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20 min session + 10 min Q&A
Pre-recorded presentation & live Q&A
This webinar is also being recorded
Webinar will be available on demand

Ask questions anytime via the Q&A box
at at the bottom of the screen, and we’ll
discuss it in the Q&A session at the end
or follow up with you via email



e Recap

Today’'s agenda e FAQ Analytics
> Overview

> FAQ performance

How to assess which FAQs are performing better

> FAQ effectiveness

Measure FAQ effectiveness, which needs to be updated, are
helpful or not to the users

> Segmenting FAQs

How to filter FAQs by Apps, platforms and languages

> Best practices
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Today's agenda
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e Agent Analytics

>

Overview

Agents performance

How to assess agents performance using key metrics

Agents - team level analytics

Comparing different team performance metrics

Agent trends

Based on CSAT and other performance metrics

Agent/team workload distribution

Best Practices



Recap - Implementing Power BI

Requirement:

e Power Bl feature needs to be enabled with Helpshift

e A Power Bl Pro account

Implementation steps:
e Adding template apps:
o Power Bl Analytics in the dashboard
o Link to “Sign up for Power BI”

o Select & connect your data to the template

Resource: here
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https://support.helpshift.com/kb/article/how-do-i-install-helpshift-template-apps-in-power-bi/

Recap - Power Bl Template Apps

e Support Analytics
o CSAT, issue automation metrics, TTFR, Human TTFR, TTR, Holding time etc

( N\

e | FAQ Analytics

o FAQ views and searches, deflections, FAQ search terms, etc.

e | Agent Analytics

o Trends (activity), all agents, performance metrics
. J

e Bots Analytics

o Custom Bots times and transitions, QuickSearch Bot FAQs, etc.
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FAQ Analytics
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FAQ Analytics- Views & Searches

Metrics to look for:

- FAQ views by language
- FAQ searches

- FAQ relevance (likes)

- %MAU viewing FAQs

Filters to leverage:

- App/Game
- Platform

- Language

-  FAQ section
- FAQ title(s)
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FAQ Views & Searches
On SDKs only

Date

17-03-2020  15-04-2020

—_—
App

All N
Platform

All v

Device Language

All Ve
Doesn't apply to %MAU that
viewed FAQs

Below filters don't apply to FAQ
Searches and % MAU that
viewed FAQs

FAQ Section

All v
FAQ Title

All v

FAQ Views

155

FAQ views

FAQs' Likes (%)

FAQ Searches % MAU that viewed FAQs (last month)

1,829 169 %

FAQ views by Device Language

FAQ searches

22 Ma

Metrics are only shown in Coordinated Universal Time (UTC-00:00)
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How do | See Specific FAQ(s) and Deflection
Associated?

A Total Issues created % Issues w/o prior FAQ Views Successful Deflections Failed Deflections ®
Deflections hel Shlft
On SDKs only 7 86 % 22 1 P
Filt
neers Date % lssues created without prior FAQ Views Successful & Failed Deflections
17-03-2020  15-04-2020 100% @ Successful Deflections @Failed Deflections @ % of Failed Deflections
S f | d f i I d 100 %
- uccesstul an alie ' : ;
M App 50% 5 §
etlections , fox &
All v 3
b
] ®
- Deflection (%) by FAQ Platform n(!‘iiMm 07 Apr 14 Apr ' 22 Mar 29 Mar 05 Apr 12 Apr 0%
All M . . . " "
. Lower percentages are better. Making your FAQs more discoverable will Lower percentages of Failed Deflections are better. Improve your FAQs to
SeCtI O nS improve this. lower this.
Device Language
All il Deflections (%) by FAQ sections Deflections (%) by Device Language
. .
= D efl e Ctl O n (%) by d eV I Ce @5uccessful Deflections @ Failed Deflections @ Successful Deflections @ Failed Deflections
| Below fiters do not apply to secon 10 B
anguage headiine merics and lsues w/o | Seion
prior FAQ Views secton 2
FAQ Section
FAQ Title § 5
0% 50% 00 0 50% 100¢
All M
Metrics are only shown in Coordinated Universal Time (UTC-00:00)
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FAQ Analytics- Search Terms & Lists

Best Practices:

H M /1 FAQ Vi S ful Deflecti Failed Deflecti 8
- Leverage th|s report' |f |nd|V|dua| G Q Views uccessful Deflections ailed Deflections helPShlft
. 155 22 1
FAQ performance and metrics are
Percentage  Successful Failed % of Failed "
to be analyzed
12:05:2020,[[115.04:2020 FAQ Title 38 Section 1 10 0 0 8 0 0% 4/8/2020 10:04:47
_ No O.I.' lees _ to determ'ne I.F an FAQ Title 23 Section 20 9 1 1 50% 5 1 17%  3/24/2020 10:04:4
. App FAQTitle 40 Section 33 8 o 0 8 0 0% 4/10/2020 10:04:4
FAQ IS helpful to the end users or Al O FAQ Title 17 Section § 701 1 50% 4 0 0% 3/18/2020 10:04:4
d d f FAQ Title 18 Section 15 7 0 100 % 7 0 0% 3/19/2020 10:04:4
n e e S u p ate ! I n Ot Platform FAQ Title 2 Section 32 7 1 0 100 % 5 0 0% 3/3/2020 10:04:47
. . . Al v FAQ Title 45 Section 34 7 1 67% 5 0 0% 4/15/2020 10:04:4
- Less no. of Views metnc help f|gure ) FAQ Title 10 Section 10 6 1 0 100 % 5 1 17%  3/11/2020 10:04:4
.f FAQ o e | Device Language FAQ Title 15 Section 16 6 2 0 100% 3 0 0% 3/16/2020 10:04:4
OUt ITan IS Irre evant All i FAQ Title 19 Section 18 6 0 0 3 0 0%  3/20/2020 10:04:4
FAQ Title 28 Section 25 6 0 0 6 0 0%  3/29/2020 10:04:4
- Cons|der Successful and falled el s oo FAQ Title 3 Section 32 4 1 0 100 % 2 0 0%  3/4/2020 10:04:47
d ﬂ . h e e . Deflection metrics in the FAQ Title 37 Section 31 4 2 0 100 % 2 0 0% 4/7/2020 10:04:47
eflection when optimizing FAQs _ Secton 4 ‘o o « o ox wmeworow
£4Q Section FAQ Title 29 Section 26 3 o0 0 3 0 0% 3/30/2020 10:04:4
. All v
FAQ Title 34 Section 37 31 0 100 % 2 0 0%  4/4/2020 10:04:47
- I FAQ last updated is more than a :
FAGT FAQ Title 44 Section 34 3 0 0 3 0 0% 4/14/2020 10:04:4
. itle
few months old, consider regular " : 0 u 2 0 on oo
All v ]
. <
updating of such FAQs for better
Metrics are only shown in Coordinated Universal Time (UTC-00:00)

search and relevant FAQ results.
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What are a Few Most Common Search Terms in

FAQs?

- FAQ searches distribution
data chart
- FAQ search terms

Use case: Search terms with no results
can be used to keep FAQs up to date
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FAQ Search Terms
On SDKs only

Date

23-02-2020  16-04-2020

App

All W
Platform

All M
Language

All M

FAQ Searches Successful Searches Searches with No Results Searches with No Clicks

helpshi
906 646 53 207 P ft

FAQ Searches Distribution All Search Terms (Last 15 Days)

blgger
Restore

proﬁle Change
All FAQ Search Terms (Last 15 Days) p
unday February 23, 2020 bigger fonts. g O Id CO I n

fonts

Sunday, February 23, 2020

Sunday, February 23,2020 gold
Sunday, February 23,2020 how

Sunday, February 23,2020 ot working
Sunday, February 23,2020 Restore
Monday, February 24,2020 bigger font:
Monday, February 24,2020 Change profil

Metrics are only shown in Coordinated Universal Time (UTC-00:00)




Agent Analytics
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Agent Analytics- Difference between online hours and

available hours

Other metrics to look at:

Issue assigns
- lIssue resolved
- Agent specific metric
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Trends
(Activity)

Date

27-08-2020  03-09-2020

Team
All v
Agent
All M

Tip: You can drill-down
each visual using the (||)
icon to see Half-hourly and
Weekly trends

Online Agents Online Hours Available Hours Outbound Messages Issue Assigns Issue Resolves
5 253.96 214.16 7,486 3,250 1,352
Online Agents Online Hours & Available Hours

"N o @Total Online Hours @Total Available Hours
Date Date
Issue Assigns & Issue Resolves

Outbound Messages

@ issue Assigns @ Issues Resolved

Date

Date ¥ Week Number Agent Team  Total Online Hours Total Available Hours Issue Assigns Issue Touches Avg Iss
Thursday, September 3, 2020 36 *Bot: User Query Bot* Team2
Thursday, September 3, 2020 36 Aiden Team?2
Thursday, September 3, 202036 Alexander Team2 ]




Agent Analytics - Detailed Individual Metrics

Date ¥ Week Number Agent Team Total Online Hours  Total Available Hours Issue Assigns Issue Touches Avg Issue Touches per Online Hour Issues Resolved  Avg Issue Resolves per Online Hour
Friday, December 10, 2021 50 Abhishek Team shalini-demo 0.52 0.52 0 0 0.00 1] 0.00
Friday, December 10, 2021 50 keri 0.00 0.00 0 0 0.00 0 0.00
Friday, December 10, 2021 50 Kiley Williams Team shalini-demo 0.00 0.00 0 0 0.00 0 0.00

Outbound Messages Avg TTFR (in hrs) Avg TTFR (in mins) Avg TTFR (in secs) Avg TTER (in hrs) Avg TTER (in mins) Avg TTER (in secs) Avg TTR (in hrs) Avg TTR (in mins) Avg TTR (in secs) Avg CSAT

FCR Rate Accepted Resolutions Rejected Resolutions

0 0.00 0.00
0 0.00 0.00
0 0.00 0.00

0.00
0.00
0.00

0.00 0.00
0.00 0.00
0.00 0.00

0.00
0.00
0.00

0.00
0.00
0.00

0.00
0.00
0.00

0.00 0.00
0.00 0.00
0.00 0.00

0.00 %
0.00 %
0.00 %

0
0
0

0
0
0

Avg TTER (in mins)

Avg TTER (in secs) Avg TTER (in hrs) Avg TTER (in mins)

Avg TTER (in secs) Avg TTR (in hrs) Avg TTR (in mins) Avg TTR (in secs)

Avg CSAT  FCR Rate

Accepted Resolutions  Rejected Resolutions  Accepted Resolutions Reopen Rate

0.00
0.00
0.00
0.00
0.00

0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00

0.00
0.00
0.00
0.00
0.00

0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00

0.00
0.00
0.00
0.00
0.00

0.00
0.00
0.00
0.00
0.00

0.00
0.00
0.00
0.00
0.00

0.00 %
0.00 %
0.00 %
0.00 %
0.00 %

0

o & o &

0

o ©o o o©o

0

o o o o

0.00 %
0.00 %
0.00 %
0.00 %
0.00 %

helpshift

Key Takeaways:

- This table gives the complete summary of the individual agent performance and support metrics
Look out of difference in online and available hours. If the difference is significant - of one or many agents, it
might be affecting the entire teams performance.

- Leverage Agent’s holding time metrics to understand individual and team performance.
Reopen rate and Accepted solution is subject to usage. If you/admin has opted out of reopening and

accepting the solution feedback, this metric would be O.




Agent Analytics- How to figure out which agents are
contributing most towards SLAs

Filters:

- Choose team/Agent

Metrics:

- Avg TTFR

- Avg CSAT

- Acceptance rate

- Reopen rate (if
applicable)

helpshift

Avg. TTFR (hrs) Avg. CSAT Acceptance Rate Reopen Rate
Trends 3 9 3 il
(Performanca ) 2.69 425 100.00 % 0.00 %
Avg. Time to First Response (TTFR) in hours Avg. CSAT
Date
27-08-2020  03-09-2020
| | W
Team
All b §
Agent
All R Acceptance Rate Reopen Rate
mins) Avg TTER (in secs) Avg TTR (in hrs) Avg TTR (in mins) Avg TTR (in secs) Avg CSAT FCR Rate Accepted Resolutions Rejected Resolutions Accepted »
Tip: You can drill-down
each visual using the (| 1)
icon to see Half-hourly and
Weekly trends
15




Agent Analytics- Comparing with team

Best Practices:

- Leverage individual/team
performance with overall
team performance.

- Recommended to measure
individual agent’s as
compared to the team

- Important metrics to
consider:
- Total available hours
- Issue assign
- Issue resolves
- Individual CSAT wrt team
- FCR rate

helpshift

Compare with Team

Date
27-08-2020  03-09-2020

Team

All Vv
Agent

All b

Tip: You can drill-down
each visual using the (|])
icon to see Half-hourly and
Weekly trends

ACTIVITY

Total Online Hours

253.96

Selected Team's Average

50.79

SUPPORT QUALITY

Acceptance Rate

100.00 %

Selected Team's Average

100.00%

EFFICIENCY

FCR Rate

6.14 %

Selected Team's Average

6.14%

Issue Assigns

32580

Selected Team's Average

650.00

Reopen Rate

0.00 %

Selected Team's Average

0.00%

Outbound Resp. per Resolved Issue

9.54

Selected Team's Average

5.54

All dates/times in UTC-07:00 Pacific Daylight Time

25%
4 B 2 5 50%
. 25%
Selected Team's Average

Avg. Time to First Resp. (hrs)

helpshift

Outbound Messages Issue Resolves

7,486 1394

Selected Team's Average Selected Team's Average

1.497.20 270.40

Avg. CSAT No. of Issues by CSAT ratings

4.25 @1 (CSAT) @2 (CSAT) @3 (CSAT) @4 (CSAT) @5 (CSAT

Avg. Time to Resolve (hrs)

2.69 36.84

Selected Team's Average Selected Team's Average

2.69 36.84




Agent Analytics- Agent/team workload analysis

Agent Workload
M .
Best PraCtlceS. . Online with Assigned Issues Marked Available with Assigned Issues
. ate Time with assigned issues as a 9 9 8 5 % Team Average Time with assigned issues as a percentage 1 0 0 i 0 0 %
- M etncs to ana Iyze 27-08-2020  03-09-2020 percentage of agent online time. 99.85% of time agent is marked available for work. 100.00%
i 4 || Time online and with assignments % of online time with assignments Time available and with assignments % of Available Time Occupied

individual/team workload

analysis wrt other/all teams Team IIIIIIII IIIIIIII Illlilll IIIIIIII
All ]

- The metrics value in green Agent e ool s e el e it
. o . . @Hours Online @Total Time with open Issues. @ Hours Available @Hours wtih Assignments
represents individual/filtered a v
metrics and bIaCk represents Role Average Workload by Moment Work Ongoing or Resolved esves i
I Averages the number of active assigned Issues  Team Average Averages the number of active assigned issues o [erage,
th e OVG ra | | tea m S ave rag e All had issues at a point in time, per agent. 6 0 0 4 60.04 with rZsponses during a 30-minutegimerval, per 4 3 9 439

agent.

& 48 48
5

I .“ I
0

- Important metrics to » 0w s i
consider: 8 -
- Marked available with o o oo l l

H 1 each visual using the (1) 2 Sep hig 02 Sep
aSSIgned ISsues icon to see Half-hourly and o o -
_ W rk n Ta rr IV Weekly trends Avg. TTFR (mins)  Team Average Avg. CSAT Team Average
© o go g or réso ed 161.58 161.58 4.25 4.25
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Q&A
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