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Introduction

Wel come t o E B-Gmant sedise sutedf business applications.

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



Welcome to EBSuite

Wh at i s EBSuiteds On?17ine OnDemand Services

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

1 Marketing Automation/Campaign Management,
1 Sales Force Automation,

1 Customer Support/Help Desk and

1 Project Management.



Using EBSuite Online Help

EBSuiteds Online Hel p pr ovigudtos and maekgrouadlinfoongtioi o n s

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

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

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

| 1 Search| 7|

7 Search ouknowledge Basd or sol utions to OFrequently Asked

the URL ishttp://helpdesk.ebsuite.com/supportfaq.jsp

1 Submit aservice requesto our support staff, the URL Igtp://helpdesk.ebsuite.com/support.jsp

1 Email our Technical Support staff at: support@ebsuite.com or call our Technical Support staff at
888.276.3270 option #2 888.CRM.EBSO 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 Reports. As you will see in this chaptettheddfarent
categories of reports, each having their own purpose and strength. You should choaséhtiestepgour
needs the best.

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

1 Quick Stat

Cases Open/Close Duration Report Case Cosed By

: uWTT*T—

m

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 marachrduration slot ( a case has
been opened for 5 hours without being closed, etc... ), and who is closing more cases.

5. 4(

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

1 Report Builder

Report Builder
Q With Report Builder, you can specify the search result from a Published Guery Sullder query of 8 Seved 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 Snapshols =] a brand new rapor

S TODAY (X = Ahha! [X) ! — <) IR ()
[ TODAY (X) B8 x snapshot 00 || IB{IB{OR{ (X}

Create Mew Report

The next section is Report Builder. You will see a different list, or an empty list, of 'Saved Snapshots' in yc
account. Report Builder is anost powerful wayto run case reports. Yaull 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 detailgsmwn chapterand alsévhen should | use Report Builder'

9 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 what fiekds you want to see in the ist. Chek on Greate New Report to create a new Report, or chck on an existing Report Ink 1o sesfupdate the definition of that
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/Repors

View CsV MName Description Type | Print Report Action

[E) view Report | S |Export CSV File |41 Cages My Def Personal &iPrint Repor RSS Log Alachment Downioad
[E) Wiew Report | = |Export C5V File | #test Published & Print Regori BSS Log Attachment Download
[E View Report | |Export CSV File | #Exiernal Portal Case Download Column Daf Publighed 2 Print Repar! BSS Log Alachment Downkoad
[} Wiew Report | =|Export C5V File Al Cases All Cases Giobal & Pont Repori RSS Log Atinchment Downioad
[ View Report | '=|Export CSV File All Cases Assigned To Me All Cases Assigned To Me Global | & Print Repori R3S Log Alachment Download
[D view Report | = |Export CSV File | ANl Cases Created By We All Cases Created By Me  Giobal & Pont Regory R3S Log Atiachment Downioad

b Click on ifalic headers to sor |1 -Gofg =

Create New Report

The next section is Custom View/Report. If you have alreidgdia 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 discsss it in more details in the chapferstom 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 Stalus

) .

{1 Standard Case Report By Created

[ Standard Case Report By Assignes

[ Case Report - Status [ Assignee

[ Case Report - Duration / Assignes

[ Case Report - Status Change

[ Case Report - Week

|‘-'!_| Case Hﬂml’t - Escalated From One Groug To Another: - Alist of cases that are created H]' one user group, and later escalated / m-asmgnmtn
another group

[ Case Report - Agent Time Report

[ Case Report - by Status/Group;

[ Case Report - by User/Role: - Alistof Cases for a group of users by role.

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

] Case Report - StartEnd Date: - A list of Cases, by start/ end date, 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 Report - Weekly: - A report on the number of Cases created weekly, which you can group by users, organizations, contacis, etc.

[l Case Report - Monthly: - A report on the number of Cases created 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/Categary
[ Case Report - Product Category:
[l Case Report - By Product Cateqory: Detail List

Survey, Timesheets, Notes
[ Case Report - Survey Scores & Submissions
[ Hote - Case: - Mote report

The last section is predefined reports, where each one reports on one specific aspect of your cases. We
discuss it in more details in the chdjRrezdefined Reports"




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 C¥Y X
Graph / Chart

Very Special Aspect of Busine:
Contact & Organization Colum
RSS Feed

Print

Scheduled Report X

X X X

X
X
X

X XX



When should | use Custom View/Report

Choose Custom View/Repaf

1 You want a report thatémasy to defing and/or aneasy Print Report

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

1 You want alata dump, that you can use to repiwrExcel or other reporting tools
1 You want to use as B$S feedso you can view them in Google, Yahoo, or other RSS reader,
1 You want tadownload 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 needpaedf our predefined reportss producing the result you need

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

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

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

1 If you special requesta 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 tandependently specifydata source, time filter, and report output format.

1 You need to usspecial querieq say show only cases s#goontact satisfy a certain criteria ) from
non-case fields,

1 If you need to report odser Groups
1 If you need tschedule reportsand run in the background, regularly
1 If you need ta@apture the report result and send to clientsutomatically



Custom View/Report

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

1 Define the Report

9 View Report On Screen
1 Export CSV

9 Print View

1 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 what fisids you want to see in the §st. Chck on Create New Report to create a new Report, of chck on an existing Report Ink 1o seafupdate 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 Name Description Type |Print Report Action
B view Repont £|Export CSW File | #A1 Cages My Daf Personal &hPrinl Report RSS Log Atachment Dawnioad
[E) View Report | =|Export C5V File | ##test Pubdshed | & Print Report BSS Log Attechment Download
[E) Wiew Report | = |Export CSW File | #Externsl Portal Case Download Colimn Det Publshed &hPrint Repori RSS Log Alachment Downinad
B} view Report  =|Export CSV File |4l Cases All Cases Giobal | & Print Report RSS Log Attschment Downlioad
".I'|Ew Report | & |Export CSV File all Cases Assoned To Me All Casas Assignad To Me Global S Print Report RSS Log Alachment Download
[ ¥iew Report | =|Export CSV Fils |4l Cases Created By Mg All Cases Created By Me  Giobal  2Pont Regori BSS Log Aftachment Downipad

caders to sort |1-5ur5v

Create New Report

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

A Custom View/Report definitioronsist of two main part@w definition, andcolumn definition.

Cuslomize Thisview is basedon: & AllCases © All Cases Assigned ToMe © Al Cases Created By Me ﬂ
Rows:  Plus the following criterias :
Case Name: | =| Case # [ =l
Contact | = Organization: | =]
ProductiCategary: | 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 dAdvanced Search’, 'Query Builder', ‘Custom View' screens. You can filter on cas
built-in fields and custom fields.

Répant Calumng gl —— 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
™ Survey Score ™ Time (Month) ™ Time (Quarier) I Tirma (Year) =l

Column Definition: Column definition tells the CRM for the selected record®dvbipefinition ), what
fields/columns to output in the report. The field collection is quite comprehensive. You can not only choost
built-in fields and custom fields for Case, but also Organization / Contact fiekifs AiNtcustom), and

many reportingjelds like 'Duration’, 'Total Time Submitted’, 'Survey Submission’, 'Initial Response Time', et
These fields can either be straight from database, or by our realtime calculation.



View Report On Screen

After you have defideyour custom view/report, you can click on "View This Report" in the definition screen.

View/Report Definition: B See this view [ View this report
Q This is the definition page for a Crstom ViewReport. ou can specify your fiter critena in the "Customize Rows' secton. You can specify the columns to display amﬁmrdﬂy
order in the ‘Customize Columns” section. And finally you can specify the fields fo be nceded in your report in the Report Columns' seclion, 5Turm ff Explanation:

"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 caseport page.

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 CSV format fie export, please click on [E) View Report ink of a selected report. BTum On/Off Explanations

" show Dsabied ViewsRepons

View C5v Name Description Type |Pri|11 Report Action

B View Report = |Export CSW File #*al Cases My Def Personal £ Print Report RSS Log Attachment Download
B view :|Export CSV File #test Published & Print Report RSS Log Attachment Download
B View Report =|Export CSV File #*External Portel Case Downizsd Column Def Published & Print Report RSS Log Attachment Download
E) view Report = |Export CSW File Al Cages Al Cazes Global 4 Print Report RSS Log Attachment Downioad
B View Report =|Export CEV File All Cases Assigned To Me Al Cases Assigned To Me Global | &/Print Report RSS Log Attachment Download
E) View Report = |Export C5Y File Al Cases Created By Ma Al Cases Created By Me Global  f3Print Report RSS Log Attachment Download
B Chick on falic headers 1o 2o m

Create Mew Report




Export CSV

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
































































































