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about Talkdesk Explore with the following actions:
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e Explore the Landing Page
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e Research Default Reports and Dashboards <
e Running Reports (Based on your metrics)

e EXxplore Report Filters ;
e Scheduling Reports ° orm - ©

e Persist filters
e Sending Reports P
e Downloading Reports =
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Exploring the Landing Page

Available =
< 00:07:41 v @ = |

Explore 2
67 items = Alltypes A Q Scheduled only 3 Table options

v Alltypes
Name « Type Schedules
Default dashboards

To access Explore, on the left panel, click the

Explore icon [1].

Account Breakdown Report Default reports 0

Default reports . . .
) THis brings you to the Landing Page. From here,
Activity Report Default reports My dashboards 0
Agent Contacts' Volumes and Durations Default dashboards My reports

° you can click on the report needed or you can click

Reports shared with me
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P : All types and select your report type (Default, My
</> Agents Breakdown Report Default reports Default 0
Agents Inbound Dispositions Report Default reports Default 0 D a S h b O a rd S & Re p O rtS O r Re p O rtS th at h a Ve b e e n

K4

ts Outbound Dispositions Report Default reports Default 0 h d 2
share .
Default reports Default 0
gents Status Report Default reports Default 0

2%
Al Conversation Marl .
e | EXPIOTE You also have the ability to search for the report

Billing Dashboard

Q Agent you are looking for. In the search bar, simply type

8 items

Name < Type Creatr — in the name or name containing in the report [3].

Agent Contacts' Volumes and Durations Default dashboards Default 0
Agent Details Default dashboards Default 0
Agents Default dashboards Default 0
Agents Breakdown Report Default reports Default 0
Agents Inbound Dispositions Report Default reports Default 0
Agents Outbound Dispositions Report Default reports Default 0
Agents Report Default reports Default 0

Agents Status Report Default reports Default 0 3
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Researching Reports & Dashboards

Explore

8 items = All types v Q_ Agent

Name -~ Type Creator Schedules

Agent Contacts' Volumes and Durations Default dashboards Default 0

Agent Details Default dashboards Default 0 . . .
Take a moment to click around in Explore and bring

Agents Default dashboards Default 0
up some reports and dashboards available.

Agents Breakdown Report Default reports Default 0

Agents Inbound Disnositions Report Default reports Default 0

staldeSk "DATA DICTIONARY  Guides Knowledge Base  Contact Us

Agents Outboy 0 If needed, launch the Data Dictionary to assist in

el C finding the perfect report for your contact center.
Talkdesk Data Dictionary

Welcome to the Talkdesk Data Dictionary!

Agents Status

Here you can find a comprehensive list of Talkdesk key metrics and their definitions. The data
dictionary provides details about every data attribute and metric available in Talkdesk, so you
can determine the definition, its calculation if applicable, and details about where to find and
how to use it.

All time-based data is presented in the timezone of the account or phone number.

[0 Get Started

Home v Q Search #K
Default Reports Explore APl Reports Default Dashboard (historical
metrics)
Account Breakdown User Status Report via Explore API
Activity Report Agent Contacts Volumes and Durations
Copilot Recommendations Agents

Agent Details Dashboard

Create Datasets Custom Table Calculations Live
Agent Activity Analysis Functions Live Metrics
Calls Analysis Operators

Cases
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Running Reports & Dashboards

Account Breakdown Report

Activity Report a

Agent Contacts' Volumes and Durations

Agent Details

Activity Report

» Filters (4) Call Ring Group is any value Phone Number is any value Timezone is Accoun t Timezone Dedicated Line is any value

Day Date > 2024-07-31 2024-08-01 2024-08-02 2024-08-03 2024-08-04 2024-08-05
Metric Name Metric Value Metric Value Metric Value Metric Value Metric Value Metric Value
Inbound Calls 0

Inbound Calls Average Talk Time

Inbound Calls Longest Talk Time

Inbound Total Talk Time

Inbound Answered Calls 0
Inbound Missed Calls 0
Inbound Calls Average Waiting Time

Inbound Calls Longest Waiting Time

Inbound Calls Average Holding Time

Inbound Calls Longest Holding Time

Inbound Calls Abandoned 0
Inbound Calls Abandon Rate

Inbound Calls Average Abandon Time

Inbound Calls Short Abandon 0
Outbound Calls 1
Service Level

® TALKDESK EXPLORE

Once you have located the report or dashboard in
Explore that you would like to run, click on the
report Name [1]. Once you click the name, by

default the report is going to run for you.
View the report that just ran [2].
There will be no filters applied to the report and all

data will present. We will apply filters in the next

step.
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@
Exploring Report Filters
0 Activity Report Once you have selected your report and your
» Filters (4) Call Ring Group is any value Phone Number is any value Timezone is Account Timezone Dedicated Line is any value re po rt haS data presented (previo us Step) , yo u
Day Date >  2024-07-31 2024-08-01 2024-08-02 2024-08-03 2024-08-04 2024-08-05 2024-08-06 can now a p p | y fl |te [S.
Metric Name Metric Value Metric Value Metric Value Metric Value Metric Value Metric Value Metric Value
Inbound Calls 0 0

Inbound Calls Average Talk Time ,
Inbound Calls Longest Talk Time On the report toward the tOp Ieft, you ” see the

Inbound Total Talk Time

Filters option. Click on the little arrow to the left

a and it will open up the filtering options [1].
Activity Report
v Filters (4)
N . Now you can select which filters you want to
a Ing Group IS equal 1o
apply to the report [2].
Dedicated Line is
SRS sepel Once your filters are applied, click the Run button
Timezone is Account Timezc at the tOp I‘Ight Of the report [3].

Activity Report

v Filters (4)

The report will then present you with the new data

Call Ring Group is equal to

with the filtered criteria.

Phone Number is equal to
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Scheduling Reports
=N - Q

¢ Download 0L
Send 0S
e Schedule C3#S

Schedule Activity Report

Schedules Ne . Give your schedule a name.
Give your schedule a name.

. Activity Report
Activity Report

Where should this data go? 0
E@
Email
Email Who should it be emailed to? *
~
This field is required
Deliver this schedule @ paily O Weekly O Monthly O Hourly O By minute
Send At
Every day t 6 ¢+ : 00 ¢+ AM
P Filters Call Ring Group Call Ring Group is any value Phone Number Phone Number is any value Dedicated Line Dedicated L

» Advanced options

e Send Test e

Unsaved Changes Cancel Save All

TALKDESK EXPLORE

Now that your report is filtered and ran, it is time to

Schedule the report.

To the right of the Run button, there is a cog wheel

[1].

Click Schedule [2].

The Schedule Activity Report screen will display
[3], fill this out accordingly. Name, Email to send to,

Delivery schedule, filters, etc. [4].

Once complete you can Send Test [5], and don't

forget to Save All changes [6].

TALKDESK PROPRIETARY & CONFIDENTIAL
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Sending Reports
El

¢  Download 0 %L
a Send TOS
Schedule T#¥S

Send Activity Report

Give your schedule a name.

Activity Report

Where should this data go? 0@
®

Email

Who should it be emailed to? *

This field is required. A

P Filters Call Ring Group Call Ring Group is any value Phone Number Phone Nt

» Advanced options

imber is any value Dedicated Line Dedicated L.

s TALKDESK EXPLORE

Now that your report is filtered and ran, you have

the ability to Send the report.

Next to the Run button, click the cog wheel and

select the Send option [1].
The Send Activity Report screen will display, give
your activity a Title, Email to be sent, apply

additional filters if you'd like [2].

Click Send [3].

TALKDESK PROPRIETARY & CONFIDENTIAL
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Downloading Reports

Now that your report is filtered and ran, you
a ¥  Download 0L have the ability to Download the report.

Send Next to the Run button, click the cog wheel and

Schedule select the Download option [1].

Download a

Format

£+ Clear cache and refres The Download screen will present. Choose your

Csv
Format, Results, Data Values and Number of

Filename

Activity Report 2024-08-06T1312 rows and columns to include [2].

Results

@ With visualizations options applied @

Click Download [3].

(O) Asdisplayed in the data table

Data values
@ Formatted
(:j. Unformatted (no rounding, special characters, etc.)

Number of rows and columns to include

@ Current result table

() Custom

TALKDESK PROPRIETARY & CONFIDENTIAL
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