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FRESHWORKS ANALYTICS - USER GUIDE

About the Guide

Analytics is one of the most crucial features within Freshworks that helps
you to leverage data and make business-critical decisions across the
customer lifecycle.

The best part? Freshworks Analytics is not only fast and powerful, but
it is also a no-code platform that anyone can use without any coding or

querying.

This guide is to help new users get a glance at the features available,
which in turn can help with creating and managing reports to derive
insights.
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Metrics

Metrics are numbers
you will use as a base
for your charts.

Example: Total Tickets,
Number of Deals, Total
Contacts etc.

Filters

Filters help you with
narrowing down your
datasets based on
many parameters.

Types of Filters

Metric Filters
Widget Filters
Page Filters
Report Filters
Interactive Filters
Quick Filters

Freshworks | Analytics User Guide

Analytics Glossary

Widgets

Widgets are made up
of one or more metrics
put together in a single
block.

Types of Widgets

Text Widgets

Chart Widgets

Image Widgets
Interactive Filter Widgets

Here are few terms that we commonly use in the context of Freshworks Analytics.

Reports

Reports is the page where
you can analyze your
data.

A Report is made up of
one or more Widgets.

There are two types of
Reports: Custom Reports
and Curated Reports.

Homepage

Homepage is where
you will access all your
reports from.

This is where you will
find Curated and Custom
Reports.

You can also delete a
report, mark them as
favorites, and access
recent reports from the
homepage.



ABCs of Freshworks Analytics

While we pride in providing an offering that is vast and comprehensive, as a new user,
it might be daunting at first glance. To make it easy for you to get up to speed, we have
identified five critical pillars within analytics that cover the most important features you
should know about.

E Create / Customize

Reports, Widgets, Metrics & Attributes Charts, Images

c Slice & Dice / Share

Metric Filters, Widget Filters, Page Report Sharing, Data Exports,
Filters, Interactive Filters, Quick Filters, Report Exports, Report Schedules,
Drill Downs, Underlying Data Presentation Mode

c Access

No-Code Reporting, Mobile Analytics, Freddy - the Al buddy
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Create

A. Reports
There are two types of reports in Freshworks Analytics primarily:-

0 Curated Reports o Custom Reports

Curated Reports are pre-built, readily available reports that have been created by the
domain experts and can be used right away. Custom Reports, on the other hand, are
reports that you choose to create based on your business needs.

One thing to keep in mind when using reports is, in a Custom report, you can either add
widgets or edit them. In a Curated report, you can only view them and not make any
modifications to them. You can, of course, clone a curated report and make any edits you'd
like in the cloned version.

Curated Reports Custom Reports

Pre-built, readily available Have to be built from scratch
Cannot add or delete metrics Can add or delete metrics

Same report for users across the team Visibility based on the report type
Visible to everyone Available as per the pricing plans

Available across plans

An important distinction between the two is, Curated Reports are visible to users across
your team, Custom Reports have three visibility options that you can choose at the time of
creating a report:

o Private e Owned e Shared

Private Reports - Reports created by you and not shared with anyone.
Owned Reports - Reports created by you and shared with others.
Shared Reports - Reports created by someone else and shared with you.
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Creating a Report

‘gmm'@

Analytics Q Search Help Center New Report
1% Recent Recent reports Sort by: Name v
{} Favorites

Report name Created by Created date Last Modified by Last modified date

(e Al reports

Email Campaign Reports = Curated System 03/10/2022 - 20/02/2023
98 Curated Reports
(&) Private reports g Acme - Sales Reports Jane Cooper 16/08/2022 Marvin McKinney 16/02/2023
88 Shared reports
E-Commerce Journey Email Reports = Curated System 28/10/2022 - 28/01/2023
& Owned reports
¥y  Australia- Q4 Courtney Henry 07/05/2022 Floyd Miles 07/01/2023
7 E-Commerce Email Campaign Reports = Curated System 18/09/2021 - 18/09/2022
E-Commerce Marketing Journey Reports Curated System 12/086/2021 e 12/086/2022
7 E-Commerce SMS Campaign Reports = Curated System 12/06/2021 - 12/06/2022
P E-Commerce WhatsApp Campaign Re.. Curated System 07/05/2021 - 07/05/2022
@] Trash w7 North America - Q1 Floyd Miles 07/05/2021 Jane Cooper 07/05/2022
@ Settings > 7 North America - Q2 Jenny Wilson 07/05/2021 Dianne Russell 07/05/2022

Homepage is the basecamp for all things Analytics. The top right corner of the Home Page
contains the ‘New Report’ button, which takes you to the Reports page.

In the top left, you have ‘Recent’ which shows all the recent reports you opened.

Below, you have Favorites, which are important widgets and reports you want to easily
keep track of.

In the section right after that, you can find all your reports neatly categorized as All,
Curated, Owned, Shared with me.

At the bottom left is the Settings icon, where you can set up schedules, export data, or
create custom metrics and attributes.

Right above Settings is ‘Trash’ where your reports are moved into when you delete them.
You can delete a report from the Report page or the Analytics homepage. To delete a
report from the homepage, click on the three dots symbol next to the report you want to
delete and select ‘Remove’. All the deleted reports are moved to ‘Trash’ from where they
can either be retrieved or permanently deleted. If no action is taken, the reports are deleted
after 180 days in the trash folder.
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Custom Reports

= Analytics > Untitled Report ~

Total Tickets
1243 469

Unresolved Tickets
4339 412162

Reopened Tickets
520 v 1.4%

Resolution Time in hrs
15d 19h 51m 36s 236

Total Tickets grouped by Source, Agent Timezone

Agent Timezone

Customer Reply Count

Tickets within Resolution SLA

Total tickets grouped by Status

Total tickets

Status

Total Tickets grouped by Priority

Q v o 0 @ |

B nawioes | © & | oicwd
CHART CONFIGURE X

Total Tickets grouped by Priority &

2 < [

METRICS ©

v Total Tickets

Metric
Tickets ~  Total v

from Tickets

O filter

@ metric

GROUP BY @

Priority @

@ group by

When building a custom report, you can use the options on the right to edit your report.

Note: You have to click on the ‘Edit’ button to start editing

You can:

e Add widgets by clicking on the ‘Add Widgets' button

e Click on ‘Configure’ icon to change your report layout, orientation, etc

® Add Filters by clicking on the ‘Filter’ icon

® Customize styling options by clicking on the ‘Palette’ icon
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B. Widgets

When adding widgets to your reports, you can either choose them from ‘Gallery’ (contains
popular widgets, templates and custom gallery) or build from scratch with metrics and
attributes of your choice using the chart widgets.

ADD WIDGETS X

O Gallery
a One-stop shop for pre-built widaets

CREATE FROM SCRATCH

|]|][] Chart

Visualize your data
E. Interactive Filter
v Slice and dice your data on the fly

s_n Text

—=a Add context to your report

@ Image
Add logos, animated GIFs & pictures

Building Widgets from scratch

Chart

Charts are the most popular widgets in Analytics - you can add multiple metrics to a Chart
and visualize the data however you'd like - bar chart, horizontal bar chart, line chart, donut
chart, summary table, pie chart, matrix, bubble, heatmap, or tabular.

There are three components to every chart widget:

a Metrics g Filters e Group By
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° Metrics

Metrics are categorized by module (for example, the ‘Ticket’ module contains all the
metrics related to tickets)

CHART CONFIGURE X

Untitled widget &
METRICS @

~ Total Deals

Metric

Contacts ~ | Total ~

DEALS

€ # Daysin Stage

# Deal score

# Expected deal value
€ % pealamount

Deals
SALES EMAILS

Sales emails

o Filters

Filters are one of the most commonly used Analytics features to get a more nuanced
look of the data.. A filter component can either be a date (calendar icon), a text (font
icon), or simply a number (# icon).

Q- f;

= Analytics > Acme - Sales Reports ~ (¥ Add Widgets ® & Discard
& Amountby stage % D Pie-Dount v i FILTERS x| =
v WIDGET FILTERS @

Basic Filter v (@) (%]

| =]
# Handing Time

5 ingest_date

4

T Agent
# Ticket Id
. plied
® Won - 250 - 66.66% T Charge Type
Lost - 80 - 21.33% =
Applied

& Negotiation - 30 - 8.00% B Clocked Date
Under R...-15- 4.00%

» Show underlying data
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Examples of Filters

Text:

= Analytics > Tucci Support Staff Analytics ~

< Tickets grouped by priority

4

» Show underlying data

J Dount

® low, 583 - 78.5%
Medium, 77 - 10.4%

® high, 46 - 6.2%
urgent, 37 - 5%

Q vwy O @@

@ Add Widget ® &

WIDGET FILTERS

Basic Filter v ©

Match Al Filters
City Includes NYC  Paris
City Contains City

@ filter

Rank Order ©®

© Rank Order

Apply

v
@

® |[f you're filtering your dataset for both NYC and Paris, you will use City includes NYC, Paris.

® |[f you're filtering your dataset for a list of all cities that include the word ‘city, you'd use
contains: New York City, Vatican City, Mexico City etc.

Freshworks | Analytics User Guide
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Examples of Filters

Date:

Q vy O O @

= Analytics > Tucci Support Staff Analytics ~ @ Add Widget ® & Discard
WIDGET FILTERS =
< Tickets grouped by priority ,) Dount ~
Basic Filter v ©
i %
Match All v Filters
s @
Created Date on Last Month ©
Resolved Date inthe last 30 days €]

4

© filter

Rank Order ®

© Rank Order

@ low, 583 - 78.5%
Medium, 77 - 10.4%

@ high, 46 - 6.2%
urgent, 37 - 5%

» Show underlying data

® When you use last month, Analytics will take it to be calendar month i.e August?
if you're in September.

® When you use 30 days, Analytics will take it as the last 30 days from today i.e if today is
Oct 30: Oct 1 to Oct 30.
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Examples of Filters

Number:

FILTERS %

Backlog Tickets by Priarity

w WEDGET FILTERS
Badie filwrs = O
Mach &LL = Tillars

:l. : I Agael Raply Couni  less than 5 M

3 ERE
Agent Raply Count  not aqual te 2 ki

@ filker

e |f your ‘Agent Reply Count’ is less than 5, Analytics will filter all tickets where the agent
reply was less than 5.

® |f your ‘Agent Reply Count’ not equal to 2, is less than 5, Analytics will filter all agent reply
counts except for ones with 2 replies.

e Group by:

As the name suggests, ‘Group By’ allows you to summarize rows of data with
attributes of same value into groups. For example, like Priority or Region.

GROUPBY @
Enter or Select =]

Deal Pipeline
Updated by
Web Form
Account Name
Product

Deal Stage

H H A A3 343 -

Territory

OREE EV

® Like filters, they also have Text, Date, and Number components.

Freshworks | Analytics User Guide
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Examples of Group by

® A 'Group By’ based on priority will return all tickets with low, medium, and high priorities.

Note: The visualization options available for a particular Chart depends on the kind of metric
you are adding, and not all options may be available for every metric.

Interactive Filter Widget

Add Widgets @

FILTER CONFIGURE

Title &

CONFIGURE

Choose Filter

T Source

Display Type

.

[—Tv] P —

Dropdown List

v Advanced Options

New v O @ e
x

3%
Page Filter =
¢ @

Tabs

[J Select one option at a time

[J Enable Search

Select Default Value(s) @

Interactive Filters are page level, report level filters that help you narrow down and focus on a

specific subset of data.

Rather than having to modify a filter setting or set up new filters from scratch every time you
want to view a specific date range, Interactive Filters allow you to do the same in a single
click for a single page or across multiple pages of a report.

Freshworks | Analytics User Guide
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Text Widget

.gmo’@:\

= Analytics > Acme - Sales Reports ¥ [® Add Widgets (6] & Discard
TEXT CONFIGURE x
Total Deals Total Quota achieved Quota Target Achieved Revenue Average Sales Cycle Deals Lost Title & @
40 50 55 ¥ 9.1% 375 a273.18% 5d 17h 5m 36s 12 i
FONT
@
Amount by stage Closed MRR by region Agents - US & APMEA Famity Size Colox
200 1. Glenn Maxwell Lato v 18 v
372 2. Travis Head
. 3. Usman Khawaja style Highlight
‘ _ Y oo 4. M Labuschagne
W Won - 250 - BB.66% B T U x [
275 L
g Align
100 = = = =
0
APMEA
stage PADDING
Top Bottom  Left Right
Top accounts by region Leads per channel

Region

Account

Text Widgets are a simple and efficient way to give more context to your reports. They can
be used to add more details to a particular chart or like a summary for the report. They can
even be styled with different fonts, colors and sizes to suit the need.

Image Widget

Request Demo Get started [ New ~ Q g @ gu. a |

= Analytics > Support Overview ~ (® Add widgets @ & Discard
IMAGE CONFIGURE x
Total Tickets Tickets Resolved Tickets reopenend Unresolved Tickets Resolution Time Resolution SLA Title & @
25465 15156 1056 v 0.9% 10309 & 1.42% 2d 5h 3m 95% 4 10% v
IMAGE
@
e
Total Tickets grouped by Priority Total tickets grouped by Status Upload
20000 (& Hendrix Corp.png
15156
‘ 15000 LEER
Fit Width v
£10000
25465 2 Horizontal Align Vertical Align
£ 5000
0
Cpen Closed
Status
Total Tickets grouped by Source, Agent Timezone Total Tickets grouped by Priority, Resolved Date
200 2000
g Inda
§ 2
H £ s00 . ® Low
£ 50 2 High
ER R [ ] Medium
- Iy T Urgent
100
500 *
us
.
0 o
Phone Portal Emall Chat Twitter Sun Mon  Tue  Wed Thu  Fri Sat |
Source Resolved Date A

Image widgets can be a vivid addition to your reports. The jpegs can also be your brand

logos to make your reports look more personalised. You can infact use GIFs to make your
reports interactive.
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C. Custom Metrics and Custom Attributes

While Freshworks Analytics has an exhaustive and ever-growing list of metrics, each
business may still need metrics and attributes that are unique to their needs.

Custom Metrics can be created by using a combination of metrics with different functions
and operators.

For example:

A support agent may want to track a metric like “Total Replies” which would be a
combination of both “Agent Replies” and “Customer Replies”. He can now create a custom
metric, on his own, by using operators as follows:

Total Replies = Agent reply count + Customer Reply count

Custom Attributes can help with customizing how you want to view or group your data.

For example:
To determine the total ticket resolution time, you can create a custom attribute as follows:

DATEDIFF_DAYS(Created date,Resolved date)

There is also a preview window available on the right side that validates the syntax and
returns values if its right. These custom metrics and attributes can then be used across
chart widgets as needed.

pa
7| aQ rnvv o 0 @
Analytics Home > Settings > Custom Metrics ®
=
® New Metric
Name * .
m Preview
i Ticket Changes Custom metric result
(0} Description (Ot
. Sum :
Module * 13936
Tickets e Total reply count
Default Date Dimension ®
Created date ~ ) Refresh
Basic filters v @
© Filter
Formula* @ Insert @

1 SUM ( Child Ticket Count ) + Tickets Created Fields  Functions  Opreators

’x TOTAL
£ Q seoreh columne

# Child Ticket Count

# Public Ticket Count

# Agent Reply Count

# Total Quantity

# Tickets Reopened

# Customer Reply Count
# Resolution Time in Bhrs

Check Syntax # Agent Reassign Count

Note: #; Custom formulas, #5 System defined aggregate metrics fields
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Things to keep in mind when creating reports

To give you powerful reporting capabilities without compromising on the smooth
experience, Freshworks Analytics follows certain certain limits that you should be
aware of.

You can add a maximum of 4 Metrics per Widget, 33 Widgets per page, and 10 Pages

per Report.

Date Range Dimensions

FILTERS X

PAGE FILTERS

Date Range @
between

31 Dec, 2019 13:30:00 - 31 Dec, 2020 13:30:00

Apply to all metrics in this page Info >

Date Range Dimensions are filters that are enabled by default when you create reports
in Analytics.

Why do we apply this by default?

As you company grows, you will have large volumes of data to analyze, most of which
might just be historical data and not relevant right now. The date range filter narrows
down the data to just the past year so your reports are a lot more contextual. You can
always go ahead and change the filters to view older data.

Freshworks | Analytics User Guide
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Customize

Freshworks Analytics offers you a range of customizing capabilities that give you the
flexibility to change the look and feel of the reports, according to your preference.

Request Demo Get started [F New v Q Q‘ @ E,'.'U '

= Analytics > Support Overview ~ Add Widgets ® & Discard
N STYLING
€ Total tickets grouped by Day ¢ Il Bar Chart ~
CHART COLOR
8000 Chart Text Line
6751
CONDITIONAL FORMATTING
6000 © Metric O Group-by
5642 .
Condition Value
” Greater than ~ | 5000 L &)
2 4231
= @ Coni COLOR PICKER
= 4000
]
5 3638
F WIDGE1
3218 Opacity
— b]
2000
Backgre
—— e -
876 1109 e
3967F0 100 100 100 100
Border
Hex R <] B8 A
o Calor
Sunday Monday Tuesday Wednesday Thursday Friday Saturday DEFAULT L
Day of the Week SESEEESEEEEDR

WIDGE
Color

Your customizing options include:-
Layout:
Select a custom layout or choose from the available configurations (16:9, 21:9, 4:3, 3:2, 1:1)

Display Mode:
Choose display modes like portrait or landscape to suit your widget types.

Colors:
Paint the reports in your favorite colors from the color gradients or even choose based on
their Hex code.

Background:
Differentiate or highlight widgets by applying background colors of choice.

Opacity:
Make widgets transparent or opaque or anything in between using the opacity slider.

Borders:
Customize borders by choosing colors, position, radius, and weight.

Color Palette:
The color palette allows you to re-arrange the order of colors for charts or even add new ones
using Hex codes.
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Conditional Formatting:

Conditional formatting allows you to create conditinal criteria and thereby customize
the colors of your charts based on them. This can applied to either metric or group-by

values.

Request Demo

= Analytics > Support Overview ~

4 Total tickets grouped by Day 77 |ln BarChart ~
8000
6751
6000
5642
2 4231
=
]
= 4000
3 3638
2
3218
2000
876 1109
0 - -
Sunday Monday Tuesday Wednesday Thursday Friday Saturday

Day of the Week

Freshworks | Analytics User Guide

[ Add Widgets @ & Discard
STYLING
CHART COLOR
Chart Text Line

CONDITIONAL FORMATTING
O Metric © Group-by

Value

Get started B New ~ QO @« ‘

Tuesday vl e

© Condition

WIDGET STYLING

Opacity
O 100
Background
Border
Calor Position Radius Weight
v 0 v 1 ~
WIDGET INFO

Color
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Slice and Dice

One of the distinctive offerings of Freshworks Analytics is its extensive filtering

capabilities that help in getting a view of the data, to the most granular degree possible.

Types of Filters:

0 Metric Filters

° Report Filters

e Widget Filters

e Interactive Filters

o Underlying Data

Metric filters can be applied to any metric within a widget. Each filter criteria is
defined by functions or operators specific to that criteria. You can apply multiple
filters for a single metric.

Freshworks | Analytics User Guide

CHART CONFIGURE

Total Ticket grouped by priority &

METRICS @

v Total Tickets

Metric

Handing Time v Sum v

from Tickets

Date Range Dimension is Created_at

Tickets Id | (=]

© filter equal

greater than

© metric
less than
greater than or equal to

GROUP BY @

less than or equal to
© group by

not equal to

between

It

2 <«

22



e Widget Filters

Widget filters are filters that can be applied across all metrics of a widget.
There are 2 types of widget filters:

A. Basic Filters

Any number of basic filters can be applied per widget and depending on the data
filtration conditions, “all” or “any” option can be applied.

B. Advanced Filters

Filters for a granular set of data can be applied by combining the criteria set in 2 or
more basic filters

FILTERS x =
v WIDGET FILTERS @
Basic Filter » (@ (7]

Ticket equal |

@ Filter

Rank Order (D
@ add

» PAGEFILTERS Applied

» REPORT FILTERS Applied

Freshworks | Analytics User Guide



e Page Filters

Page filters are exactly like Report filters but applied to the particular page where
you create the filter.

Filters X ©

PAGE FILTERS
Date Range ®

between

12 Jan, 2023 13:30:00 - 16 Apr, 2023 13:30:00

(] Apply to all metrics in this page Info v

Apply

Freshworks | Analytics User Guide



o Report Filters
You can also use a Report Filter as an interactive filter by simply clicking on the

‘+’ icon next to the Report filter.

FILTERS X

> WIDGET FILTERS Applied

» PAGE FILTERS Applied

> REPORT FILTERS

Basic Filter = (i)
Match All = filters

P

Agent is anything =
Change Type is anything @

)
&9 Filter

Date Range (O

& date range

Freshworks | Analytics User Guide



e Interactive Filter

Filters can also be applied in the form of interactive widgets and data can be filtered
across the page or even across multiple pages of a report.

There are 5 types of interactive widgets available in the form of List, Drop-down,
Button, Slider and Toggle.

Note: A report filter can also be converted to an interactive filter

\ Status First Assigned Date
S Lliak

Freshworks | Analytics User Guide

Status: Open ™ 2015 2016 2017 2018 2019 2020 2021 2022 SLA Violation (D
Source Total Tickets
Chat Total Tickets Reopened Tickets Resolution time in calendar ...
Emall 2003 737 vso3% 2d 8h 50m 36s
Phone
Support B low, 2650- 78.5%
Medium, 300 - 10.4%
3234 '
Facebook B high, B0 - 6.2%
Others urgent, 204 - 5%
Calls Customer Reply Count Unresolved Tickets Mo of times reopened
B Ausgehend (Gr) 222 1839 «1en62% 389
Task Count Total Tickets grouped by Status Total tickets grouped by First Assigned Date of Month
P—————————— 400 200
o 5 372
o 5 300 & 150
@
Kl
229 =
200 2 100
- 2
Priority §
2
e
Very low s 100 S0
e
Low
0 a
Medium Open Closed o 10 15 20 25 30

26



o Quick Filters

Interact with widgets directly on the reports page using quick filters.

Note: Any filter can be converted to a quick filter by selecting the square icon on the
right (this will turn blue on selection).

FILTERS >

~ WIDGET FILTER
Basic Filter = (D)

Urgency is High B ©
© group by

Rank Order (i)
& add

» PAGE FILTER

» REPORT FILTER

Freshworks | Analytics User Guide
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o Drill Down

Drill-downs help you slice and dice your data as much as you want to help you find
insights in your reports.

e

~ Total Tickets grouped by Priority

Drill down: Low b4

Enter or Select

T Urgency

M First Response Time

T Item Category I
# Child Ticket Count

T Impact

™ Assigned Date

Apply

For example, say you are viewing how many support tickets you received for a particular
month by email source. Now you want to understand which agent had most email
conversations. You can further drill-down by, say, the ‘Last assigned date’ to get a better
idea of agent workload.

Freshworks | Analytics User Guide
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o Underlying Data

Underlying data helps you go from a bird eye view to a microscopic view of data. It
helps you understand and deduce the outcomes of the chart visualisations.

Showing underlying data for : Won P
Deal Stage D Company Name Deal amount Account Owner Territory

RE Won 15000516185 Acme Inc $80 Glenn Maxwell Asia
15000516239 Solaris $80 Glenn Maxwell Asia

_EI_‘ 5 15000516287 Strive $80 Glenn Maxwell Asia
15000516237 Hemley's $400 Glenn Maxwell Rest of Europe
15000516145 Cesar's $160 Marnus Labuschagne Rest of Europe
15000516120 Meza $100 Marnus Labuschagne Rest of Europe
15000516176 Liyod $160 Marnus Labuschagne Rest of Europe
15000516112 Sentinel $160 Marnus Labuschagne UK
15000516148 Bakely $100 Steve Smith UK
15000516109 Pristine $240 Steve Smith UK
15000516221 Taurus $400 Steve Smith us
15000516166 GrowSimthio $80 Travis Head us
15000516233 Simpli $80 Travis Head us
15000616191 Lava Al $240 Travis Head us
15000516132 Bartel $320 Travis Head us

< Previous n 2 3 4 5 6 7 8 9 10 M 12 13 Next > Showing 20 f page v

Note: The underlying data will always be in the form of a table.

Freshworks | Analytics User Guide
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Share

Collaboration is an integral part of team work and Freshworks Analytics offers multiple
features to seamlessly share data and insights across different stakeholders.

Report Sharing

0 Request Demo Get started [F New « Q Cf @ g] e

Sharing Report

Add Users

Can Edit ~

Enter or select
Group = Roles
ME
All User
t 300 Members Owner

Jacob Hubson
Jjacob.hubson@acme.com

Arlene McCoy
arlene.mccoy@acme.com

@ Guy Hawkins
guy.hawkins@acme com

Cameron Williamson
cameron.willimson@acme.com

Report Sharing allows you to share reports with individual users or even user groups. It
also gives the flexibility to customise user controls with view, edit or manage access to the
reports.

Note: Report sharing can only be done with users having access to Freshworks Analytics.

Freshworks | Analytics User Guide
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Report Exports

There are three levels of export in Freshworks Analytics. You can either export at a Report
level or at a Widget level - at a Report level, you can export the PDF of your report. At a
Widget level, you can export as PDF, CSV, or in tabular format.

In addition to this, there is also a master export option in the Settings page.

Request Demo Get started [ New v Q Q. @ gli @ ‘

Analytics Home > Settings > Data Export

New Data Export

Data Exports *

Ticket Changes

Description (Optional)

(GMT+05:30) Asia/Kolkata

Basic filters v ®

@ Filter

Total Tickets

Tag fields

Survey fields

Receive At

O APl O Email

ADILIDI

Here, you will have options to choose which fields from your report as well as whether you

A quick glance at how our team is doing!

Schedule

Monthly v
on At

1 v 01 v 20 v
Time Zone

Choose fields to export (Max 70 fields)

want to receive the file via an API or email.

The API URL will hold the link to the export file. Feeding this into your Bl tool will allow it to

automatically fetch data from Analytics.

Freshworks | Analytics User Guide

Data Exports

Tickets v

Apply

0 fields chosen v

[ Ticket ID (0 Customer interactions O Group [ Every response status

[J status [J First response status [J Due by Time [J Survey results

[J source [ Tags [J Closed time [J Product

[ Agent 3 skill [ Initial response time O Title

[J created time [J Subject [ First response time (in hrs) [J First response time (in hrs)
[J Resolved time [J Ppriority [J Agent interactions [ Agent interactions

[J Last update time [J Type [J Resolution status [J Resolution status

[J Every response status [J Product [ First response time (in hrs) [J Resolution status

[J survey results [ Title [J Agent interactions

0 fields chosen v

1fields chosen v
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Integrating Power Bl with Freshworks Analytics

Freshworks Analytics also offers integration with Power BI. To do this, log in to your Power
Bl Desktop and click onGet Data. From the Get Data window, selectWeb and click on
Connect.

=) < )
“ Home View  Modeling Help - DeepikaaR'S [}

Cut S| p— p—
[] ) | B2 Get Data L1k
Copy L =t | By
Paste Get Recent  Enter Edit R blish
Format Painter Data v |Sources~ Data Queries v web x All

Clipboard

External data
All

Online Services

[ Webtrends (Beta)

S Wweb

FIELDS

Other

FILTERS

P

DRILLTHROUGH

Keep all . off O—

Centified Connectors Drag driltiAcgbivfaitie heh
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In the From Web window, paste the Freshservice API URL in the URL field and click on OK.
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From Web

® Basic Advanced
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Go to Basic Auth. Here enter your Freshservice Username and Password.

El o View  Modeling Help
RMNE S ] I
| =4 AP |

Paste i Get Recent Enter  Edit  Refresh  New  New
Format Painter  pata~ Sources~ Data  Queries~ Page~ Visual

Clipboard External data

Web API

Organizational account
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Buttons From  From Manage Publish
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Insert Custom visuals Relationships Caleulations Share

VISUALIZATIONS

Access Web content

ps://shakthi.freshservice.com/api/v2/analytics/ex.. =
R

User name

fs.test12@gmail.com

Select which level to apply these settings to

https://shakthi.freshservice.com
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Schedules

o Request Demo Get started New ~ Q a C’;j @j e
Schedules - Widget + New Schedule
Performance Weekly Schedule Schedule Creator's report will be scheduled to all added x
(Unsaved) users (not based on every user's individual Roles & restrictions)

Not Configured yet
Schedule Name *

Performance Weekly Schedule

Repeats Every

Weekly v
At

08 v : 00 v
Time Zone

(GMT+05:30) Asia/Kolkata ~
Send To*

jayne webber@acme.com X

Subject *

Support Performance - Weekly Report

In addition to exporting reports, you can also set up schedules that will automatically send
reports at a set frequency, such as Daily, Weekly, or Monthly. The recipients will receive an
email of the report as a PDF which can be shared with even external users.

Note: Multiple schedules can be created for the same report for different distribution
frequecies and recipients.

Presentation mode

Total Tickets Ticket Resolved Ticket Reopened Unresolved Tickets Resolution Time Resolution SLA
25465 15156 1056 roex 10309 »1.42% 2d 5h 3m 95% «10%
Total Tickets grouped by Priority Total Tickets grouped by Status Total tickets grouped by First Assigned Date
20000 20000
16156
15000 15000
w 10300 “
B Low, 583 - 785% kS k]
W Medium, 77 - 10.4% £ 10000 £ 10000
25465 " ] k]
B High, 46 - 6.2% 2 2
Urgent, 37 - 5%
5000 5000
0 o®
Open Closed Sun Mon Tue Wed Thu Fri Sat
Status First Assigned Date
Total Tickets grouped by Source, Agent Timezone Total Tickets arouped bv Prioritv. Resolved Date
1. Helpdesk Overview
200 X
2. Agents Ticket Count
India 3. Agent Productivity
A e e aaan At a

Analytics also offers a convenient presentation mode to present your reports and insights
directly to your audience. The presentation mode offers flexibility to set timers and pause
or display a particular page of the report.
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Access

Mobile Analytics

Freshworks Analytics is also available on the go if you are someone who prefers to look at

your reports on mobile. You can access the Favorite Widgets in the mobile app.

Freddy - the Al buddy

=
é E?};} Show me total tickets grouped by priority ASK Learn more

Showing results for: Total Tickets grouped by Priority

4

@ low, 583 - 78.5%
Medium, 77 - 10.4%

@ high, 46 - 6.2%
urgent, 37 - 5%

Freshworks Analytics also offers Al-powered capabilities through Freddy, for effortless
insight management.

Freddy Al can convert simple text commands to charts using its state-of-the-art NLP
technology.

Not only showing the present data, Freddy Al can also predict future trends of certain

metrics like Ticket Volume, Average Resolution Time, First Response Time through
Forecasting etc.
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Help Center:

If you are new to Freshworks Analytics or need a refresher incase you are stuck anywhere,
do check out our Help Center on the Analytics Homepage. It has a comprehensive list of
video tutorials, interactive product tours, data dictionary, support articles and FAQs.

Help Center gf What'sNew X

Q_ Search

@ Video Tutorials
Learn fundamentals of Freshworks
Analytics with videos on feature usage.

Interactive Tours

Create reports using step-by-step
tutorials.

E- Data Dictionary
p Discover various fields and its
descriptions.

Support Articles
Find detailed solutions to your queries on
Analytics capabilities.

B

FAQs
0

Access the collection of answers to
frequently asked questions.

Contact support
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Video Tutorials
Video Tutorials are short videos to assist in understanding the how-to aspects of
Analytics.

Interactive Tours
Interactive tours are step-by-step walkthroughs to get a guided experience of Analytics
capabilities.

Data Dictionary
Data Dictionary is a repository of metric definitions that are used within Freshworks
Analytics, with examples to illustrate their usage.

Support Articles
Support Articles are comprehensive documents that detail various Analytics features and
give a deep-dive of their usage.

FAQs
FAQs is a repository of the most frequently asked questions by Freshworks Analytics
users.

For any feedback, support or questions about the user guide, feel free to drop us a note on
neo-pmms@freshworks.com
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