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OPEN-LINE reporting lets you assess the customer experience 
within – or across all – your customers and customer groups, 
with:

* Available to OPEN-LINE Essential console users.

• Real-time data

• Web-based graphical reports

• Drill-down capabilities

• Multiple-format data exporting capability

• A library of pre-configured, standard reports

• Ad-hoc reporting functionality*
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To access reporting, click on the “Reports” tab on the OPEN-
LINE console.
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Your view of the OPEN-LINE Reporting site depends on which
OPEN-LINE plan you have purchased – OPEN-LINE Connect! or
OPEN-LINE Essential.

OPEN-LINE Connect!

OPEN-LINE Essential
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OPEN-LINE Connect!
offers 10 standard 
reports.

OPEN-LINE Essential
offers 30 standard 
reports.

OPEN-LINE Connect! users have access to 10 of the most
popular pre-programmed reports. OPEN-LINE Essential users
have access to the full library of 30 pre-programmed reports.
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In addition, OPEN-LINE Essential provides access to an Ad Hoc
Reporting tool that lets you create your own data tables.

OPEN-LINE Connect!
does not have Ad Hoc 
Reporting functionality.

OPEN-LINE Essential
provides access to Ad 
Hoc Reporting.
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OPEN-LINE Essential also allows users to save reports to the
“My Reports” folder to be re-run at any time.

OPEN-LINE Connect!
does not provide “Save 
As” functionality.

OPEN-LINE Essential
lets users save reports.
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This manual presents the OPEN-LINE Essential view of
reporting, noting differences for Connect! users, as appropriate.



2. Standard Library
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Simple directions for running the standard library reports are
provided on the reporting landing page.

Click on the 
“Report Library” 
tab at any time to 
return to the 
landing page with 
the “quick start” 
instructions.
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You can find additional instructions by clicking the
“Instructions for Reporting” link, which opens a new web page
that may be kept open as a reference while you work.
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The Library is organized into two folders: My Reports and
Standard Reports.

Standard Reports are pre-programmed 
for you.  The My Reports folder contains 
queued reports and reports you create 
and save yourself*.

* This functionality is only available to OPEN-LINE Essential console users.
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To get started, simply click on any report title in the “Library.”

Click a report title to 
launch it.
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The report you select displays real-time data using the default
parameters (that is, all customer groups to which you have
access for a three-month date range ending on the current
date).

Click on any data point to drill 
down to the ticket details behind 
the numbers.
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Drill-down functionality 
can take you all the way 
to the individual ticket 
history with just a few 
clicks.

Underscored
data may be 
clicked on to 
drill down.

Use the “Return” 
icon to back up 
to the first drill-
down page and 
start another line 
of inquiry.
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Reports may be paged through, printed, emailed, exported,
searched, saved or re-sized using the icons at the top of the
page.
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Reporting functions, accessed through the icons, include the
following:

- Opens the report as a PDF file (a quick-print option is provided from 
here).

- Opens an email dialog box to send the report in a selected format to 
the recipient(s) you specify.

- Opens a file export dialog box to download the report in a selected 
format to your computer.

- Opens a search tool bar with the ability to conduct Advanced searches 
of data contained in the report.

- Opens a dialog box to save the report to the My Reports folder as 
either an archive or template report.*

- Allows the report as displayed in the Reporting window to be re-sized.

- If the report is more than one page long, allows 
you to page forward and back through report.

* This functionality is only available to OPEN-LINE Essential console users.
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For example, clicking on the “PDF” icon lets you quickly print
the report.

After clicking on the 
“PDF” icon, click 
“Open” in the pop-up 
window.
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The PDF-formatted report opens in Adobe Reader. From here
the report can be printed, saved, highlighted, etc.

Click on the printer 
icon to forward the 
report to your local 
printer.
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Any report may be exported to a variety of formats, including
Excel, PowerPoint, and Rich Text.

Click on the “Export” icon to 
download the report to a file 
type of your choice.
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Alternatively, any report may be saved to (and re-run from) the
My Reports folder*.

Click on the “Save As” icon.

* This functionality is only available to OPEN-LINE Essential console users.
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Fill out the “Save As” pop-up form, selecting the options and
formats you desire.

There are three “Save Options” to choose from:

• Archive – Saves the report with a static set of 
data (allows no changes)

• Template – Saves the report, but allows changes 
to Date Range and Customer Groups through the 
session Parameters settings

• Parameters Only – Used for Professional-level Ad 
Hoc Reporting only; Saves the report, but allows 
changes to the Ad Hoc report settings
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Clicking the “Search” icon opens a window to the left of the
report. From here, it’s easy to search for key words in, for
example, the Verbatim Report.

After running the 
Verbatim report, click the 
“Search” icon and, then, 
click “Advanced.”



26

Set “Search in” to “Table,” then select the column you’d like to
search (usually “Comments”) and define the logic needed to
find what you’re looking for.

In this example, we’re looking for 
tickets that contain “superior” in 
the Comments field.
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After you define your search criteria, click “Search” to find the
comments that meet your criteria.

Tickets that meet your 
criteria are identified. 
Click on each to locate 
the applicable comment. 
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To run a new report with the same date-range and customer-
group parameters, simply click on a new report title.

Many reports allow 
you to customize the 
display.

Click a new report 
title from the library.
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Change report parameters for the session by clicking
“Parameters” and updating your selections.

Remember to re-click the 
report in the Library to 
refresh it with the new 
parameters.

Minimize or close the 
Parameters pop-up 
window after clicking 
“Submit.”

In addition to changing the 
date range, if you have access 
to more than one Customer 
Group, you may select any 
combination of groups on 
which to report.
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Change the default parameters by clicking the link at the
bottom of the Reports home page. Default parameters stay in
effect from session to session until you update them.

Remember to re-click the 
report in the Library to 
refresh it with the new 
parameters.
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Some reports may take longer to run than you want to wait. If
that’s the case, click on “Queue Preferences” to determine if
you want queued reports emailed to you or added to My
Reports.

When you click “Queue 
Preferences,” a new window 
opens. Choose your preferred 
format and where you want 
your queued report delivered.
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To queue a report, click “Add to Queue” when the report is
running, then continue with your other work.

When a queued report has 
completed, it is delivered to you 
based on your Queue 
Preferences.
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You can manage your saved* or queued reports in the My
Reports folder by using the Organize link at the bottom of the
library list.

Click “Organize” to 
manage the My Reports 
folder.

* This functionality is only available to OPEN-LINE Essential console users.
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Follow directions to rename or delete your saved reports.

When you’re finished, click 
the “X” to close the 
Organize function and 
return to normal report 
functionality.
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Click “Logout” to close the OPEN-LINE Report Portal.



3. Ad Hoc Reporting
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If you need data that’s not provided in one of the pre-
programmed library reports, use OPEN-LINE’s Ad Hoc
Reporting* function.

Click the “Ad Hoc Reporting” 
tab to get started. 

You can find additional instructions by 
clicking the “Instructions for Reporting” 
link, which opens a new web page you 
can keep open as a reference as you 
work. 

* This functionality is only available to OPEN-LINE Essential console users.
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There are three steps to creating an Ad Hoc report: (1) select
detail columns, (2) set filtering conditions, and (3) choose table
style.
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Step 1 – Select detail columns: Select the fields you want to
display in your report from the list available in the left-hand
box.

In the right-hand box, OPEN-LINE 
gets you started with the most 
frequently used data fields, but you 
can remove any of these from your 
report. 

In the left-hand box, click the     arrows 
in order to view the fields available to 
select in each category. 
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Click the field you want in the left-hand box, then use the
center arrows to add it to the right-hand box. Repeat as
necessary to build your set of data fields. (Reverse the process to
remove fields.)

Use the up and down 
arrows to change the 
display order of the fields 
you select. 

Click “Next” to proceed to 
Step 2. 
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Step 2 – Set filtering conditions: Use the drop-down categories
to create the logic to pull data. You may have multiple filter
statements with nested “and/or” logic.

OPEN-LINE starts you off 
with a default filter (“all 
tickets submitted this 
month”), but you can easily 
delete, modify, or append 
that logic.
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Use the command buttons on the right to develop your filtering
conditions.

Click “Next” to proceed to 
Step 3. 

The command buttons 
become active or inactive 
depending on where you are 
in the process. 
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Step 3 – Choose table style: Select the table layout you prefer
from the large selection of options available.

Click “Run” to launch the 
report. 

When you click on a 
table-style title on the 
left, an example of the 
format appears in the 
window on the right. 
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Be careful! Clicking on the “Report” tab while you are in Ad Hoc
will clear all of your Ad Hoc settings for the session.

You can use the “Previous” and 
“Next” buttons to move between 
Ad Hoc steps without losing the 
parameters you have chosen.
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As with standard reports, all Ad Hoc reports may be paged-
through, printed, emailed, exported, searched, saved, or re-
sized.

Ad Hoc reports provide automatic 
drill-down functionality. Click on 
the ticket ID to drill-down to 
ticket history.
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Click on the “Save As” icon to save your Ad Hoc reports to your
My Reports folder.

Saving your report “as  
Template” lets you re-run the 
report, with the same 
parameters, at any time.

If your filter logic includes 
open-ended statements, such 
as “Ticket Submitted Is In 
Range This Month,” the saved 
report will pull the current 
run-date’s monthly data, that 
is, it will pull July’s data in July 
and August’s data in August.

Saving your report “as Archive,” 
allows you to run the static report 
at any time (the data will never 
change).

NOTE: The “Save Parameters Only” option gives more advanced users of OPEN-LINE Professional the
ability to modify the Ad Hoc report parameters at run time. This option is not available to OPEN-LINE
Essential users.
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Once the Ad Hoc report has been saved, it appears in the My
Reports folder.

Click the saved Ad Hoc report 
title at any time to re-run the 
report.
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