity
including the last time there was correspondence with the contact or note added.

Setup Required

See the sales pipeline overview for setup details.

Parameter Selection

Select the segment that contains the contacts with sales opportunities.

Report Example
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Click to expand

8.2 Sales Pipeline by Sales Person

The Sales Pipeline by Sales Person Report provides details about sales opportunities within your
pipeline. It groups the opportunities by sales person, and includes a summary for each
opportunity including the last time there was correspondence with the contact or note added.

Setup Required

See the sales pipeline overview for setup details.

Parameter Selection

Select the segment that contains the contacts with sales opportunities.



iService Business Intelligence Reports Guide Page 76

 Sales Pipeline Reports

Report Example

click to expand

8.3 Sales Pipeline by Stage

The Sales Pipeline by Stage Report provides details about sales opportunities within your
pipeline. It groups the opportunities by sales stage, and includes a summary for each opportunity
including the last time there was correspondence with the contact or note added.

Setup Required

See the sales pipeline overview for setup details.
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Parameter Selection

Select the segment that contains the contacts with sales opportunities.

Report Example

Click to expand

8.4 Sales Pipeline by Target Close

The Sales Pipeline by Target Close Report provides details about sales opportunities within your
pipeline. It groups the opportunities by target close date, and includes a summary for each
opportunity including the last time there was correspondence with the contact or note added.

Setup Required
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See the sales pipeline overview for setup details.

Parameter Selection

Select the segment that contains the contacts with sales opportunities.

Report Example

Click to expand
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To view this documentation in other formats and access additional support resources,
visit the iService support and documentation website.

http://www.iService.info

One-to-One Service.com, its logo, iService, and
iCentives are registered trademarks of
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To learn more about One-to-One Service.com, visit our corporate website.

http://www.1to1Service.com
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