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Introduction
Being a business decision maker means 
constantly scrutinising visualization reports 
presented in insightful formats.

Being tech-savvy is not the topmost crite-
ria to being an enterprise decision maker, 
which is why reporting tools must be 
interactive, easily navigable, and free of 
data clutter.

This is where an intelligent business solu-
tion has much to contribute towards con-
verting organisation-wide data into action-
able knowledge for the persual of the 
higher management who then measure 

and further analyze this data to take critical 
decisions.

Business intelligence platforms have dash-
boards and analytics tools, that are opti-
mized with enterprise data in multiple 
formats. Managers at the top of the hierar-
chy and stakeholders can then benefit from 
these powerful visualisations, thus instigat-
ing informed action.

But in order to derive the maximum impact 
from your visual reporting and analytics 
tools, you need flexible tools that present 
data most relevant to you.



KaptureCRM4

Chapter 02

What are Visual Reporting 
and Analytics tools?

Single-view tools that 
represent ‘most-criticial’ 
enterprise data:
Visual reporting and anlytics tools opti-
mize data in such a convenient manner 
that it can occupy minimal space efficient-
ly. Unlike traditional reporting and analyt-
ics that was mainly represented in a 
lengthy, tabular, numeric fashion; visual 
tools are focused on bringing the attention 
of key users to data that improves insight.
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Analytics that makes 
an impact:

What makes up 
Predictive Analytics?

What makes up 
Predictive Analytics?

Business and operations analytics has 
evolved over the years, just like any other 
enterprise technology. In its initial stages, 
analytics was mainly built on examining 
already-present data which is why cumula-
tive analytics took time and sufficient data 
capture. This kind of Historical Analytics  
was quickly followed by a complementary 
form of analysis which focused on data 
comparisons that shed better light on spe-
cific events like a rise or fall in revenue, etc. 
This kind of Comparative Analytics was 
quickly followed by a much more consoli-
dated form of Analytics for large enterpris-
es that was correlative in nature and com-
bined historical and comparitive analysis 
of data to empower business decision 
makers with stronger insight.

The foundation of Predictive Analytics is 
Machine Learning and the result is moder-
ately accurate to  pin-point precise Predic-
tions, or Forecasts about how a business is 
likely to perform in the near future. 
Predictive Analytics is dependent on exist-
ing as well as upcoming data patterns, and 
with a change in trends, the predicted ten-
dencies change likewise.

Before Predictive Analytics came to the 
fore, only a small fraction of enterprise 
data was manually picked for analysis. This 
resulted in massive, valuable data chunks 
not being put to the right use to drive 
business forward.

Predictive Analytics encompasses ma-
chine learning algorithms and statistical 
analyses on a unified, single-view inter-
face. Integrations on desktop dashboards 
and third-party apps make predictive 
anlaytics enterprise-scale.

Predictive Analytics powered by business 
data when deployed in IT solutions and 
systems provides support and helps auto-
mate business decision making.

Large data sets, which are often collected 
as a result of daily operational activities 
are converted into what is known as pre-
dictive models for accurate future fore-
casting. Business data from connected 
systems are stored on a single cloud file 
system. To this data store, analytics is 
applied which produces a predicitive 
model for future forecasts.
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Enterprise Reporting:
Enterprise Reporting lays out insights for 
the decision maker to glean. It does exactly 
what it says – Report! Enterprise Report-
ing forms a part of Business Intelligence.

Dashboards for 
Enterprise Reporting:
Dashboards are the most sought-after 
visual formats for reporting business data. 
Reporting dashboards may be interactive 
in nature or static and they present com-
plex information in a way that makes it 
easy to grasp its essence. But what makes 
enterprise reporting dashboards most 
useful for enterprises is that you can 
modify their view to derive specific reports 
that you want from the data.

Reporting Formats:
Reporting is useful for enterprise decison 
making only when the solution is far 
removed from non-feasible spreadsheets. 
In addition to being able to customize the 
report view, the reporting tool must pos-
sess characteristics that will maximise its 
usability by key decision makers in an 
enterprise:
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Characteristics of a good enterprise 
reporting tool:

Reporting Formats with
Filters in place:

The freedom to view specific information 
about your organisation within reporting 
formats  includes having data filters to 
select parameters and eliminate other 
information.

Show Trends:

Trends are an important part of enterprise 
reporting since they are a powerful way 
to forecast  the immediate future of your 
business.

Versatile Reporting 
Formats:

If 500+ reporting formats sounds a bit too 
intimidating, think again. With a wider 
range of reporting formats, there is much 
more freedom for visualization on both 
static as well as graphical formats.

Reports in graphical formats including pie 
charts, bar graphs, geo maps, funnels, or a 
mix of one or more visual formats helps in 
perceiving data the way you like.

Graphical Formats:

Drag n Drop Functionality:

Reports with drag n drop functionality on 
a unified dashboard interface ensures 
that favourite reports are available every-
time a decision maker settles down to 
measure the performance of their organi-
sation.

Export feature for 
reports:

Sharing of reports between internal 
teams, partners, or even customers 
through data exports allows many minds 
to collectively analyse key enterprise 
data with minimal hassle. Export formats 
include xlsx, pdf, and others.

Industry-wise reporting:

An enterprise reporting tool is rarely 
‘one-size-fits-all’ since the nature of the 
business and the industry it belongs to 
comes into play in enterprise data.



KaptureCRM8

Chapter 04

Sales Forecasting Funnel:
A sales forecasting funnel is a sales manag-
er’s most used and best used tool. When-
ever a sales manager meets with a poten-
tial customer during the purchase cycle, 
the first and foremost negotiation about 
the product/service that will be deployed 
to the client’s organisation will be as 
follows:

Parameters to be set:
• Tentative user count
• Customization difficulty.
• Enquiry source
• Quantity
• Period

The Sales Forecasting Funnel shows the 
total cost for a client on the pipeline. Sales 
Managers set tentative parameters which 
can change with every meeting done. The 
Forecasting Funnel calculates periodic 
(monthly, annually) cost based on the 
values and parameters inserted to provide 
a potential cost to the company incurred 
for the client.

• No. of users who will be utilising the 
product daily.
• Level of customization demanded by the 
client depending on their expected results.
• Pricing offered – This may change with 
the number of meetings done. Pricing 
negotiations are a big differentiator during 
sales meetings.

When the above parameters are set, you 
can choose to multiply periodically 
(monthly or annually) and the total cost 
forecast will be calculated and displayed 
on the Sales Forecasting CRM Funnel.
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Ageing Analysis
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In support ticketing, ageing is an important 
metric since the older a ticket gets, the prob-
ability of reduced customer satisfaction and 
backlog of unresolved customer issues 
becomes higher. This directly impacts the 
productivity of an enterprise service center.

There may be several reasons why older tick-
ets may remain unresolved:

Whatever may be the reason, aged tickets 
need special attention and the helpdesk tick-
eting system must be equipped with triggers, 
notifications, and escalations that prompt 
service agents to take timely actions for 
faster and effective resolution.

Ageing Analysis is a part of helpdesk service 
crm’s that monitors the age of tickets to trig-
ger notifications and escalations when a 
ticket exceeds a certain age.

Ageing time:
From the moment a ticket is assigned to a 
customer, time taken for the agent to 
respond to the customer’s query is calcu-
lated to estimate the ticket’s age. If the 
agent doesn’t respond on time, the age 
steadily increases from 10 seconds to 20 
seconds, and so on.

Talk Time
Time taken by the support agent to 
dispose a ticket. Calculated from the start 
to end of a call.

Wrap-up time 
The age of a ticket increases if an agent 
does not close it after conversing with the 
customer and taking necessary action. 
Wrap-up time is the time taken to anno-
tate and close the ticket after providing 
successful resolution.

•Time and technical expertise required 
to resolve certain issues.
• Specific department or support agent 
needed for resolution.
• Back-and-forth between customer and sup-
port team.
• Recurring issues/customer unsatisfied with 
support.

Metrics to understand
in Ticket pending Ageing 
analysis:

Aged Tickets and Employee-wise Escalations Summary:
• The ageing analysis report shows the 
total number of aged tickets for each 
employee from less than 24 hours to 
greater than 30 days.

• The employee-wise escalation summa-
ry shows agent-wise escalations and sla 
for each.
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Task Queue Monitor
The task queue monitor is a visual reporting 
tool used by service centers to monitor tick-
ets assigned to agents in real-time. It 
displays various ticket queues against:

• Number of tasks available in the queue.
• Agents available and unavailable for each 
queue.
• Team leads can assign tasks from the task 
queue monitor to agents manually when 
there is a high volume for a particular 
queue.

Types of task queues include:

• Email queue- Tasks pending for email 
tickets received.
• Fatal Issues– Critical tasks that need 
immediate action.
• Chat queue – Tasks pending for chat tick-
ets.

The task queue monitor can be configured 
for chat tickets assigned to support agents. 
It also has an email escalation queue for 
email tickets that have not been assigned.

The task queue monitor is a visual
reporting tool that prevents escalations 
and inaction on tickets that steadily flow 
into various queues.
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Lead Status Dashboard
The lead status dashboard is a graphical 
reporting tool of sales leads received from 
various sources like inbound calling, social, 
website,newsletter,rade shows, billboards, 
etc. The lead sources can be customized 
according to the business requierement. You 
can also filter the visuals into employ-
ee-wise and product-wise data and view 
data for:

• Meetings done for each primary source 
of leads.
• Demos scheduled for leads received 
from each source.
• Total conversions achieved, etc.
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Overall Ticket Graphical Analysis
Overall Ticket Graphical Analysis is a Visual 
Analytics tool used by service center manag-
ers and SME’s for analysing status and 
source-wise tickets pending and assigned 
tickets for a specific time period.

The visuals are represented in colour for 
pending tickets that have been assigned or 
unassigned, junk tickets that do not need 
action, and completed tickets.

You can also visually analyze the percent-
age of tasks pending for tickets received 
from each source like Chat, as well as each 
social media platform.
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Conclusion
Discover how Kapture’s Visual Reporting and Analytics 
Tools will help you take smart business decisions.
If you would like an assisted demo of the visual reporting and analytics tools for your 
organsiations’s sales and service operations, get in touch with us

Try Kapture for Free


