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Why Service Cloud Reports & Dashboards

Track Bad Data

Monitor bad data in your Salesforce instance for
seamless automation and streamlined customer
service operations.

Open Cases: SF | FF

Decentralized Information

Reduce data silos and the chance of data loss or
inaccurate data in the system by having decentralized
data - enable real-time shared view of data.

Data Visualization

Easily understand processed data in the form of
graphs, charts, maps, or other visual representations
as per your requirements.

Cases Closed by Month
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Importance of Reports & Dashboards

Streamline case management

Eliminatebad data ... | | Make informed data-
‘ T ¢ drivendecisions

Holistic view of customer

service operations o . . Improve customer
' satisfaction
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How to Create a

Report in Service
Cloud

Explained in 4 Easy Steps




Step #1: Create a New Report from App Launcher

App Launcher

~ All Apps

& " Reporting

w All Items

Aged Analysis Reports

Approve Multiple Expense Reports
CDC Report

Expense Reports

Expense Reports

Fallowing Report

Imventory Report

Reporting

Reporting Balance Update - Deprecated

Reporting Balances

Reporting Definitions

Reporting Filters

Reporting Generator

Reporting Logs

Reporting Objects

Reports

Sales Status Reports

Visit AppExchange
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Step #2: Choose Your Report Type

Q Seard @208 @

GLM Service Console Reports v & Report Builder v X

Create Report

Category ,  Selecta Report Type Details

Recently Used Case

e Cases
@ Standard Report Type

- Report Type Name Category

a
Accounts & Contacts Opportunities with Order and Case Number Custom . v

; Cases Standard
Opportunities

Cases and Work Standard (5) Details

Forecasts = - >
Cases and Component Standard

Customer Support Reports Cases and Sub Location Standard Created By You

Leads Cases and Component Standard
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tep #3: Filter Your Data & Select Columns/Fields

Q. Search *|v e ?

GLM Service Console Reports i Report Builder

REPORT ¥

New Cases Report y, % Add Chart Save & Run

= Outline Y Filters ° ° Previewing a limited number of records. Run the report to see everything Update Preview Automatically
S

A Estimated Completion Date + ¥ Case Owner Account Name Date/Time Opened ¥ Age ~
Groups 8

B GROUP ROWS 4/5/2023 (1) Mohammed Gaus Khot  The TIX Companses inc 4/6/2023 8:29 AM 2,350
GROUP ROW

Subtotal
Add group.

{19) Test Techniciand test customer 4/13/2023 12:46 PM

Estimated Completion Date
Manish Kumar Testing Insight Hilton - 4/13/2023 2:38 AM
[ GROUP COLUMNS Shikhar Tyagi Testing Insight Hilton  Account- 3/20/2023 12:35 PM
Add group - Hilton Testing Insight Hilton  hilton 3/20/2023 1:14 PM
Yogita Baghel testerty 4/3/2023 10:29 AM
Retail IN Test Testing Insight Hilton Test 3/24/2023 413 AM
Columns Mohammed Gaus Khot ~ Testing Insight Hilton  Test 3/9/2023 10:37 AM

Add column ! Santosh Yadav Tesco Address pulled in subject 3/10/2023 10:42 AM

Case Owner Manish Kumar Testing Insight Hilton 4/13/2023 1:48 AM

Account Name v RowCounts @5 ) Detail Rows Subtotals Grand Total Currency: USD ¥

QO Omni-Channel (Offline) = Recentltems (@ History R Useful Links
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Step #4: Run Your Report

Q Search

GLM Service Console Reports B4 Report Builder

X @mer2aa®

REPORT ¥
New Cases Report #  Cases

= Qutline Y Filters o © Previewing a limited number of records. Run the report to see everything

Case Owner Account Name Subject
Groups

Test Techniciand test customer Test
E GROUP ROWS
Mohammed Gaus Khot  The TJX Companies inc  Test
Add group

Manish Kumar Testing Insight Hilton
Shikhar Tyagi Testing Insight Hifton  Account-

Hilton Testing Inssght Hilton hilton
Columns ng Insg

Yogita Baghel testerty
Add column
Retail IN Test Testing Insight Hilton  Test
Case Owner
Mohammed Gaus Khot  Testing Insight Hilton  Test
Account Name
Santosh Yadav Tesco Address pulled in subject

Subject
Date/Time Opened

Manish Kumar Testing Insight Hilton

L1-TMS Testing Insight Hilton
# Age x

Estimated Completion Date x

Q Omni-Channel (Offline) » Macros = Recentltems (@ History R Useful Links

Update Preview Automatically

Date/Time Opened ¥ Age ¥ | Estimated Completion Date

4/13/2023 12:46 PM
4/6/2023 8:29 AM A 4/5/2023
4/13/2023 2:38 AM
3/20/2023 12:35 PM
3/20/2023 1:14 PM
4/3/2023 10:29 AM
3/24/2023 413 AM
3/9/2023 10:37 AM
3/10/2023 10:42 AM
4/13/2023 1:48 AM

3/20/2023 1:34 PM

Currency: USD ¥

Here we have used “Estimated Completion Date” as a grouping.

AblyPro




5 Service Cloud

Dashboards
For Your Board




# 1: Dashboard for Executive Sponsors/ Project Managers

PURPOSE OF DASHBOARD

Open Cases

I\

Click Edit in the upper right to adjust thresholds for your goals
View Report (ES: Open Cases by Priority)

v' Serves as a health check for services
business

v' Executive sponsors can make data-
driven decisions

v' ldentify areas of improvement

v' Set strategic goals for providing better
customer service

New Open Cases This Year by Channel

Case

Record Count

1. Open Cases Email
Track current open cases for real-time insights Phone
on customer issues. Web
Facebook

Twitter

2. Open Cases by Priority
Monitor case priorities to handle urgent
matters promptly.

3. Unassigned Cases
Monitor unassigned cases to avoid customer
query delays.

Open the report 10 see a detalled view
View Report (ES: Open Cases by Channel)

4. New Open Cases This Year by

Channel
Track new cases by channel to understand
communication preferences.

5. Open Cases by Account

cases.

.
'Y

“r
s

]

0

Identify customer concerns via account-specific open

L

»
-

Open Cases by Priority

Record Count

Low @
Medium @
High @
Critical @

Open the report 10 see a detailed view.
View Repart (ES: Open Cases by Priority)

-
Y

Open Cases by Account

Record Count

Adventure Trail Compa.
Back Country Outpost (
Get Outside Supphers (
S National Parks Gear (Sa
< River Mountain OQutfitte
3 Tradblazer Unlimited (S
5 Trail Expert Co. (Sample)
" Trailhead Qutdoor Supp
Trail Ranger Outfitters (..
Trek the Trail (Sample)

Open the report 1o see 3 detailed view
View Report (ES: Open Cases by Account)

Unassigned Cases .

.
P2

Click Edit in the upper right to adjust thresholds for your goais
View Report (ES: Open Cases by Queue)

Average Resolution Time This Quarter by Account

Average Duration

Adventure Trail Compa...
Back Country Outpost (
Get Outside Suppliers (
£ National Parks Gear (Sa
River Mountain Outfitte
Trailblazer Unkimited (S

Trail Expert Co. (Sample)
Traithead Outdoor Supp

Trek the Trail (Sample)
Tranl Ranger Outfitters (

Open the report 10 see a detalled view
View Report (ES: Average Duration per Acct)

6. Average Resolution Time This Quarter by Account
Agents can measure average resolution time by account.



#2: KPI Dashboard for Stakeholders

PURPOSE OF DASHBOARD

v" Shows important metrics to customer
service team

v" Provides a holistic view of how cases are
managed

1. Open Cases by Status
Track open cases by status for service
efficiency.

2. Cases Opened This Quarter by

Channel
Monitor cases opened this quarter by channel
for insights.

3. Open Cases by Account
Prioritize customer demands via account-
specific open cases.

4. Percent of Open Cases Escalated
Analyze percent of escalated open cases for
critical issues.

Open Cases by Status >
tatu
Record Count
New @
Open @
Pending @
Escalated @

Open the report to see a detailed view
View Repart (KP1: Open Cases by Status)

Percent of Open Cases Escalated n

0%

Click Edit in the upper right to adjust thresholds for your goals
View Report (KP1: Escalation Rate)

5. Escalated Cases Opened This Quarterly by

Channel
Monitor agent efficiency with escalated cases this
quarter by channel.

Cases Opened This Quarter by Channel

s
'

Case Origir

< Email B

ll 1 Phone B

2 — Web @

O i -

3 Facebook @

S Twitter @
é -

1/17/2020
Date/Time

Open the report to see a detaited view
View Report (KPI: Open Cases by Day)

Escalated Cases Opened This Quarter by Channel “
Emall B

Phone B
web @

Record Count

1/17/2020
)ate/Time Opened

Open the report to see 3 detailed view
View Report (KPI: Escalated Cases by Day)

6. Escalated Cases by Account

Agents address concerns with escalated cases by account.

;

Open Cases by Account “

Record Count

Trail Ranger Outfitters (

Adventure Trail Compa
Trail Expert Co. (Sample)

Get Outside Suppliers (

Back Country Outpost (

River Mountain Outfitte

= Trailblazer Unlimited (S.

% Traithead Outdoor Supp

National Parks Gear (Sa
Trek the Trail (Sample)

Open the report 1o see a detailed view
View Report (KPI: Open Cases by Account)

Escalated Cases by AccountH

Rec‘om Count
Get Outside Supplers (
River Mountain Outfitte
Trall Expert Co. (Sample)

Open the report 10 see a detailed view
View Report (KPL: Escalations by Account)




#3: Dashboard for Service Managers

PURPOSE OF DASHBOARD

v" Similar to KPI and Executive Sponsor
Dashboards, but more focused on their
team specifically.

1. Team’s Open Cases by Priority
Managers can prioritize their team’s open
cases for better efficiency.

2. Open Cases by Priority and Age
Prioritize open cases by age for timely
resolution.

3. Open Cases by Owner and Priority
Prioritize open cases by owner for better
workload management.

4. Open Cases by Account
Managers can look to provide personalized
customer support with account-specific open

cases.

Team’s Open Cases by Priority

Priority 4 Age Account Name

Critica 3 Adventure Trail Company (Sample)
Critica 3 Trail Expert Co. {Sample)

Critica 3 Get Outside Suppliers (Sample)
Critica 3 River Mountain Outfitters (Sample)
High 3 Trail Ranger Outfitters (Sample)
High 3 Trail Expert Co. (Sample)

High 3 Adventure Trail Company (Sample)

Open the report to see a detalled view.
View Report (SM: Open Cases by Priority & Age)

Open Cases by Owner and Priority

Record Count

Megan Sabine

Open the repon to see a detalled view.
View Report (SM: Open Cases by Priority)

ar
Y

Last Activity Case Number Case Origin

00001019 Email
00001027 Twitter
00001031 Phone
00001032 Web
00001020 Facebook
00001017 Web
00001012 Twitter

Priority
Low B
Medium B
High B
Critical @

General Queue

. s
“>

3ie

Open Cases by Priority and Age

Record Count

Critical High Medium Low

Open the report to see a detalled view
View Report {(SM: Open Cases by Priority & Age)

Open Cases by Account

Record Count

Trail Ranger Outfitters (Sample)
Adventure Trail Company (Sample)
Trail Expert Co. {Sampie)

Get Outside Suppliers (Sample)
Back Country Outpost (Sample)
River Mountain Qutfitters {(Sample)
Trailblazer Unlimited (Sample)
Trailhead Outdoor Supply (Sample)
National Parks Gear (Sample)

Trek the Trad (Sample)

Open the report to see a detalled view
View Report (SM: Open Cases by Account & Priarity)




#4: Dashboard for Service Agents

PURPOSE OF DASHBOARD

v" For front line service agents
v' Service agents can track their own
performance metrics

1. Your Top Priority Cases

Top priority cases for service agents.

2. Age of Open Cases in Days
Service agents can pick what work to tackle
first.

3. Open Cases by Channel
Track open cases by channel - email, phone,
social media, website, for better tracking.

4. New Cases This Year By Account
Service agents can track the number of new
cases opened this year to better analyze their
performance.

Your Top Priority Cases

Subject
How do I reset my password? (Sampie)
These pants are the wrong size (Sample)

Store location? (Sample)

Return Weatherback jacket for a Large? (S.,

Open the report to see a detalled view
View Report (SA: Open High Priority Cases)

Average Number of Days to Resolve Cases .

\

3

Click Edit in the upper right to adjust thresholds for your goals

o

BEEA

View Report (SA: Avg Time to Resolution by Owner)

5. Average Number of Days to Resolve

Cases

Measure agent case resolution time for efficiency.

Age of Open Cases in Days Open Cases by Channel

Record Count

Ag Subject G
1 Payment overcharge. Please refund! (Sam M + A E -
g Ph.
1 How do [ reset my password? (Sample) M - w. -
1 Store hours? (Sample) M 3 Ba. Pn R Y
1 My latest order has not delivered! (Sample) M ., G- Ph.. N
. W
1 Double Charged (Sample) M N Fa. 1
1 Locked out of my account (Sample) M ORI W, -
1 Fix a broken zipper on the Mountain Sca M Tr.. Tw
- -

Open the report 1o see a detailed view.
View Report (SA: Total Open Cases by Days)

Open the report to see a detalled view

.
\!
v

: Average Age of Open Cases in Days E

1

Click Edit in the upper right to adjust thresholds for your goals
View Report (SA: Age of Open Cases)

6. Average Age of Open Cases in Days
Agents prioritize open cases for better workload
management.

View Report (SA: Open Cases by Channel and Account)

. “
Y

s
'Y

New Cases This Year by Account

Account Name 1 Date/Time O 0O
Email @
Phone B Adventure Trail Company (S...  1/29/2020, ..
Twitter Adventure Trail Compary (S...  1/29/2020, ..
Facebook B =
el Back Country Outpost (Sam... 1/29/2020, ..
web B
Get Outside Suppliers (Sam...  1/29/2020,
River Mountain Qutfitters ( 1/29/2020
Trailblazer Unlimited (Samp 1/29/2020
Trail Expert Co. (Sample) 1/29/2020,

Open the report to see a detalled view
View Report (SA: New Cases)

Average Time to Close Cases . i

‘
1.9

Click Edit in the upper right to adjust thresholds far your goals
View Report (SA: Average Duration)

7. Average Time to Close Cases
Monitor average time to close cases for faster
resolutions.



#5: Omni Channel Performance Dashboard

Agent Work by Service Channel Activity by Day Agent Work by Queue

Service Chan...

PURPOSE OF DASHBOARD

Record Count

Case_Co.. @ 2 1K 40k
2 E -
§§ 500 5
o
v Connects all support channels and 88 208 0 JE ST A AL 8 25 S8 S 20k
displays data in one consolidated place § i : P 3 ¥
. R0 SN0 ROV T TN EX o o 5 X x x
v" Helps monitor agent work performance goog;:;:,v:v,:,v:::::-,::;:;:,v:;:v,:: G2 TR RIRQPIFTSYRNT o
mo 8¢ e2ee 0 = - e - ® O W T =T - - N 0D m
to maximize efficiency
Created Date NOoO IO N NODG LT IO IE P ISERY
SgiEQu-sEzERel "og=890ed2 52y
2L N=20 £5w8<f¥ mgmgmmgmra‘sgm
8 XPE £33 w95 EEEEFERR B F
E<q 9 E~ 99749488 & §

Average Response Time by Agent Average Active Time by Agent o Qieus:Naie

Average Speed To Answer Agent Work View Report (Omni Work Items by Queue)
0 om am &M Average Active Time
Daina Coleman N 0 s 10 |
Andrey Gutierrez [l 756« ! Shas e ‘ 865 Average Handle Time by Agent Agent Work by Type
» Juan Kussmaul Cord... [l 434k _
E Mark Sells [i] 259k Dain... G I 275.1 AVH Routinig:Type
% Pablo Monge Rivera || 149k A 450 0 20k Queue Ba... @
[ Raymonn.5chley | 115k © Adrl... 9 I Larr... e _ Record Count
g Philip Ross | 73k £
) Bill Martin | 72« z Juan... 9 l 432 Jam e -
. Andres Rojas Valverde | 65k Te o
1. Agent Work by Service Channel ’ ' E s @ |eorr 5
X : Lisa Brooks | 58k 8 3 Ako...
Monitor agent work across service channels. Kim Farrell | 33k 5 Kel e I 4493 =
kil o = : 2 oen.. @)
The amount of time in seconds between the time the work item was creatt Vict e I 506.1 §
2. ACtIV'ty by Day View Report (Omni Response Time by Agent) S Kim... -
q q a9 q Danl... HZ23.6
Monitor agent’s daily activity metrics. 9 | Eryn... -
" 2 “ 534.9
Average Handle Time by Agent " ik ' i : - Jon... 9 -
The amount of time an agent actively worked ¢
3. Agent Work by Queue Agent Work View Report (Omni Active Time by Agent) View Report (Omni - AVH by Agent) View Report (Omni Overview)

Track agent work distribution by queue. Average Handle Time

4. Average Response Time by Agent 5. Average Active Time by Agent 6. Average Handle Time by Agent 7. Agent Work by Type
Measure average time taken by agents to Monitor time for which agents stay active Track average handle time per agent. Track agent work distribution by type.
response to queries. (on average).



Contact Us

Salesforce Service Cloud & Field Service Success Consultant

Address Phone & Email Social Media
AblyPro ‘ . 240-259-3076 Facebook.com/ablypro
12410 Milestone Center Drive wecare@ablypro.com Twitter.com/ablypro
Suite 600

Germantown. MD 20876 Linkedin.com/company/ablypro
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