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Introduction
This guide provides a reference to the end users of SuccessKPI. SuccessKPI is an analytics
tool that allows businesses to get complete insight into your contact centre by using data
sources such as Amazon connect or Genesys Cloud to visualize data. SuccessKPI can be
tailored to meet specific business requirements and also configured per user. This is a
reference document for the end user who is configuring and viewing the data on SuccessKPI.

1.0 Creating a SuccessKPI account
This section is for the administrative users only.
Please navigate to https://portal.successkpis.com/login
Please click on register.

You will be presented with the screen below. Please enter all required information and click
register.
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Once registered you will get the below prompt.

You will then get an email to verify your account- please click on that link.
You will now be able to log in with your new username and password. This account will be an
admin account. SuccessKPIs does not limit the amount of admin accounts therefore, if you
require multiple admin accounts this is possible.
If you are Amazon Connect Customer, you can purchase SuccessKPI from AWS Marketplace.
Please follow the below link:
https://s3.amazonaws.com/portal.SuccessKPIs.com/assets/Content/SuccessKPIs+Integration+
Guide+for+Amazon+Connect.pdf
If you are Genesys Cloud Customer, you can subscribe to SuccessKPI through App Foundry.
Please follow the below link:
https://s3.amazonaws.com/portal.successkpis.com/assets/Content/SuccessKPIs+Integration+G
uide+for+Genesys+PureCloud.pdf
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2.0 Signing in
To access SuccessKPI you will use the following URL:
https://portal.successkpis.com/#/login
The following screen will be presented:

Enter your Username and Password. These credentials will be provided to you by the Service
Delivery Team.
Note: If you created the SuccessKPI account then you will know your login details from the
previous step.

1.0 Changing your password
If you would like to change your password, hover the curser over your account details in the top
right-hand corner and select ‘Change Password’.

This will present the screen shown below. Enter your old password and your new one and
select ‘Update’.
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3.0 Signing out
To sign out, hover your curser over your account details in the top right-hand corner and select
‘Log Out’.

4.0 Creating a new user
If you would like to add a new user, hover your cursor over your user ID. This will present a drop
down; here you will select ‘Control Room’.

From there on the left hand side of the screen will be ‘Manage Users.’
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To add a new user you will select the plus arrow, shown in the image above. Input all the users’
details in the pop up and click the tick to confirm this.

4.1 Editing user information
If you would like to update any user information, open the ‘Manage Users’ screen as explained
above.

Select the edit icon to update the user’s information and select the tick icon.
Likewise, if you would like to delete the user profile select the ‘discard’ icon.

5.0 Reports
SuccessKPI have a large range of reporting functionality including, out of the box reporting, Live
Dashboards and customized reporting. Reports are important for showing data in a certain
period of time to analyze. SuccessKPI gives the ability to quickly create a report and also to
build a custom report with the metrics you want to include.
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5.1 Creating a report
Open the ‘’Analytics” tab on the top navigation bar and ‘Shared Dashboard’ shown on the image
below.

Select Create.
You are able to select what type of report you would like to create:

Dossier

Report

This will present the information using a range of reporting
methods for example, graphs and tables. This report can be made
up of multiple tiles.
Note: If you have multiple graphs/tables within the visual report
you cannot export them to one CSV file. You will have to download
them individually.
This is a standard table for historical reports.

5.1.1 Report
Select ‘Report’ -> ‘Blank Report’, you will be presented with a blank report and all the metrics
that are available.
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To create your report, you will need to locate the required metrics and attributes that relate to
your report. All these metrics are available in the ‘ALL OBJECTS’ column. Select the type of
statistic you would like to add, and this will present a list of all available metrics/attributes.
Tip: It is recommended you use a mix of both within your report.
To add new metrics, you drag and drop the metrics on the left-hand side into the report. You are
able to choose if you would like your statistics as rows and columns and continually move the
metrics around until your report is complete.

TIP: If you would like to use a metric that you require and you cannot find it on the left-hand
side, search for it in either search bar. This will present all successful results for you to add to
your report.
When your report is complete, select the ‘Save as’ icon.
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Save the report under ‘My reports’ and this will be available to view and download when you
require. If you have the correct permissions, you can also save the report in ‘Shared Reports’.
This will allow all members of your team to access this report.

5.1.2Filtering the report by time period
If you would like to add a time period to your report, hover your curser over the report you would
like to view and select ‘Edit’.

You should be able to see the prompts and filters under 'all object'->'public objects' -> 'prompts'/'shared
filters' and then date.
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You will now be able to modify the timeframe of the report.

5.1.3 Editing the metrics
Every metric and attribute have a formula coded against it for SuccessKPI to calculate all the
statistics. These formulas are available to view, edit and create a new one if required. There are
certain metrics you may want to customize and configure for your specific project. SuccessKPI
allows you to do that and therefore you can obtain the data you need.
Note: if you are unsure what the metric is calculating or you would like to view the ‘definition’ of
it, look at the formula to help with this.
To view the formula, right click on the metric you would like to view and select edit.
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This will present the below pop
and edit it. You edit the formula
the addition, subtraction, multiply

up. Here you are able to see the formula
by selecting the metrics available and using
and divide symbols.

Tip: select ‘Switch to Function Editor’.
It is recommended you do not edit the formula within the pre-configured metrics however you
should create your own one. To do this, right click on the metrics available in the ‘Dataset’.
Select ‘Create Metric…’.
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The below screen will be presented.

Create a new metric name. Delete the default formula in the text box and you are now ready to
create your own metric. Use the statistics within Objects and addition, multiply, subtraction,
division symbols to complete this. An example of a formula is:
Handle Time: Talk time + AWC Time

5.2 Creating a Dossier
If you would like to create a visual report, you will create a new ‘Dossier’. A dossier is very
business friendly to create. The user interface is intuitive. The screen below will be presented.
Tip: A dossier is more customizable and has more functionality than the standard report.
Tip: For ease ensure all the icons on the navigation bar are highlighted.
Tip: To alter time frame of data please use the filter button to configure correct date you wish to
analyze.
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Firstly, decide what type of dossier you would like to create from the Gallery.
Tip: if you would like to find out more about the different reports, hover your curser over the icon
and it will provide a brief description.

Select the report icon you would like to build.
To add metrics to your report, search the available statistics on the Dataset navigation pane as
highlighted below. Drag and drop the metrics into your report and continue this process until you
have added all required metrics.
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Tip: The orange icons are metrics and the screen icons are attributes.
To add more metrics to this list, select ‘Existing Objects’ under the datasets tab.

The below pop up will appear. Double click on all the metrics you would like to add to your
dossier.
To view different types of metrics, select the drop down and select the tab you would like to
view.
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If you cannot find the metric you would like to add or you are unsure of the name of it, search
the name or a short description in the search bar. This will present all successful results for your
review.
When you have selected all metrics, you would like to view on your graph select ‘Add’. This will
add these statistics into the dataset list ready to add to your report.
If you do not like the layout of the report or the order of the metrics, select the ‘Editor’ icon as
highlighted below. Move the metrics into the required order.

Within a dossier, you are able to add more than one type of report, for example, one report can
include a table and a line graph.
To add another report, select the add icon and it will present the screen below. Repeat the steps
outlined above to create a new visualization.
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When your report is complete, select ‘File’ and ‘Save as’. Save the dossier under ‘My reports’
and this will be available to view and download when you require. If you have the correct
permissions, you can also save the dossier in ‘Shared reports’. This will allow all members of
your team to access this dossier.

5.2.1 Formatting a Dossier
If you would like to format your dossier, select the format icon as highlighted below. This will
allow you to change the font, size, text color, header color and more.
Select the rows/text/headers you would like to change and modify the dossier as required.
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5.3 Locating pre-configured reports
Each project will have a range of reports and dossiers to be downloaded each day as per the
project requirements. These reports or dossiers will be created by the administrative user at the
beginning of the project and stored in a shared folder.
To find these reports you will:
Select the ‘Analytics’ tab at the top of the screen. Then you will select ‘Shared Dashboard’ on
the left-hand side.

This will present all the configured reports that are shared within Deloitte.
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The user can click on the report or dossier they would like to view, and they will modify the time
period of the report.
Select the time period you would like to report on. To change the time period, select the time in
‘Selected’ field and click the back arrow. Select the time frame you would like to review and
select the arrow to transfer it into the other box.

Once the user has configured the time period, they will scroll to the bottom of the same page
and click ‘Run Dossier’.

Upon clicking ‘Run Dossier’ the user will be presented with the below report depending on which
metric and time frame was selected.
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5.4 Viewing the metrics on the dashboard
When a user logs in they will be presented with a pre-configured dashboard based on their project. This can
be easily edited depending on the project requirements. Viewing the metrics is important information for all
users of SuccessKPI. You do not have to be in the SuccessKPI configuration team to be able to view the
reports. The dashboard is very business friendly and shows the metrics configured as per the project. This
dashboard may be useful for analysts/ project managers and call centre managers.

Note: You need to create a report before anything can be presented on the dashboard.

6.0 Downloading a report
All reports you create or can view on SuccessKPI can be downloaded locally as per your
demand.
Open the report you would like to download and select the ‘export’ icon on the top navigation
panel.

The below screen will be presented in a new tab.
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Select the required fields and select ‘Export’. The report will be available in your local
‘Downloads’ folder.

6.1 Downloading a dossier
To download the visualization, open ‘Shared Dashboards’ and select the dossier you would like
to download.
Select the three dots in the top right hand corner of the visualisation.

Select ‘Export’ and then select ‘Excel’.
Note: This will only download one part of the dossier at time. If you have multiple visualizations
you will need to download these individually.
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When you have exported the dossier to excel, it will be available in your Downloads folder. The
complete dossier cannot be exported to excel therefore, repeat these steps until all are
downloaded. To ensure all of the data is exported to PDF you will need to edit the settings.
Select advance settings on the pop up and it will present the screen below. Ensure ‘General’ is
highlighted, Content is ‘All’ and ‘Export Individual Visualizations’ is ticked.

6.2 Editing a Dashboard
The dashboard can be personalized per user depending on the statistics you require. In the
above screenshot the team have configured calls attempted, calls taken, and calls dropped.
Note: If you would like to edit your dashboard you need a report created already. If you do not
have a report, please see section 5.2 to create a report and 5.3 to create a dossier.
To customize the dashboard, locate the report you would like to be presented. Right click on the
report and you will be presented with the options below. Select ‘Properties…’
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This will present the pop up presented below. Highlight the report ID number and copy by right
clicking on the text.

When that number is copied, select your username in the top corner and select ‘Control Room’.

Select ‘PREFERENCE’ in the left hand navigation bar.
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Paste the report ID in ‘Set Overview Dashboard’ and select ‘Save’. The report will now be
presented on your dashboard.

7.0 Key Questions
Key questions are a short cut to all your reports and can be customised per user. Key questions are very
convenient as they are easily navigated to by managers who want to know the answer to common questions
without having to keep generating a new report.

To find these key questions select ‘Analytics’ tab and ‘Key Questions’.

Simply, select the report you would like to be navigated to.
If you would like to customize these key questions or change the reports presented as Key
Questions, locate the report you would like to add and right click.
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This will present the below pop up. Select ‘Properties…’.

Highlight the report ID number and copy by right clicking on the text.

When this number has been copied, Click on ‘Edit Key Questions’ on the Analytics Tab. The
click on the Edit Card link to pop up a window where a new question and handle ID can be
entered.
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Then click on ‘Back to Lock mode’ to see the new question or report available under Key
Questions.

7.1 Sharing reports
You are able to share reports you have created. To do this, open the report you would like to
share and click the ‘Share’ icon on the top navigation panel.

Select the method of how you would like to share this.
Tip: We recommend selecting ‘Get a link’.
This will present the pop up below. Select ‘Email link’. This will redirect you to outlook and allow
you to email this link.
Alternatively, you can select the copy icon next to the link to copy into an email or document.

8.0 Report Subscriptions
Report subscriptions ensure whoever needs to see the reports, can do so, without having the
manual task of downloading. Subscriptions mean the user can define which reports need to be
sent, when and to whom.
You can create these subscriptions in two ways.
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Option 1:
To set up a new subscription, open shared reports. Hover your cursor over the report you would
like to create the subscription. This will present ‘Subscriptions’, select this.

The below screen will be presented.

Select ‘Add email subscription’ and the below screen will be presented.

Modify the information as required by selecting the drop downs in each field.
If you need to send your report to more than one person or the email is not present, select ‘To’.
This will present the below pop-up.
To access existing emails, select ‘Personal list’ in the top drop down. This will list all recipients
within your account. Select the emails you would like to add to your mailing list and click the
appropriate arrow. This will determine how your contact will be sent the report.
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If the contact you require is not listed within your personal list, you will need to create a new
contact card for them. Input:

Address name
Physical
address
Device

Contact name
Email address
Generic email

When all the information is complete, select ‘Add to Recipients’.

When you have completed inputting the information about the scheduled report, select ‘OK’ and
confirm the information. This will create the subscription required.
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Option 2:
Open the report you would like to create a subscription for. Select ‘File’ and ‘Schedule Delivery
to
E-mail’.

The below screen will be presented.

Modify the information as required by selecting the drop downs in each field.
If you need to send your report to more than one person or the email is not present, select ‘To’.
This will present the below pop-up.
To access existing emails, select ‘Personal list’ in the top drop down. This will list all recipients
within your account. Select the emails you would like to add to your mailing list and click the
appropriate arrow. This will determine how your contact will be sent the report.
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8.1 Adding a participant to the mailing list
If the contact you require is not listed within your personal list, you will need to create a new
contact card for them, for example if there is a new member of the reporting team. Input their
Address Name, Physical Address and Device in the fields highlighted. When all the information
is complete, select ‘Add to Recipients’. When all the contacts have been added to the mailing
list, select ‘OK’.

When you have completed inputting the information about the scheduled report, select ‘OK’ and
confirm the information. This will create the subscription required.

8.1.1 Unsubscribing
You can also configure when you want the reports to end. To do this open the Shared dashboards in the
Analytics tab. Select ‘Subscriptions’. Tick ‘Unsubscribe’ against the subscription you would like to remove.
Select ‘Unsubscribe’ to confirm. This is beneficial when the project is ending in 2 months and the reporting
team do not want to keep receiving reports after this date as it fills up their mailbox.
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9.0 Live Dashboard Reporting
SuccessKPI also provides a range of Live Dashboard reporting based on the queues created in
Amazon Connect. Live Dashboard is very beneficial and a key aspect in SuccessKPI. It allows
data to be up to date for e.g. call center managers to see straight away and in real time how
many agents are online/ how many calls in queue. This is a great business benefit for efficiency.

9.1 Create a new Live dashboard
To create a new Live dashboard, select ‘Analytics’ and open ‘Custom Reports’. Click ‘Create’
and create a ‘New Dossier’. If you are configuring the dashboard from scratch, please read the
below.
Select the type of report you would like to show. If your Live MI is numbers and percentages, we
recommend using ‘Grid’.

The datasets for a Live Dashboard report are different to a regular report. You are not able to
use the same metrics/attributes. To view the live datasets, select the three dots highlighted
below. Select ‘Add Data’ and then ‘Existing Dataset…’.

The below pop up will be presented. Select ‘datasets’ and all the types of metrics will be
presented.
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In the datasets you will find real time metrics that are suitable for your Live MI dashboard. All
these groups are highlighted below. Select the group you would like to add and click ‘Select’.
These will now be available to add to your dossier.

Drag and drop the metrics you would like to add to your dashboard. To edit and format this
report please see section 5.3.

9.1.2 Adding a threshold
In this report you are able to add ‘Thresholds’ which can be configured as per the project SLAs.
For example, if the abandonment rate is reaching 5% the tile can change colour to alert the
Team Leader.
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To add this, right click on the tile you would like to add the threshold to. This will change the
Format tab to the below. Select ‘Add’ under ‘Thresholds’.

Input the threshold as per your SLAs. You are able to add multiple to one tab therefore, you can
follow a red, amber, green process if required. If you would like to add another threshold to the
tile select ‘Add’.

9.2 Downloading a Live dashboard.
You are able to download your Live dashboard to store a screenshot of data at that given time.
If there is an existing live MI dashboard and you want to download it, please read the below.
If you would like to convert the whole table, you will select the share icon at the top corner and
select ‘Export to PDF’.
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This will convert your report into a PDF and will be available on a new tab.
You are also able to download individual metrics. To do this, hover your curser over the metric
you would like to download and select the three dots.

Select Export and PDF.

This report will now be available in your local ‘Downloads’ folder.

9.3 Editing Live Dashboard
If you would like to edit your Live dashboard, open ‘Shared Reports’ and find the Live report.
Right click on the report and select copy.

Save this report within ‘My Reports’ and select OK.
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Open ‘Custom Reports’ and run the copy of the Live dashboard.

Now you are able to edit your dashboard as you require.
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