Creating a report to specific team members usage

Objective: To generate a report on the total amount of cases one team

member has been assigned, breaking down the total amount of current

open and closed cases whilst giving an overview of average response time

of ateam member.

1. Onthe Reports page, click New Report, search for Cases and select Start Report

Category

Recently Used

All

Accounts & Contacts
Opportunities

Customer Support Reports
Campaigns

Activities

Administrative Reports
File and Content Reports
Individuals

Other Reports

Select a Report Type

Create Report

Q. case

Showing results for case

Report Type Name

Cases

Case Lifecycle

Cases with Contact Roles
Cases with Emails

Cases with Articles

Case History

Cases with Milestones

Activities with Cases

a
Details
[] ] [ Y Filter report types (0) ] Cases
# Standard Report Type
a
Category
Standard E] (@) Details := Flelds (313)
Standard
a
Standard E] Created By You .
Standard E] E Louise
Standard
m Ana
Standard E]
Standard E] E Sameenah
Standard ¥ Creatad Bv Others -

Fields v

2. Underthe Columns section on the left, add Case Number and the new column will
appear in the report. Drag the column to the beginning of the report. Click refresh to

see the changes.

=

REPORT ¥
New Report #  Cases
= Outline Y Filters o @ Previewing a limited number of records. Run the report to see everything.
Case Number [v]| Case Owner [v] AccountName
Groups
1 00221607 AskQM SABA FAHHAM
E GROUP ROWS
2 00219330 SITS Integration  EFE BOYRAZ
Add group Q
3 00217627 SITS Integration  its-applications-dev-team
4 00057983 SITS Integration ~ JESSICASIN YUE YIU
5 00057985 SITS Integration  OLATUNJI OLUWASEUN OLADEJI
Columns g
6 00057987 SITS Integration  yb527039787
Add column Q
7 00057989 SITS Integration  QASIM HAFEEZ
Gase Number X
8 00057990 SITS Integration  noreply
Case Owner X
9 00057991 SITS Integration  ZHU LI
Account Name X R R
10 | 00057993 SITS Integration  THI THANH THAQ HOANG
Subject X
11 00057994 SITS Integration  OLATUNJI OLUWASEUN OLADEJI
Date/Time Opened X
12 | 00058012 SITS Integration  CHUN HEI LAU
# Age X
13 | 00058019 SITS Integration  MASA MELHEM
# Open X
14 | 00058029 SITS Integration  ANNE CHINENYE ONYEGBOSI
# Closed X

15 | 00058035

16 | 00058039

SITS Integration

SITS Integration

ANUKRITHI KRISHNAMURTHI

pglawoffice

=

Subject

Dental research position

Enquiry re Provided copy of BRP or share code
Data Alert: - sitsrpt - SCE Record with ne matching CBO
Re: [EXTERNAL] Request for tuition fee receipt

Late Summer Resit (Random Processes)

Refund

Tuition Deposit Paid - URGENT

Notification of module mark change

Urgentl About my re-enroliment and new visa

Fwd: Tuition Payment

Late Summer Resit

ATAS Enquiry

Graduate route visa email

Seat Number Missing

Info on Graduate Visa

RE: Graduate route visa email

[ Save & Run

=T

06/04/2025, 15:50
11/03/2025, 16:54
30/01/2023, 06:52
10/08/2023, 14:51
10/08/2023, 14:57
10/08/2023, 15:06
10/08/2023, 15:13
10/08/2023, 15:21
10/08/2023, 15:21
10/08/2023, 15:31
10/08/2023, 15:36
10/08/2023, 16:42
10/08/2023, 17:22
10/08/2023, 18:36
10/08/2023, 19:42

10/08/2023, 20:00

[*] Date/Time Opened [v] Age [v]

114
736
19,250
21

671

165

114

20
671
475
114
668

160

Update Previev

Open [¥] Closed [v]
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3. Goto the Filters, select Opened Date > Customize and then set start date from 7t
Aprilthen click Apply. Click ‘refresh’ to see the changes.

= [ semen. ] paa? 2

i3 Enquiry Management  Reports v | @ v | U Report Builder © % | K Report Builder v x

REPORT ¥
Save & Run ][ Save ‘ v ][ Close

New Report #  Cases

> Outline Y Filters o # Previewinn a limited number of recards. Run the renart to see everything Update Preview Automatically
@ ! ~
= Filter by Opened Date X ame [¥] Subject [¥] DaterTime Opened [¥] Age [¥] Open [¥] Closed [¥]
i Filters 2]
HAM Dental research position 06/04/2025, 15:50 114 [m]
Date
Add filter. Q
Opened Date - ] Az Enquiry re Provided copy of BRP or share code 11/03/2025, 16:54 736 [m]
Show Me ons-dev-team Data Alert: - sitsrpt - SCE Record with no matching CBO 30/01/2023, 06:52 19,250
All cases Range
Custom - | mvuEvL Re: [EXTERNAL] Request for tuition fee receipt 10/0812023, 14:51 21 0O
Opened Date
All Time OLUWASEUN OLADEJI  Late Summer Resit (Random Processes) 10/08/2023, 14:57 671 O
Start Date
Units 0710812008 a7 Refund 10/0812023, 15:08 185 O
Hours.
CodDae FEEZ Tuition Deposit Paid - URGENT 10/0812023, 15:13 19 0O
Pick a date & Notification of module mark change 10/0812023, 1521 o 0
Urgent! About my re-enrollment and new visa 10/0812023, 1521 s O
| THAO HOANG Fwd: Tuition Payment 10/08/2023, 15:31 20 O
11| 00057994 SITS Integration  OLATUNJI OLUWASEUN OLADEJI  Late Summer Resit 10/08/2023, 15:36 671 O
12| 00058012 SITS Integration  CHUN HEI LAU ATAS Enquiry 10/0812023, 1642 415 0O
13| 00058019 SITS Integration  MASA MELHEM Graduate route visa email 10/0812023, 17:22 e O
14 00058029 SITS Integration  ANNE CHINENYE ONYEGBOS|  Seat Number Missing 10/08/2023, 18:36 658 [
15 | 00058035 SITS Integration  ANUKRITHI KRISHNAMURTHI Info on Graduate Visa 10/0812023, 19:42 160 O
16 | 00058039 SITS Integration _ pglawoffice RE: Graduate route visa email 10/0812023, 20:00 13 0 v

@ NewEnquiry @ New Staff Enquiry ToDolist ~» Macros & Notes @® History

4. Inthe filters search bar, search Case Owner, set Operator to Equals and type the
name of the person you are creating the report for then click apply. Click refresh.

| Q searn. J Jas? 2

Enquiry Management Reports v | @ ~ [ Report Builder ~ % | [ Report Builder v X

REPORT ¥

Save & Run ][ Save ‘ v ][ Close

New Report #  Cases

> = outiine ¥ Filters @ @ Previewing a limited number of records. Run the report to see everything. Update Preview Automatically
] a
2 Case Number [v] Case Owner [¥] Account Name [¥] subject [*] DaterTime Opened [¥] Age [v] Ope
i Filters )
1 00221651 Ellen Paine - Hello 07/04/2025, 00-36 15 0O
Add filter... Q
2 00221652 Waled Mohamed - Hello 07/04/2025, 00-36 1 0O
Show e 2 Lonaasnca £AO P o Meduie Cypport - possible aestroid found 0710412025, 00:43 106
All cases N
Filter By X .
- 3rd Annual Chief Risk Officer Conference Bangkok May 2025-Registrations 07/04/2025, 00:48 n O
Opened Date Closing
On or after 7 Apr 2025 Field
- Mile End, People's Palace - Music Rooms Booking Confirmation 07/04/2025, 01:06 15 O
Units Case Owner X
Hours Ice KRISH TARUNKUMAR MAKHIJA UG - PROGRAMME CHANGE REQUEST 07/04/2025, 01:13 81 0O
Operator
= ice ZARA YAQUB UG - Re: Arranging meeting with student 07/04/2025, 01:49 70
Case Owner m equals - ]
ice UJJWAL JAIN PG - Re: Request for Meeting Regarding Exam Resits 07/04/2025, 01:56 &7 0O
Use relative value
- urgent enquiry 07/04/2025, 01:58 12 O
[ Maisie Downie
ice YAN LONG ROSS TSANG UG - Queries about a gap year application for 2025-2026 07/04/2025, 02:00 6 O
[ Locked @ ice  CLIFFORD T UZOR PG - My Suicidal Date: May 8th 07/04/2025, 02:19 10O
e | wvezivve LuIsancsy wiais anu ouviarnsNips - Attention bursaries you have (3) delayed E-mails 07/04/2025, 02:37 7 0
13 | 00221663 Waled Mohamed - Attention studentenquiry you have (3) delayed E-mails 07/04/2025, 02:39 9 0O
14 | 00221864 Danny Riches - Private Banking Notification — Important Beneficiary Inquiry 07/04/2025, 02:49 s 0O
15 | 00221865 SOH - Programme & Module Support - Private Banking Notification — Important Beneficiary Inquiry 07/04/2025, 02:52 7 0w
4 [ ]

@ NewEnquiry @ New Staff Enquiry ToDolist ~ » Macros & Notes @ History



5. Click the arrow on the Age column > click Summarise and then Average

[ Q, Search..

(7] Report Builder

Toe? 20

Fields v

:::  Enquiry Management Reports v @ ~ | i Report Builder v X
REPORT ¥
New Report #  Cases
Outline ¥ Filters e @ Previewing a limited number of records. Run the report to see everything.
Case Number [v] Case Owner [¥] Account Name (=]
Filters )
1 00223196 Maisie Downie Bashir Meahmoud
Add filter. Q
2 00222810 Maisie Downie tyelimbetov
Show e 3 00222111 Maisic Downie  HUSNABEGUM HUSSAIN
All cases
4 00222142 Maisie Downie OMSHREE ANILKUMAR GHATGE
Opened Date
On or after 7 Apr 2025 5 | 00222240 Maisie Downie -
Units 6 00221958 Maisie Downie  Pamian Mohammadi
Hours
7 00222032 Maisie Downie CRISTINA PATRICIA BARKER SILVA
Gase Owner & 8 | 00222019 Maisie Downie  Parnian Mohammadi
equals Maisie Downie
9 00222024 Maisie Downie dpowell
10 | 00222685 Maisie Downie  AHMAD SAFAALDIN HASSAN
" 00222774 Maisie Downie KAIWEI LIU
12
@ New Enquiry @ New Staff Enquiry = To Do List » Macros & Notes History

Subject

Digital Award Letter Order

(Transcript Payment Email) Digital Transcript Order
| would like to Appeal on be half of the degree in which | have received
Request to Defer Graduation Ceremony from Spring to Winter

get a Yeti Crossroads Backpack from Mountain Warehouse!

Verifying degree

Email problem

Previous enquiry closed without response

Replacement of LLM certificate

Legal Name Change

Changing the degree certificate mailing address

& Bucket This Sum

[ Show Uniquel » Average
Max

€ Move Left

— Move Right Min
Median

X Remove Col

Save & Run

Bkl - |

Update Preview Automatically

1 Sort Ascending

E

Group Rows by This Field

Summarize »

6. Click the arrow on the Open column > click Group Rows by This Field

[ Q Ssearch

I Report Builder

a
[m]
a
[m]
[m]
[m]
[m]
[m]
[m]
[m]

[*] Date/Time Opened [*] Age 4 [¥]| Open [¥] Closed []

O

me? 20

Enquiry Management Reports v @ v [ Report Builder v x
REPORT ¥
New Report #  Cases
> Outline Y Filters e @ Previewing a limited number of records. Run the report to see everything.
@
2 Case Number [~] Case Owner [¥] AccountName 53]
i Filters E]
1 00223196 Maisie Downie  Bashir Moahmoud
Add filter. Q
2 | 00222810 Maisie Downie  tyelimbetov
Show Me 3 00222111 Maisic Downie  HUSNA BEGUM HUSSAIN
All cases
4 | 00222142 Maisie Downie  OMSHREE ANILKUMAR GHATGE
Opened Date
On or after 7 Apr 2025 5 | 00222240 Maisie Downie -
Units 6 | 00221958 Maisie Downie  Parnian Mohammadi
Hours
7| 00222032 Maisie Downie  GRISTINA PATRIGIA BARKER SILVA
Case Ouner & 8 | 00222019 Maisi Downie  Parnian Mohammadi
equals Maisie Downie
9 | 00222024 Maisie Downie  dpowell
10 | 00222685 Maisie Downie  AHMAD SAFAALDIN HASSAN
1| 00222774 Maisie Downie  KAIWEI LIU
12
@ NewEnquiry @ New Staff Enquiry ToDolist M Macros & Notes @ History

Subject

Digital Award Letter Order

(Transcript Payment Email) Digital Transcript Order
1 would like to Appeal on be half of the degree in which | have received
Request to Defer Graduation Geremony from Spring to Winter

get a Yeti Crossroads Backpack from Mountain Warehousel

Verifying degree

Email problem

Previous enquiry closed without response

Replacement of LLM certificate

Legal Name Change

Changing the degree certificate mailing address

Save & Run

Eane]

Update Preview Automatically (%

10/04{ 4 SortAscending

0904 |, Sort Descending

07/04 Group Rows by This Field

07/04

08/04
Summarize:

07/04)
Show Unique Count

07/04

07/04

<«

Move Left

07/04, Move Right

09/04

09104/ Remove Column

Avg: 5.727

[*] Date/Time Opened [*] Age + [¥] Open[¥] Closed [¥]

]




7. Click Add Chart and then go to Chart Properties which can be found by the little cog
icon above the chart, to the right.

‘o222 20 ‘mar 20

Ider v % | Repart Builder v X

B) u ‘Save & Run { Save | v || Close ‘m_.

9 @ Add Crart savcsRun || save | v || cose |
— — Update Preview Automatically
Update Preview Automatically |
|
[*] Subject [*] Date/Time Opened [*| Age 4 [+
(Transcript Payment Email) Digital Transcript Order 051042025, 1602 18 Sum of Closed Chart Properties
5 1 a5 5 55 6 65 7
| would like to Appeal on be half of the degree in which | have received 071042025, 2005 15 Display A¢ =
TGE  Request to Defer Graduation Geremony from Spring to Winter 071042025, 2319 1 _ I
get a Yeti Crossroads Backpack from Mountain Warehouse! 08/04/2026, 10°40 1 I
Colurnn
Verifying degree 071042025, 1425 0
SILVA  Email problem 07042025, 1553 0 = (1
[¥] subject 7z ’ o
Previous enquiry closed vithout response 071042025, 1530 0 Lina Donut Fumel  Scatter Pot
(Transcript Payment Email) Digital Transeript Order
Replacement of LLM certificate 07104/2026, 15 43 1]
HUSSAIN I wouid like to Appeal an be half of the degree inwhich [ hay
Legal Name Change 09/04/2025, 13:12 0 Chart Attributes
{UMAR GHATGE  Request to Defer Graduation Geremony from Spring o Winl
Changing the degree certificate mailing address 091042025, 1519 0
get  Yeti Crossroads Backpack from Mountain Warehouse!
Avg 45
adi Verifying degree
Digital Award Letter Order 1000412025, 16:38 18
JABARKER SILVA  Emall problem Y-Axis
Avg: 18 .
adi Previaus enquiry closed without response open .
Avg 5727 D
v
 —— | -

7 Conditional Formating

8. Click the chartyou would like to use (here I’'ve selected donut), title it ‘Total Cases’,
change the Value to Record Count, ensure Sliced by is set to Open and tick Show
Values. You can then Name the report after the person on the left-hand side (rename
it from ‘New Cases Report’ and click Save and Run on the right-hand side.

[ s me? 20

it Enquiry Management Reports v @ v i Report Builder v % | [ Report Builder v x
REPORT ¥
New Report #  Cases [ Save & Run H Save ‘ v H Close m

= Outiine ¥ Filters @ @ Previewing a limited number of records. Run the report to see everything Update Preview Automatically

Filters ™

Add filter.
Q Total Cases Chart Properties

Show Me Record Count

All cases
Opened Date )
On or after 7 Apr 2025 Line Funnel Scatter Plot

Units
Hours Chart Attributes
Case Owner = | Open t [¥]| Closed [¥] CaseNumber [¥] Case Owner [¥] AccountName [¥] subject Chart Title
equals Maisie Downie L] (
0 to 00222810 Maisic Downie  tyelimbetov (Transcript Payment Email) Digital Transcript Order Total Cases
00222111 Maisie Downie  HUSNA BEGUM HUSSAIN I would like to Appeal on be half of the degree in wihich | hay
Value
00222142 Maisic Downie  OMSHREE ANILKUMAR GHATGE  Request to Defer Graduation Ceremony from Spring to Wint
00222240 Maisie Downie - get a Yeli Grossroads Backpack from Mountain Warehouse! | ecord count
00221958 Maisie Downie  Parmian Mohammadi Verifying degree Sliced By
00222032 Maisic Downie  CRISTINA PATRICIA BARKER SILVA Email problem Open
00222019 Maisie Downie  Parmian Mohammadi Previous enquiry closed without response

Show Values

Row Counts @D DetailRows @) subtotals @D  Grand Total D)

O Show Percentages

@ NewEnquiry @ NewStaffEnquiy Y= ToDolist ~ » Macros & Notes @ History




Report Duplication:

Once you have complete one person’s report, you can duplicate this by:

1. Open the report you’d like to duplicate
2. Clicking the arrow on the Edit button

‘

HH Enquiry Management Reports

Q search...

v @ v [ Maisie Example

Report Cases
Maisie Example

Total Records  Total Closed  Average Age

" 10 5.727

# Enable Field Editing | Q‘n‘ Y‘ C‘H Edt | v

Save As

Save

_—

Delete

Add 10 Dashboard

Total Cases
Record Count Open
false @
e @
Open t [+ | Closed [*] CaseNumber [+| CaseOwner [+] AccountName [¥] subject [*] DaterTime Opened [v| Age ¢ [+] L4
4 »

Row Counts ) Detail Rows Subtotals Grand Total )

@ NewEnquiry @ NewStaffEnquiny ¥ To Do List

» Macros B Notes @ Histary

3. Click Save As and save the new report as the next person you are creating one for
4. Onthe new report click Edit, go to the Case Owner filter and change the name to
the person who you would like the report to apply to.

211 Enquiry Management Reports ~ | Report Builder v x
REPORT v — e —
Save & Run swe | w || close
Emma Example #  Cases BRI - | ‘ | - |
. [— 7 Fiers @ © FIVSNDG 8 Imfed rumosr of ecorce.Run e g o see vy Update Prevew Automticaiy
s —_—
" Filters ~) &
Add fiter
o a Record Count.
Show Me faise @
Al cases e @
Filler By x 4
Opened Date
On or after 7 Apr 2025 -
un Case Owner ®
Hours
Qperator
L] equals -
Use relaive va
Emma Shapeott - - A
zount Name ] | Subject ~] DatefTime Opened [*] Age  [¥] Closed [*]
[ Locked @ [ cancat | nian Mohammadi Veritying degree 071042025, 1425 ]
N O WUz CrdSTINA PATRICIA BARKER SILVA Emilprodlem 071042025, 15:53 0
Maisie Downle 00222018 Pamian Mohammadi Previous enquiy cosed wihout response 0710412025, 15:30 v
Maisie Downie 00222024 dpowell Replacement of LLM cortificate 0710412025, 15:43 0
Maisie Downie 00222111 HUSNA BEGUM HUSSAIN | would i to Appeal on b halfof the degree in which | have recsived 071042025, 20:05 15
Masie Downie 00222142 GMSHREE ANILKUMAR GHATGE  Request o Defer Graduation Ceremany from Spring to Winter 071042025, 2319 u
Maisie Downie 00222240 get 8 Yen Crossroads Backpack rom Mountain Warenouse! 0W042025, 10:40 18
Maisie Dowris  D0222685 AHMAD SAFAALDIN HASSAN Legal Name Change 0042025, 1312 0

5. Click Save and Run and the report will automatically update with the new

persons data.



