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Introduction 
 
 
Welcome to EBSuiteõs online on-demand service suite of business applications.  
 

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



 
   

Welcome to EBSuite 
 
 

What is EBSuiteõs Online 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  

¶  Project Management.  
  
 



 
   

Using EBSuite Online Help 
 
 
EBSuiteõs Online Help provides several options for accessing configuration and background information  
 

¶ Our Learning Center is located: http://www.ebsuite.com/iHelpLearn.jsp 

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

 

¶ Search our Knowledge Base for solutions to òFrequently Asked Questionsó,  

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

¶ Submit a service request to our support staff, the URL is: http://helpdesk.ebsuite.com/support.jsp 

¶ 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 Reports. As you will see in this chapter, there are three different 
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 fairly long page, we will show and briefly explain each section here: 
 

¶ Quick Stat 

 
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. 
 
 

¶ Report Builder 

 
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 way to run case reports. 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'.  
 
 

¶ Custom View/Report 



 
   

 
The next section is Custom View/Report. If you have already defined a Case Summary view, this will be the 
most familiar to you at 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'. 
 
 

¶ Predefined Reports 

 
The last section is predefined reports, where each one reports on one specific aspect of your cases.  We will 
discuss it in more details in the chapter "Predefined 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 CSV X X X 

Graph / Chart  X X 

Very Special Aspect of Business  X X 

Contact & Organization Columns X   

RSS Feed X   

Print X X X 

Scheduled Report   X 

 
 



 
   

When should I use Custom View/Report 
 
 
Choose Custom View/Report if 
 

¶ You want a report that is easy to define, and/or an easy Print Report, 

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

¶ You want a data dump, that you can use to report in Excel or other reporting tools, 

¶ You want to use as an RSS feed, so you can view them in Google, Yahoo, or other RSS reader, 

¶ You want to download case process log attachments. 
 



 
   

When should I use Predefined Report 
 
 
Usually you will want to use a predefined report if 
 

¶ You have a special reporting need, and one of our predefined reports is producing the result you need 

¶ ( 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. 

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

¶ Global ( across instances ) report. This only applies to our dedicated licensed customers who has multiple 
instances running. 

¶ If you special request a certain report from EBSuite, EBSuite will probably deliver the report as a 
pre-defined report. 

 



 
   

When should I use Report Builder 
 
 
Use report builder if 
 

¶ You need to independently specify data source, time filter, and report output format. 

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

¶ If you need to report on User Groups 

¶ If you need to schedule reports and run in the background, regularly 

¶ If you need to capture the report result and send to clients automatically 
 



 
   

Custom View/Report 
 
 

This chapter discusses custom view/report. 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. 
 

¶ Define the Report 

¶ View Report On Screen 

¶ Export CSV 

¶ Print View 

¶ RSS Feed 
 



 
   

Define the 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. 
 

 
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. 
 
 

 
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 Organization / 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/report, you can click on "View This Report" in the definition screen. 

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

 
 



 
   

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. 
 

 
 
































































