@ freshworks

Analytics User Guide

Welcome to Analytics!

Unlock the full potential of your Analytics module by understanding how to best it to stay on top of
your service-desk metrics and make data-driven decisions to improve efficiency.

This document aims to help the users get familiar with the Analytics module and help them navigate
easily through all the features.

Let’s begin your journey.

Definitions and Terminologies



https://support.freshservice.com/en/support/solutions/articles/50000004099-analytics-glossary
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Understanding Reports & Widgets

Reports

Click on the report to open it.
A. Clone - Users can clone and rename a report from the option and build upon that report

B. Help - The help section has various guides on creating and editing a report or widget. We
have also curated a list of FAQs to help our users navigate the reports easily

C. Subscribe — Subscribe to a report and receive regular emails. Users can set the frequency
to daily, monthly, or weekly and pre-set a time

D. Export — Users can export the report and receive a CSV file in their inbox

E. Schedule - Users can schedule a report to be sent to their inbox or to someone in their
team who has access to analytics

F. Present — Present the report to a wider audience using this feature

G. Viewing/Editing — By default, this is set to Viewing. Users can edit a report by clicking this
and switching into ‘Editing’ mode

Analytics > Demo Report ‘\
£ Edit title and visibility
@ Cclone Report
Received Tickets Backlog Tickets Average Response Time in Ho Average First Response Time (... werage Resolution Time in B...

B Delete Report

533 535 499.82 Hours 499.82 Hours 209.36 Hours
Average Customer Interactions Average Agent Interactions Number of Reopens MNumber of Reassigns SLA% FCR%

0 0.2 28 26 55.25% 99.09%
Performance Tickets By Priority Tickets By Type

)

Percentage Tickets

Tickets By Priority
Tickets By Type

|| I

By Month Last Updated Date - Quarter of the Year Type

Freshworks | Analytics User Guide 2



Widgets
Click on the widget to open the widget page.

A. Favourites — A widget can be marked as favourite by clicking on the star icon right next to
the widget's name on the header. User can bookmark upto eight widgets

B. Clone - Users can rename or clone a widget

C. Help - This section contains a few small videos that can help users easily create and
navigate a widget

D. Subscribe — Users can subscribe to a widget and get regular emails
E. Export — Users can export the widget either in CSV or PDF format

F. Schedule - Users can schedule a report to be sent to their inbox or to someone in their
team who has access to analytics

G. Viewing/Editing — By default this is set to Viewing. Users can edit a report by clicking this
and switching into ‘Editing’ mode

H. Charts — Users can select the type of chart from this section. Analytics has 20+ chart types
which are available based on choice of the combination of metrics and group-by options

I.  Show Underlying Data — Users can use this to view the data based on which the
graph/widget was created

& Performance ¥ B @ @®~ £

£ Rename widget o
L
@ Clonemdgc.'o % Bubble chart : v
Y
\ ]
o
@1 T
_ _ = P .
- @ Qjo e @ - @ e o0 ooooot’)(j(_) @ e - ® @e

» Show underlying data o
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Creating Custom Reports

A. To create a new report, click on the ‘New Report’ option on the home page

B. Add a title to the report and set the visibility settings

& @ @
Analytics Q Search e E:

New Report

Report Title (Max 100)

Tickets

#300)
Report Descriptior

Visible to
Only Me @ Everyone

Create

Add widgets to the report to measure a metric
Ad(d filters to all the widgets in the report for deep-diving into metrics

Style the report and set standard styles for the widgets

O 0o w »

Use the Format option to change the canvas size of the report, display mode, and grid
settings

Analytics

[}
o
®
%
23]

Q, search e §

Analytics > Tickets

@

@

@

@
©
‘J

Tickets by priority Total Tickets by Group Last Updated Date =
Impact: Lew- Group By : Prierity « = o
Admin -5 - 2083% !
200 Bme - 1657% Jan, 2021 Dec.: @
2 W Finonce team - 3 - 12.50% ] g
g S CAnoLamn . Aug, 2021 To | Dec, 2022
: 100 B HR TEAM - 3-12.50% —
F] 32 W17 Tearn - 3-12.50% 8
L B Software Pr.. - 3-1250%
o e W EU- L1 group - 1-41T%
Medium
Priority 102Y
Open tickets by priority

B Low -30-5263%
B Medium - 27 - 47.37%
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Creating Custom Widgets

Click on the report in which you want to add a widget. It will open a page as shown below.
This shows multiple widgets that are present in the report

Analytics

S ©:-08
Analytics > Tickets @ @ o ®
Tickets by priority Total Tickets by Group Last Updated Date o
Impact: lew~ GroupBy: Pricrity ~ '@
Jan, 2021 Dec. 2022
Aug, 2021 To | Dec, 2022

-—3?

Total backlog tickets by group

Open tickets by priority

Group By : Category =

i

No data!

Click on the ‘Viewing' tab on the top right corner of the page (as marked in the image

above). It will immediately change to ‘Editing’ from ‘Viewing’, and users will get four
options just below the tab (See image below)

Analytics

=

IEﬁ
@ ol M ;

Q, search e = 8

Analytics > Tickets @ & o O] £ Editing

Tickets by priority Total Tickets by Group Last Updated Date
Impact: Llow~ GroupBy: Priority v ® P

Jan, 2021 Dec, 2022

Aug, 2021 To | Dec, 2022

Open tickets by priority
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e Click on the + sign to add a new widget. You will get to the Add Widget option

Analytics

Analytics > Tickets £

Tickets by priority
Impact:  Low
123
m
Qpen tickets by priority

e Users can

Total Tickets by Group

>

el

Q Search ° S (B
@ & o
Ny isti Templat
A ew Existing Templates
*—o
Jan, 2021 Dec, 2022 09 chart
[} Visualize your data
Aug, 20.. Dec, 20.
=

Te
T Text
90 2dd context to your

o

Add Widget

)

® D

@ Image
Add logos, animated GIFs & pictures

F Interactive Filter
g Slice and dice your data on the fiy

o Either create a new widget from scratch using the 'New'

o Use an already created widget in the new report using ‘Existing’

o Create a widget from a list of ‘Templates’ present in the module
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Creating New Widgets using ‘New’

e Add a new widget either in the form of a chart, text, or an image from the ‘New’ section

Analytics Q search e $= 8
Analytics » Tickets (=]
New Existing
3 Anpl
Tickets by priority Total Tickets by Group Last Updated Date mplates
Impact ©  Low = —— 9
. s
) 1 \‘ oy an, 2021 Dec, 2022 0 ch
- 12 [ ] 2 C] salize your d
— 'b ! Aug, 20. Dec,20.. |~
' ty ' nY
°T" Text

‘Open tickets by priority

@ nage:
57 . : Add logos, animated GIFs & pictures

? Interactive Filter
N Slice and dice your data on the fiy

IO -~ Editing

=

3]

® D

e Drag the chart, text or image option from the right side of the screen onto the reports

section and position it accordingly

e Save the report and then click on ‘Add Chart’ option as shown in the image

Analytics Q Search ° =

Analytics > dfads !  Save . SaveAs X Discard @ [u]

New Existing Templates
O Q8 cher
O e

Add Chart

“T“ Text
8T8 i coment
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e Add name to the new widget, and then choose the modules from which you want to
measure the metric
e You can also choose to add a description to the metric

o
4 Analytics Q search e L2

New Widget

Mame (Max 100)

Tickets Type

Medule

Tickets -~

Tickets
Problems
‘Changes
Releases
Tasks
Assets
Users
Groups

Department

Cancel

‘Orchestration Transactions
Survey Question

Virtual Agent

e Click on the ‘Configure Widget' option or click the configure icon on the right side of the
screen. It will open a box to add the metrics. Click on the + metric option to add a metric

Analytics Q search e = B @ Oo &A L

& TicketsType T @ & o-

METRICS © o
O Donut chart ~

v Total Tickets
Metric L]
Tickets v Total - '

from Tickets

Date Range Dimension @  is  Created Date e

Impact  isnot  High (=]
Q filter

B incident - 109 - 66.46%
B Service Request - 55 - 33.54% Q metric

GROUPBY @

Type B e

© group by

» Show underlying data

Apply
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e Select the metric that you want to measure and then select the value (avg, max, min)

e Users can also add a filter from the + Filter option to add more granularities. You can use
either basic filters or advanced filters.

o Basic filters are OR & AND
o Advanced filters support multiple combinations

e Use the group by to group data that has the same value into sets

Analytics Q Search ﬂ = 8 6 45
o ramsipe u © & o @
REPCRT FILTERS APPLIED @) Hide ~ =
O Donut chart -
Date Ran m
te Range @
inthelast 90 Days
@
PAGE FILTERS APPLIED @) Hide ~
Filters
Last Updated Date  between
2021-08-01 00:00:00 - 2023-01-01 00:00:00
W inc
& g WIDGET FILTERS
Basic filters v @
Impact is  High A e
© filter
Ronk Order @
Top w| 5 ~ A @
» Show underlying data
Apply

e Once the chart is created you can edit or style the widget using the style icon present in the
right most corner of the screen

o You can add or change the color of the chart, add conditional formatting, and
change other widget formats
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Analytics Q search e = ® o8
& TicketsType @ : ® & -
O Donut chart — i,
ily Bar chart CHART COLOR @ ‘e
O Donut chart Palette
. EEDEEEEm @
= Horizontal bar chart = m >
@ Piechant -
7 Summary table
iy e CONDITIONAL FORMATTING @
© Metric Group by
Cendition Value
None “||0 Hl e
@ condition
WIDGET STYUNG @
Opacity
O 100
Background
BORDER
» Show underlying data Color Position Rodius Weight
All LR R B
e Users can also change the chart type from the drop-down list of charts available.
e Add text using a text widget
e Change background colors, add borders, and hide widget titles
e Change display mode and canvas size
e Add styles to individual widgets or across the report
LAYOUT
FONT
Background
Family Size Color
Lato - 18 - -
LAYOUT
Style Highlight
a WIDGET STYLING
B I ! x - Canvas Size
16:9 ~ Opacity
Align 'e) 100
= = = = Display Mode
— — — Q) Portrait © Landscape Background
PADDING
GRID SETTING Border
Top Bottom Left Right
P _— _— P Display Mode Color Position Radius Weight
Q Show grid v 0 - 1 -
© Show grid only on snap
QO Never HEADER
Title Color
Subject -
Show Title
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Creating New Widgets using ‘Templates’

e Click on the Templates option, you will see a screen as below

= (]
Analytics Q search e 2, “ @ 40 8
Analytics > Tickets Ol 7 Editing
- new NG Templates ®
Tickets by priority Total Tickets by Group Last Updated Date =
[ © Lowe —— =]
mpact :  Low . Q 2
. 2 \‘ HREP -4 Jan, 2021 Dee, 2022
12 Y
[ ] . " ; i3 5 . | Tasks & @
ity 3% - B

Tickets
rouped by Status
Open tickets by priori Tickets Type y
¥ ¥ priority % Problems
= e
o o Tasks ¥ rouped by Due By
Assets
icker
Users
Groups rouped by Module
Department
Orchestration
Transactions
rouped by Created Date
Virtual Agent
A~ Total Tasks grouped by Last Updated
Date
|].l Total Tickets grouped by Impact —
+ Page1 ~

e Inthis screen, users can either search for a template using the search box or can choose
an option from the ‘Tasks’ tab

e Once a Task is selected, the list of templates under that task is shown below. Click on the
required template and drag it to the reports page
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Navigating the Page

Search

e The search tab can be used to look for reports or widgets that have already been created

and/or shared with the user

Analytics

Analytics

Ask Freddy for insights! e

Ask your questions and Freddy will find you the right answers with visualizations. Learn more

ASK

What's New

-
Q Search a8 @9 fa)
Q2

It is the announcement section where new feature releases and other analytics updates are

published. The top of the page also requests feedback from the users so go ahead and
share with us what you like about Smart Analytics and what you would want us to change

or add

Analytics

Analytics

Ask Freddy for insights! seia
Il find you the right answers with visualizations. Leam more

Ask your questions and Freddy w

ASK
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Help

e Help section contains a list of user manuals and guides which the new users can use to
learn more about the portal. It also includes a list of frequently asked questions

! = 0O o
Analytics Q Search " 0
>
Analytics ). Q @ @ m
Help
R A Support

Ask Freddy for insights! seia Features Tour  FAQs

Ask your questions and Freddy will find you the right answers with visualizations. Learn mare
® Get started with Analytics 3 Mins

ASK

® View curated, out-of-the-box reports
® Create a new report

Favourite widgets. 40f8 >

(® Add a pre-built chart 1o your report

Total Tickets grouped by Due by Tickets By Priority tsting
® Create a custom chart
e 2 e 18
,-.'/.ir 8 i Total Orchestral () Schedule and export reports geies Be
i £ 3
Settings

e Inside settings we have four different features

o Schedules - This contains a list of scheduled reports and widgets. Recently created
schedules are displayed first. Users can edit or delete the schedules that they have
created. Users can create as many schedules as they want

o Data Export — This feature allows users to set up schedules for exporting data. Users
can receive regular data dumps through an easily accessible URL. This section can
also be used to easily edit or delete a data export

o Custom Metrics (beta) — This feature allows user to create custom metrics as per their
need

o Custom Attributes (beta) — Users can create custom attributes suitable to their
requirements using this feature
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Analytics Q search e = B8 @ 4o B

Analytice - Sattings @

Schedules Schedules

This list consists of all the scheduled reports & widgets. Recently created schedules are displayed first,
Data Export

Status Mame Type Scheduled At Recipients
Custom Metrics A
Daily .
o« Migration At A Glance Report i 1user ]
Custom Attributes
Menthi
o«© Testing Ul Helpdesk Performance Analysis Report ‘_’"'_ 5". 1user 3
Monthi .
«© Anything else Report N luser H
Weekl 2
G Hardware team report Report "” v 2 users H
Monthi .
[ O Reproduce issue IW 5 Report gl - 1user H
Dal .
[ ©) 1D ISSUE VERIFY Report . 1user ¥
. Monthh
« Total Tickets grouped by Priority Widget . °'_"__ e 1user
Monthi
[ o} NEW VALUE FOR REPORT Report o 1user i H

Showing 1 - 19.0f 19

Ask Freddy

e Freddy is your friendly bot created to help you find answers to various analytical questions.
Type your question in the box below and ASK Freddy for the answer

Analyties Q search e
Analytics Q @ ] m

i
o
@
£,

Ask Freddy for insights! seia

Ask your questions and Freddy will find you the right answers with visualizations, Learn more

&

Show the ticket count by type ASK

How many high priarity tickets are there -

Rece Show the Tickets count by status and priority

Shaw the Tickets count by greup last menth
Approvals Migration At A Glance

How many problems are created in the last 2 months
¥ P & Awantika & Abhigna

@ D D @ D

Show the Tickets count by priority
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Recent Reports

e Right below the Favorite Widgets section is the Recent Reports section which showcases
four recently created reports. Users can easily access the new reports from this section
without having to search for them

Analytics Q search a B (’9 Qo =

Analytics Q CP @ @

Ask Freddy for insights! se1a

Ask your questions and Freddy will find you the right answers with visualizations. Learn more
—
ASK e/\@
Recent reports
SLA Trends Tickets Approvals Migration At A Glance
& Awantika & Awantika & Awantika & lrshad
Al reports ~ Sort By: Last modified date Showing 1 - 10 of 242 >

Report Name Created by Created date Last Modified by Last Modified date

All Reports

e This section has the list of all reports created by or shared with the user. Users can filter
the list based on reports created (Private Reports), reports shared (Shared Reports)or
already created reports (Curated Reports)

Analytics Q Search e 3 B ® Qo ]

= Analytics Q ;P @ @
¥ All reports ~ Sort By :
lified date ~ Showing 1- 10 of 232 >

All reports v
Created by Created date Last Modified by Last Modified date
Private reports
Awantika Jha 02/22/2022 Awantika tha 03/30/2022
Shared reports
Curated reports Avantika Jha 021742022 Aweantika Jha 03/30/2022
Tickets
~ Rahul RP 02/28/2022 Rahul RP 03/29/2022
Approvals Awantika Jha 03/29/2022 Awantika Jha 03/29/2022
Copy of Helpdesk at a Glance Lakshmi Nair 03/28/2022 Lakshemi Mair 03/28/2022
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e Users can also choose to sort the list of reports based on name, creator or modifier and
date of creation or modification, in the ascending or descending order

o o ®a

Analytics Q Search e

Analytics Q ;P @ 2 m
Allreports v Sorby ;| Last modified date ~ Showing 1-100f232 < »

Report Name. Name Created by Created date Last Modificd by Last Modified date
Created by

SLA Trends Awantika Jha 02/22/2022 Awantika Jha 0373072022
Created date

Tickets Last Modified by Awantika Jha 02172022 Awantika Jha 0373072022

Last modified date &5

Anything else Rahul RP 02/28/2022 Rahul RP 03/29/2022
Ascending

Approvals Descending <7 Avantika Jha 03/29/2022 Awantika Jha 0372972022

Copy of Helpdesk at a Glance Lakshmi Nair 03/28/2022 Lakshmi Mair 03/28/2022
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