
Creating a Report – General Overview of Activities 
 

This document provides step-by-step guidance for creating a report that offers an overview of a 
team/queue’s activity. Once created, you can customise fields and filters to analyse a variety of 
metrics. The example provided in this guide will generate a report for individual team 
performance, however notes will be interlinked for commonly requested reports (i.e. breakdown 
of categories).  

 

1. On the Reports page, click New Report > All > search for Cases > select Start Report: 

 

2. Rename your report: 

 

3. Click the arrow on the ‘Case Owner’ column and select ‘Bucket this column’: 

 

 

 



 

4. Update the ‘Bucket Name’, click ‘Add Bucket’ and then enter the same name: 

 

 

5. Click on ‘Unbucketed Values’, start typing the name of the user you wish to include in 
report, and tick the checkbox to select. Once checked, you can search for the next user, 
tick the checkbox and repeat to select all required users. Please then click on ‘Move to’ 
and select the bucket you have just created: 

 



All users should now appear in the bucket. Click apply to save. 

NOTE: All users and queues within the scope of your search must be included in the 
bucket. For example, if some cases are closed directly from the main queue while others 
are assigned to individual staff members, you will need to include both. I.e. the SBM – 
Programme and Module Support queue and the relevant individual users. 

6. Now edit/apply filters: 
 
- Edit: Opened date > Range = Custom > Select the required date range > Apply: 

 
 
 
- Add filter: enter your bucket name (in this example FLT Overview) > Select the named 
bucket value > Apply: 
 

 
 
 
 
 
 
 



7. Customise your columns via ‘Outline’, with suggested order as below. Please drag 
‘Case Owner’ under ‘Group Rows’:  
 

  
 
 
 

NOTE: If you wish to review number of cases closed by sub-category, please add this 
column and drag ‘Sub-Cateogry’ under ‘Group Rows’ instead. 

 
8. Click ‘Apply Chart’, and click on the cog to select your preferred chart type and amend 

the X-Axis to ‘Record Count’: 

 

 

 

 

 

 



9. Your report has now generated and will provide an overview of cases closed, average 
case age etc: 

 

 

Should you wish to obtain stats of an individual, simply click on the bar beside their name. 

Should you wish to amend the search criteria (i.e. date range), click on the edit button and then 
edit the applicable filter. Please note that every time a change is made, you will need to reapply 
the bucket filter (Step 6). 
 


