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Welcomel!

Whether you are already using business metrics to help manage your business, or you are just beginning to realize the
benefits of analyzing your business data, Autotask Performance Analytics (formerly Performance Dashboards) will make
this task easier.

What is a Performance Analytics Workbook?

Every customer or potential customer, every ticket and project task, every sales opportunity and quote is stored in your
Autotask database. Your database tells the story of your business. And as more business owners are realizing, this story
can provide useful insights into how to make your business better.

Autotask Workbooks pull out the information you need, and presents it in an easy and accessible format.

« Each workbook brings together core metrics for one area of your business workflow to analyze your business's
trends, successes, and challenge points.

« Workbooks present data visually so you can compare and analyze at a glance.

« Workbooks are easy to set up; simply open the workbook, enter the credentials provided by Autotask, and you're
ready to go.

« Workbooks are even easier to use. Click one button to refresh data directly from pre-selected Autotask Per-
formance Dashboards Data Cache and then start scanning the charts.

« Workbooks are portable; you can work anywhere. All you need is a computer that can open an MS Excel (version
2010 or greater) file and, to update your data, a network connection. And, workbooks are compatible with Share
Point and Sky Drive.

« Workbooks bring together related data on one worksheet so you can easily compare relationships and trends.

« Workbooks have some basic features that any user can customize for their own business preferences.

@ Workbooks require access to the Workbooks Data Cache, a fee based service.

Ready to get your workbooks?

Autotask Performance Analytics workbooks are available through your Autotask Account Manager.

Workbooks are not supported on Macs. The MS Excel™ version for Macs does not support key Performance Ana-
lytics features.

Ready to set up your new Workbooks?

Go here: "Get Started with Performance Analytics" on page 6
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Looking for information about a specific workbook?

If you are reading the Performance Analytics: All Workbooks User Guide, you can use the following links to go dir-
ectly to information on a specific workbook:

"Using the Service Desk Workbooks" on page 24
"Using the Client Workbooks" on page 61

"Using the Sales Workbook" on page 83

"Using the Financial Workbook" on page 122
"Using the Projects Workbook" on page 167

If you are reading the User Guide for a specific workbook, click the link below to open a page in the Autotask Online
Help where you can download a PDF User Guide for any workbook type.

Download a Performance Analytics Workbook User Guide

Need help from Customer Support?

Find out more here: "Contacting Customer Support" on page 196
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Get Started with Performance Analytics

This section provides general information on the Performance Analytics Workbook requirements and how to configure
your workbooks. For details on the tabs in a specific workbook, refer to the individual workbook information.

If you are reading the Performance Analytics: All Workbooks User Guide, use the links below to go directly to the
individual workbooks.

« "Using the Service Desk Workbooks" on page 24
« "Using the Client Workbooks" on page 61

« "Using the Sales Workbook" on page 83

« "Using the Financial Workbook" on page 122

« "Using the Projects Workbook" on page 167

If you are reading the User Guide for a specific workbook, click the link below to open a page in the Autotask Online
Help where you can download a PDF User Guide for any workbook type.

Download a Performance Analytics Workbook User Guide

If you are using a printed copy of the User Guide, enter this URL into a Web browser's address bar to open the Help page:
https://www.autotask.net/help/Content/Reporting/AnalyticWorkbooks/PerformanceAnalyticsWorkbooks.htm.

What You Get

When you sign up for Performance Analytics Workbooks, you will receive:
« A Performance Analytics Workbooks file for each workbook you signed up to receive
« Credentials to access the Workbooks Data Cache to download and refresh your data
« A sample PowerPoint presentation with charts that you can link to your service desk workbooks
o AUser Guide in PDF format
Requirements
To use Autotask Performance Analytics workbooks, you need the following:

« Microsoft Excel™ 2010 or later running on a Windows operating system

The MS Excel version for Macs does not support key features of the Performance Analytics workbooks, for
example, slicer filters.

« Workbooks Data Cache access credentials
@ Depending on your Autotask package, there may be a monthly fee to access the Workbooks Data Cache.

« Internet access when downloading and refreshing data.
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Setting Up Your Workbook

When you receive your workbook files and user credentials from Autotask, you must configure each workbook separately.

There are currently several different Analytics Workbooks and workbook versions available. Your workbook may
not have all the options described here. If you don't see an item on your Config page, you can move on to the next
item.

To Begin
1. Copy all attachments from the email you received from Autotask to your local drive or network.

The email includes your credentials to access the Workbooks Data Cache: Database Server, Database Name,
User ID, and Password.

L, . . .
?.’,_,:"' Be sure to keep a copy of your credentials in a secure location.

2. Open a workbook file in Excel.

3. Click the Config worksheet tab.

Ticket Analyss  Tickets Defél | Config . ¥ gl .
S~ | 100% (=) 0 &)

Initial Setup and Configuration

O

Be sure to have the following Workbooks Data Cache credentials ready: Database Server, Database Name, User ID, and
Password.

1. On the Config worksheet, click Setup Workbook.

2. Enter the credentials you received from Autotask exactly as provided by Autotask: Database Server, Database
Name, User ID and Password.

Your connection information is case sensitive.

Use characters as specified by Provisioning. Do not leave empty spaces before, after, or within the specified char-
acters.

If information is entered incorrectly, the setup will fail.
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Autotask Setup
Connection Setup - Autotask Report Data Warehouse

Please enter the folovang nformation to connect to your Autotask database. The spreadshest vl be
wpdated B0 connedt usng those detal.

Dotabase Server: |]

Database Mame: |

User 10

|
Passwoed: [

Advanced Where:

{ Next Step Cancel

FOR SALES WORKBOOK V 1.2 - You can store your connection credentials in a wbsetup.txt file. Future
workbook updates will reference this file to load your credentials.

Set up the wbsetup.txt file as follows. Be sure to type the credentials exactly as provided by Autotask:
{:; On line 1 of the file type your [Database Server]

On line 2 type your - [Database Name]

On line 3 type your [User ID]

Optionally, on line 4 type the [Password]

Save the files as wbsetup.txt in the same directory as your Sales Workbook file. The wbsetup.ixt file must

reside in the same directory as your workbook.

3. Optionally, enter an "Advanced Where' clause to selectively limit the amount of data that is downloaded. The num-
ber and type of advanced where clauses will vary depending on which workbook you are configuring. You can skip
this field now and add an Advanced Where Clause at a later time. Refer to "Add or Update an Advanced Where
Clause" on page 20.

4. Click Next Step. In the next minute or two (subject to connectivity and quantity of data), your workbook will:

Connect to your Workbooks Data Cache, download your site configuration and write it to the workbook.
Download the data required for the workbook, for example, ticket data for a weekly or daily service workbook.

Recalculate and update all workbook charts.

5. When the configuration and download are complete, complete the additional Config tab options described below.

Company Name

Enter your company's name in the Company Name field. This name will display on the Home page.

r
{ﬁ If you are configuring a Client Workbook, this name will also appear on your report covers.

Time Zone (Service Desk, Client, and Projects workbooks only)
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Autotask stores all ticket detail dates in UTC. In order to see ticket create and complete dates in your time zone, you must
specify that zone.

« Select the correct Time Zone and then click Update Timezone. Time zones are sorted by GMT +/- order.
Autotask Zone, Currency Symbol, and Fiscal Year (Sales workbook v 1.2)

Several Sales workbook tabs, for example, Forecast This Month, provide a list of the opportunities included in the tab
data. In the list, you can click the item ID field to open the item's detail record in Autotask. To access the correct records,
you must select your Autotask Zone here.

Your zone number appears in the base URL of you Autotask application. For example, if you access Autotask at
https://ww3.autotask.net, your Autotask zone is 3.

Currency Symbol and Current Fiscal Year (Sales workbook v 1.2 and Financial only)

The Service Desk and Client Workbooks fiscal year is based on the calendar year. The Config page does not
include a Fiscal Year option. If you need to change the fiscal year for a Service Desk or Client workbook, please
contact Autotask Customer Support. Refer to "Contacting Customer Support" on page 196.

« To specify the currency symbol that will appear on graphs, metrics and tables, select a currency from the menu.
Click Update.

« To specify the beginning date of your current fiscal year, select the month and year from the menus. Click Update.
Advanced Where Clauses

When you download data from the data cache, that download includes all data specific to your workbook for the current
and previous year. You may not want to work with all of your data. Advance Where clauses let you limit the data by specific
parameters. You can specify Advanced Where clauses when you complete your initial setup, or you can add the clauses
at any time. Once added, the clauses will filter data when you refresh. For more details on Advanced Where Clauses, refer
to "Add or Update an Advanced Where Clause" on page 20.

Save Your Password (Optional)

You can save your Workbooks Data Cache password rather than enter it every time you refresh your data.

Your password will be saved without encryption in Excel. If this is a security problem for you, do not use this fea-
ture.

For each workbook, do the following.
1. In your Workbook, click the Excel Data menu option.
2. Click Connections. The Workbook Connections window opens.

3. Inthelist of Connections, click the connection indicated below for the workbook you are configuring:

For the Service Desk and Client workbooks click "AT_Ticket Detail _Data".

For the Sales workbook click "AT_Opportunity Detail Data".
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Click Properties.
In the Connection Properties window, click the Definition tab.
Click the Save Password check box and then click OK.
When you click Save Password, a security message may open. To proceed and save your password

without encryption, click Yes. If you do not want to save your password without encryption, click Cancel. You
can then enter your password every time you refresh data.

For Sales Workbooks, only, return to the list of connections and click
"AT_Opportunity Detail Closed".

Repeat steps 4 through 6 for the additional Sales related field.

For all workbooks, return to the list of connections and click "AT_WarehouseUpdate".
Repeat steps 4 through 6.
Click Close.

Save the workbook.
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Refresh Data and View Your Charts

Once you have completed the initial configuration, you can begin to view your data.

For details on the individual workbooks, refer to "Using the Service Desk Workbooks" on page 24, "Using the Client Work-
books" on page 61, "Using the Sales Workbook" on page 83, "Using the Financial Workbook" on page 122 or "Using the
Projects Workbook" on page 167.

Refresh Your Data
You can refresh your data daily. You will need a network connection to refresh.
Since the workbooks use only selected data, the data updates quickly.

1. Go to the Home tab in your workbook and click Refresh Data.

2. Ifyou saved your password, you are done. If not, enter your password.
@ You will be prompted for the password twice. This is normal. Provide the password both times.
3. Once the refresh is done, save the file.

The refresh will not include any changes that were made to data items in Autotask Admin that are included in the work-

o book data, for example, queue names or priorities. To fully update your workbook after you make Administrative
changes in Autotask, you must re-configure the workbook from the Config tab. Refer to "Initial Setup and Con-
figuration" on page 7.

The Performance Analytics Workbooks are a unique subset of data and are not related to Autotask Report Data
@ Warehouse. Autotask does not support any use of the Workbooks related data tables in a SQL reporting envir-
onment .

For more information on the workbook data, refer to "About the Workbooks Data Cache" on page 195.

There's More!

To learn about more options to customize your workbook , refer to "Take Your Workbook to the Next Level" on page 12.

Additional Help

If you need information that you cannot find in the Help, or you have experienced a workbook related technical problem,
please contact Autotask Customer Support. Refer to "Contacting Customer Support" on page 196.
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Take Your Workbook to the Next Level

Once your workbook is configured and you're comfortable refreshing the data and working with the tables, you can try
some of these features to make your data analysis even easier.
Before you customize...

Save a backup of your original workbook. Even experienced Excel users can accidentally make a change that cannot
be corrected. Autotask will not be responsible for the results of any changes you make to your original workbook.

Customize Groups (Optional)

Some workbooks are configured with a specific set of groups. Service Desk workbook groups are based on your Service
Desk queues. Sales workbook groups are based on Sales Teams. You can give the groups in either workbook custom
names directly in the Config tab worksheet under Step 4 Custom Groups.

The Sales workbook Config tab also allows you to set up groups for smaller subsets on the Forecast tabs. Double click in a
field in the Opportunity Stage Name column and enter your name for the custom stage group.

If you want to base your groups on something other than the default configuration, please contact Autotask Customer Sup-
port for assistance. Refer to "Contacting Customer Support" on page 196.

Share Workbook Charts in PowerPoint™ Presentations

You can easily use PowerPoint presentations to share the insights you gain from your workbooks. Simply copy and paste
workbook charts into the presentation slides. And, to be sure your data is always current, you can paste the charts as
linked objects. Then, before you present, simply refresh your workbook data and then update the links in PowerPoint.
Your presentation data is current every time you present, without spending hours updating content.

To get started, you can use the sample presentation you received from Autotask. You can also add additional charts to the
sample presentation or to your own presentation.

Refer to "Add Linked Charts to PowerPoint Presentations" on page 22.

Customize Your Workbooks

The formulas and ranges in your workbook were carefully designed to present key workflow data in a clear and useful dis-
play. Experienced Excel users may want to make adjustments to the appearance of the charts and the data presentation.
And even inexperienced Excel users can make some simple changes to adapt the workbook to your business needs.
Refer to "Customizing Your Data Display" on page 13.
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Customizing Your Data Display

Because Autotask Performance Analytics Workbooks are based on Microsoft Excel, you can make adjustments to the
appearance of the charts and the data they contain. This topic and related topics provide basic information to help you
make simple changes to your workbooks. Please be sure to read "Before you customize...", below.

Before you customize...

Save a backup of your original workbook. Even experienced Excel users can accidentally make a change that cannot
be corrected.

Autotask will not be responsible for the results of any changes you make to your original workbook file.
One more important note:

The formulas used in your workbook are often complex. We strongly recommend that you do not edit formulas and ranges
unless you are an advanced Excel user.

Displaying and Hiding the Excel Menus and Ribbon

When you first open your Analytics Workbooks, the Excel ribbon that contains the tools needed to edit the worksheets is
hidden. Most of the modifications described here require the ribbon.

« Todisplay the ribbon and keep it open until you choose to close it, click the small down arrow icon on the far right of
the menu bar.

T

o L gl Formatad Chata [ e Add By Asrabat

ac £0% AD T = 0= 1" A ES
« To hide the ribbon, click the arrow again.

Change the Appearance of Your Charts

You can make simple changes to chart style, colors, and labels as you would with any Excel spreadsheet. Even with
simple format changes, save a backup of your original workbook.

Using the Ribbon Tools
1. Click to select a chart or an element in the chart.
The Chart Tools tab appears in the Excel ribbon.

2. Select the Format, Design, or Layout tab.

3. Inthe Layout or Format ribbon, in the Current Selection area, select the element of the chart you want to format
from the menu.
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This menu does not appear in the Design ribbon.

4. Make changes as needed.

5. Save.

Using the Right-click Menu

1. Rightclick in the chart or on a chart element.
2. Select the formatting option you need, for example, Change Chart Style or Format Chart Area.
3. Inthe format window that opens, make selections and changes as needed.
4

. Save.

For more details on formatting options for Excel spreadsheets, please refer to Microsoft training information: Microsoft
Office: Change the format of Chart Elements 2010.

Changing the Labels and Content for Metrics that Matter

The Service Desk, Sales, Projects and Financial workbooks each provide a collection of key metrics called Metrics that
Matter.

Service Desk Workbooks

In the Service workbooks, the Metrics workbook tab displays a table of 10 key service metrics for the current week or day,
the previous week or day, and two previous weeks or days. Each metric displays two sparkline graphs and the final
column displays the target set for that metric.

Sales Workbook

In the Sales workbook, the Metrics that Matter appear only on the FY Current (Fiscal Year Current) tab. Selected metrics
also appear at the top of several other tabs.

Financial Workbook

In the Financial Workbook, the Metrics workbook tab displays up to 14 different key metrics. The workbook ships with 13
metrics selected to give you a quick view of the financial health of your company, including data for a specified month and
year to date, indicators to flag metrics that have not met their targets, and sparkline graphs to show a month to month com-
parison.
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Projects Workbook

Similar to the Service workbooks, the Projects workbook displays 10 key metrics for the current week, the previous week,
and two weeks before the current week.

For All Workbooks

For all workbooks, the Metrics that Matter data is driven by the current year data Analysis tabs (for Service Desk, the
Ticket Analysis tab; for Sales, the FY Current tab; for Financial, the FinancialsCurrent tab; and for projects, the Task
Analysis and Projects Analysis tabs). Each of these tabs can be updated in the same way. The examples here are
based on a Service Desk workbook Ticket Analysis tab, but the instructions can be applied to the other Analysis tabs.

The formulas used in some cells of the data analysis tabs have been carefully constructed and are often used to cal-
@ culate values in other cells. We do not recommend changing formulas unless you have a high level of experience
working with formulas in Excel.

ﬁ Make a backup of your workbook before changing data. Autotask will not be responsible for the results of any
changes you make to your original workbook file.

Service Desk Ticket Analysis

Met Week Current Last Prev Last 4 Prev 4
Target Trend Week Week Week Weeks Weeks 10-Mar  17-Mar

Metrics That Matter A AvE

Dpening Backlog T 428 300 zz0 227 177 22 204
Backlog Over 30 days nan..__— 108 100 9% 95 75 64 2]
Tickets Created Ll L LU 556 599 539 551 511 479 506
Thckets Cormpleted LlLoLLLLL ISV WA 534 47 509 488 520 297 536
added to Backlog inuney i) 128 a0 &5 (9) {18} (30
% of First Response Met URNRENANRE AT ooy 7% 98% 28% 995 99% 985
Avg Elapsed Hours to Respond | oReeeemes S 1.0 1.3 0.9 1.0 1.0 1.1 1.0
% of Resolution Met T it R BI% B 85% 85% B% 76k Ta%
Avg Elapsed Hours to Resolve T B & 5 3 6 8 14.8 8.4
Avg Survey Score e . A~ 4.6 47 4.5 4.6 4.5 4.5 4.6

Many of the values in the Ticket Analysis cells, including the values that appear in the Metrics that Matter display, pull their
data from other "reference" cells in the worksheet. To edit the content of cells that contain a reference to another cell and
maintain their ability to update when your data is refreshed, you must change the cell that is referenced. Do not edit the
data itself.

To determine what cell is being referenced, put your cursor in a data field. This applies to label fields as well. For example,
in the image below, the value for March 10 is driven by the formula in cell N92.
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n Home  Inset  Fagelayout  Formulas  Data  Review  View  Developer Design

N12 - PAETE
F [

M Service Desk Ticket Analysis
4

Met Week Current Last P Last 4 Prev 4
10 Target Trend Week Week Week geks Weeks 10-Mar  17-Mar

1 Metrics That Matter ™ o
12 | Opening Balance il ] ' 428 300 pri] 27 77 E 204
13 Backlog Over 30 days LULLLLLLLL Sy 108 100 9 95 64 68

14 | Tickets Opened — 554 599 589 553 511 479 506
15 Tickets Completed ey A, 534 an 509 488 520 497 536

To change a metric:
1. Locate the row that contains the metric that you want to display and check the row number.

For example, to replace Opening Backlog with Opening Backlog for Highest Priority Tickets, locate the heading for
your highest Priority (Priorities are specific to your Autotask setup) in column F and check the row number. For
example, in the image below, the highest priority is Critical and the row is #25. So the cell to reference is F25.

L

23 |Opening Balances
24 BY PRIORITY

25 | Critical —— 0 0]
<5 | Fhgn PN 10 i

@ Your workbook row and column combinations may differ from the examples.

2. Scroll back up to the Metrics that Matter data.
3. Click the cell for Opening Backlog.

4. Replace the current reference value with = followed by the column letter and row number of the Critical Priority cell.
In our example, it would look like this =F25.

As you change the cell references, you should see the update.

5. Update the other fields in that row to display values related to the new heading. You can copy the reference value,
for example, =F25, and paste the value into all related cells on the row. The workbook will update the reference
value to the correct column letter.

As the values change, you can see the trending sparkline update.

6. Save the changes.

To add or change the Target value:
You can add a Target value or update the existing value.
1. Locate the Target Value column and click in the cell of the row that you updated. Enter the new Target Value.

2. Clickinthe Target Type cell (column AC) and select Over, Under, or None, that is, do you want your values to fall
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under the target value, over the target value, or meet the target value.

3. Save your changes.

Change the Ranges for Chart Data

Many of the charts in the Service Desk, Sales, and Financial workbooks present data segmented into defined ranges. For
example, in the Age of Opening Backlog chart for the Service Desk 10 Week workbook, the default ranges are 0 to 14
days, 14 to 45 days, 45 to 120 days, and over 120 days.

Age of Opening Backlog
120
100
. A
B

0 z—-—-—:::__,—_.—-::_____’___:_..-

Fiil

10 17 24 31 &7 &1s &21 &8 &5 &1z

(T WS T 013 0WT et 1A L0 T By e Ovir 30 a3

All chart ranges and data are specified on the Data Analysis tabs in each workbook: Service Desk, Ticket Analysis; Sales,
CurrentFY and PreviousFY; and FinancialsCurrent and FinancialsPrevious.

The following steps and demonstration video are based on the Service Desk Ticket Analysis. These steps apply to the
defined range s for all workbooks.

View a video: Performance Dashboards: Configure Your Trending Criteria http://www.youtube.com/watch?v=5YiGatZ_jEM

1. Selectthe Ticket Analysis tab.

2. Click the Criteria button on the far right of the heading row.

Ni2 - & =nag

Current Latt Prev Last 4 Prev 4

This exposes the criteria values that drive the calculations for each week (or day).
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B C o E F | 1 1 K L M N
. Service Desk Ticke Crieris
4
[ B Criteriadf] Criteria ] Category B Currwelll Previvell] ColumnBlaWesdBlerdwodll Weekll W
7 Criteria Start Date --» i A Mik A Wmar 17
8 Criteria End Date --> WAk Mk Mk Mk TE Mar n

[ Current Last Priw Last 4 Prev 4

10 Week Week Week Weeks Weeks 10Mar 17
kL Opening Balances g ag
25 BY PRIORITY
26 Prioritys Criticsl Critical | 2 3 3 2 3 3
27 Priority2 High High E B 4f &7 ak 45 di
28 Priorityd Wi mdium || 147 T Lk LY LF3
29 Priorityd Lirer Liw .[ &7 3] 3] &1 b 53

Rows 7 and 8 contain start and end dates that are set automatically when you refresh. Do not change these set-
tings.

Columns C, D, and E contain criteria values that you can change to customize the workbook for your workflow.

Column C (Criteria 1) is the driver for most calculations. In the image above, Column C is set to specify which pri-
orities to display. If you make changes to the criteria, for example, change their order, the Ticket Analysis data will
update, along with any charts that display the criteria.

3. Scroll down to the first row that displays range data you want to update, for example, the Age of Backlog data on
the Service Desk workbook Ticket Analysis tab. In the image below, that is row 81.

@ This example uses the Service workbook. The described procedures apply to all workbooks.

Service Desk Ticke

2

.|

; B} CriteriaZfy Criteria3fy Category B Currwedf] Previwel] Columni
7 Criteria Start Date --> A HiA

B Criteria End Date --> HiA /A

Current Last Prav
Week Week Week

B0 F BY AGE OF BACKLOG

Bl | dge of Backlog (1] !14 0 to 14 days IC 43 18 38
82 Age of Backlog re 14 to 45 days [ 40 40 ]
&3 age of Backlog 5 120 45 to 120 days L &2 &2 a0
84 Age of Backlog 120 999999 Over 120 days ] 08 100 9
85 BY GROUP

86 | Groups Armericas Americas | - 172 166
&7 Group EMEA. EMEA | &6 G4 &3
88 Group Australia Australia ] 23 22 22
E3 Group AsiaPAC AslaPac z 1 z
S0

Locate the column that contains the range values. In the example, columns D and E contain the range values for
the Age of Backlog chart.

4. Change the range values as needed and then update the labels in column F.
You must manually edit the labels in column F to match the new values.
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The range values in the charts that use this metric will update automatically.

5. When you have finished, Save.

Use Criteria to Set Filters on You Chart Data

The Service workbook charts are automatically populated with all the tickets from the top ten issue types and sub-issues
(by ticket count), all queues, and all sources. When Criteria are exposed in the Analysis tabs, you can hide one or more
rows to filter tickets by the criteria in that row. For example, if you hide the row that holds the data for a particular queue,
tickets from that queue are excluded from the data.

1. If Criteria are not exposed, click the Criteria button.
2. Locate the Queue, Issue Type, or other ticket options you do not want to include in your ticket data.

3. Right-click the row and select Hide.
When the row is hidden the data does not display.
4. Toreturn a hidden row, select the row above and below and then right-click and select Unhide.

5. Save changes.
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Add or Update an Advanced Where Clause

The Advanced Where Clause is an SQL query option that allows you to filter out data that you don’t want to include in the
workbook analysis. For example:

« The Service Desk workbooks will download all the service ticket data for the last 10 weeks or 10 days by default.
You may want to limit the download to certain queues, issue types, or other ticket criteria.

« The Sales workbook will download all closed opportunities for the current and previous year and all forecasted
opportunities within a specified date range. You may want to limit the closed opportunities to specific sales teams or
accounts, or change the date range for forecasted opportunities.

« The Financial workbook will download all revenue and costs for the current and previous year by defaultYou may
want to restrict the download to certain contract types, contract categories, accounts, work types, etc. In addition,
the Financial workbook will download all resource hours for the current and previous year by default. You may want
to restrict the download to certain resources, work types, etc.

« The Projects workbook will download all Project and Task data for the last 10 weeks by default. You may want to
limit the download, for example, to include only client projects or open tasks.

Creating a WHERE clause requires experience in forming SQL queries. If you have the resources to create or edit a
WHERE clause, you can do that on the Config worksheet tab.

If you need assistance in creating the WHERE clause, contact Autotask Customer Support. Refer to "Contacting Cus-
tomer Support" on page 196.

3 When contacting Customer Support, be sure to provide your Company name, email address, and a description of the
¥ types of tickets you want to exclude and include.

How to Edit or Add the Advanced Where Clause

1. Open your workbook and click the Config tab.

2. Inthe Configuration worksheet, scroll down to Advanced Where Clause.

If you already have one or more Where clauses in place, the Advanced Where Clause field displays the current
clause. You can edit or replace the clause.

. Click Update Where Clause.

3

4. If you want to edit the current clause, make changes as needed.

5. Toadd a clause, type the clause into the text box or copy and paste your prepared Where clause into the field.
6

. Click Update Where Clause.

Sample Advanced Where Clauses for Service Desk

@ This information is specific to the Service Desk workbook. Do not use these samples in the Sales workbook.
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The following sample clauses are taken from the video "Performance Dashboards: How to exclude data from the service work-
book". To watch the video, use the link above, or enter this URL in your browser: http://www.y-
outube.com/watch?v=FCUHehN50K8.

Since the intent is to exclude data from the workbook download, all sample clauses use the operator "not in". The item
names in parentheses in the sample are taken from a sample workbook. You will need to find the correct names for items
in your workbook. You can find that information on the Ticket Analysis tab.

Although you can use the "not in" operator in Where clauses for the Sales workbook, the other data shown in these
examples is specific to the Service Desk workbook.

Filter by Queues

wh_queue.queue_name not in ('Recurring’, 'Internal’)
Filter by Issue Types

wh_issue_type.issue_type name notin (‘Sales', '"Admin’)
Filter by Sub-issue Type

wh_subissue_type.subissue_type name notin ('Rejected’)
Filter by Status

wh_task_status.task_status_name notin ('On Hold'")
Filter by Source

wh_ticket_source.ticket_source _name notin ('Sales Form')
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Add Linked Charts to PowerPoint Presentations

You can copy and paste workbook charts into a PowerPoint presentation and link the charts back to the workbook. Then,
you can update the linked charts with current data from the workbook. To help you get started, Autotask has provided a
sample presentation file, Executive_Meeting.pptx, which contains charts from the Service Desk Weekly workbook.

This topic describes the following tasks:
« How to link the charts in the sample presentation to your own workbook.
« How to add additional linked charts to the sample presentation or to your own presentations.

« How to update charts in your presentation.

Using the Executive _Meeting PowerPoint File

You can use the sample PowerPoint presentation provided by Autotask as the basis for our own presentation. Your pro-
visioning package included a sample PowerPoint presentation with linked charts and tables from the Service Desk Weekly
Analysis workbook. You can use one or more pages from this PowerPoint to create your own presentation and, if you like,
add additional charts.

Before you use the presentation, you must update the links for your own directory structure. The presentation links must
point to the current location of the workbook.

1. Open the Executive_Meeting presentation in PowerPoint.

2. Click the File tab, and then click Edit Links to Files, located under Related Documents on the right side of the page.

L™ B T Executive Mesting = Microsoft PowerPoint AR 3
M et Degn  Tansibion:  Animstions  SliceShow  Redew  View  Developr  Adding (-]
I swe . 2 = ‘
s Information about Executive_Meeting . / |
o CAComerLivedd13Workbooks\A to ClAmencas Tech SupportiExecutre_Mest... &
&5 Open aars a

.
m oy Anyone can open, copy, and change any part o this
presentation, Froperties -

Prosect
Recent Presentation *

= Prepare for Sharing
Print (523 Before sharing this file, be aware that it containg:
Docurment properties and auther's name
Content that people with disabilities are unable to [
read

Save & Send

Help

2] Optiens Versions Lact Printed

"i.- 1) Thete are no previous versions of this file.
(= Reatea People

3. Inthe Links window, select an individual link and click Change Source.
4. Locate the Service Desk Weekly workbook in its current location in the directory.

5. Double -click to select the workbook file and close the directory window.
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6. Repeat steps 3 through 5 for each chart link that you want to update.

7. Close the Links window.

ir‘ If you move the Workbook or PowerPoint file from its current location, you will need to repeat this process to maintain
the links.

Adding Charts to Any PowerPoint Presentation

1. Save your workbook.

2. Inyour workbook, find and click on the chart that you want to copy to PowerPoint.
3. From the Home tab, click the copy icon and select Copy.

4. Inyour PowerPoint presentation, open the slide to which you want to add the chart.
5

. From the PowerPoint Home tab, click Paste and select a paste option: click "Use Destination Theme & Link Data"
to update the formatting to match the presentation formatting, or click "Keep Source Formatting and Link Data" to
maintain the formatting from the spreadsheet.

6. Save the PowerPoint.

Updating Presentation Data

To update the charts in your presentation:
1. Open the PowerPoint.
2. Select the chart to update.
3. Locate Chart Tools on the ribbon and select the Design tab.
4. Click Refresh Data.
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There are two Service Desk Workbooks to help you analyze the trends in the Service workflow of your business. Each

presents key data about your tickets from start to finish so you can determine what is working and where there are poten-
tial problems.

Weekly Analysis provides a long term view of your workflow. If you're responsible for overall management of the
business, you can look at trends over time. Is your backlog growing or shrinking? Are there certain days or times
that you're not meeting your SLA first response? What are your customers saying about your service (Survey
responses)? If you can answer these types of questions, you can adjust resource management, billing rates, and
procedures to optimize your process.

Daily Analysis presents your day to day workflow. If you manage the daily operations of your company's service
business, you can get the information you need to manage the workload proactively. What issues need your imme-
diate attention and where do you need the most resources? Are there any unexpected increases in new tickets,
high priority tickets, or ticket backlog and what is the cause? This information can help you spot and manage poten-
tial problems before they develop.

Both workbooks include basic Metrics, Dashboard, and Timeline views that present the same data, but the timeframe for

that data is by week or by the day, depending on the workbook. Each workbook also includes several worksheets that
focus on short term data or long term trends.
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Metrics that Matter

The Metrics worksheet tab includes 10 key metrics that were selected to provide an overview of how your Service work-
flow is performing.

This Week Last Week 2 Wks Ago 10 Week 10 Week Target

shdfans sy afmfen Trend Met Plan

Opening Backlog P 428 @ 300 | 220 ‘|"““||| <220
Backlog Over 30 days 108 100 96 LU PP,
Tickets Created 556 599 589 -l
Tickets Completed 534 a7 R IRAVARVAL LI
Added to Backlog 22 @ 128 80 AN S
% of First Response Met 99% 97% 08% i,
Avg Elapsed Hours to Respond 1.0 1.3 0.9 ALLLLLLLLLL

% of Resolution Met 83% @  80% 85% TN i s
Avg Elapsed Hours to Resolve 5.7 52 @ 6.1 ‘ ||||||'|" <6
AVE Survey Score 4.6 4.7 D 4.5 \ N L

You can set a target for each metric for the designated time frame. Sparkline graphs and charts provide a quick assess-
ment of the overall trend for each metric, and when it is meeting its target.

Refer to "Viewing Key Service Metrics" on page 28.

Dashboard and Timeline Views
These worksheets present data for all tickets in the specified time period.

On each analytics worksheet, you can scan critical high level data at the top of the page. Weekly workbooks display data
for the previous 10 weeks. Daily workbooks display data for the previous 10 days.

Both workbooks display the following data:

Backlog New Completed, Change SLA Resp SLA Resol Survey

222 5290 5062 228 99% 83% 4.60

« The overall count of Backlogged, New, and Closed tickets
« The total difference between New and Completed tickets (Change)
« The percent of tickets that met their SLA first response and resolution targets

« Youroverall customer survey rating
Below these metrics on the analytics worksheet, related data is presented in a collection of easy to follow charts.

Dashboard: 10 Week or 10 Day View
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This dashboard presentation looks at multiple views of the following data: Opening Backlog, Completed Tickets, New Tick-
ets, and Tickets by Group.

For details, refer to "Dashboard: 10 Week or 10 Day View" on page 29.

Dashboard: 10 Week or 10 Day SLA
This dashboard presentation looks at multiple views of Service Level Agreement (SLA) or Survey data.

For details, refer to "Dashboard: 10 Week or 10 Day View" on page 29.

Dashboard: 2 Month View (Weekly Analysis only)

This dashboard presentation compares the most recent four week activity to the previous four weeks, for six key indic-
ators: Backlog, New Tickets by Priority, New Tickets by day of week, Hours Worked on completed tickets, Service Level
Agreements first response met, and Service Level Agreements resolution met.

For details, refer to "Dashboard: Rolling Four Week Comparison" on page 46.

Dashboard: Backlog (Daily Analysis only)

This dashboard presentation provides an immediate assessment of current ticket backlog. Four charts present backlog
data by age and activity. Nine additional charts break down backlog by specific characteristics including priority, issue
type, sub-issue type, queues, top 5 clients, top 5 resources, group and first response met.

For details, refer to "Ticket Backlog Dashboard" on page 48.

Weekly or Daily Timeline

This interactive dashboard presentation lets you view trends at weekly intervals over a 10 week (Weekly Analysis) period
orover a 10 day period (Daily Analysis). Slide the Ticket Balance scroll bar to view multiple data comparisons in these
areas: Opening Backlog, New Tickets, Completed Tickets, Service Level Agreements (SLA) and Survey Results.

For details, refer to "Service Desk Timeline View" on page 43.

Explore

This powerful and flexible interactive dashboard lets you filter all data on the worksheet by multiple criteria, for example, by
ticket Status, and/or Priority. Learn details like which issue types generate the most critical tickets or which resources are
assigned to the most tickets in your backlog. The Ticket Count in the header reflects how many tickets meet the selected
criteria.

The individual charts on this page fall into three groups: Trending and Activity, Top 5 Lists, and Service Level Agreement
and Survey. Below the charts, you can view a list of all the tickets that fall under the selected criteria.

For details, refer to "Explore Your Data" on page 55.

Data Analysis Tabs

These worksheets allow you to view, compare, and quickly access the data visually represented in the Dashboards and
Timeline Views. Data is grouped and sorted to correspond to the visual presentations. You can also view a list of all tickets
included in the data analyzed for this workbook.
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Ticket Analysis

This tab contains, in table format, all the ticket data that drives the service desk charts. Data is grouped by Opening Bal-
ances, Tickets Opened, Tickets Closed, and Service Level performance. Itis then sorted within groups by the criteria
presented in the graphs and charts, for example, By Priority or By Hours Worked. Each group is sub-totaled. Refer to
"Data Analysis and Tickets Detail Tabs" on page 59.

Backlog Analysis (Daily Analysis only)

This tab contains backlog data by resource, in table format and grouped by Opening Balances, Tickets Opened, Tickets

Closed, and Service Level performance. Data is sorted within groups by the ticket characteristics and other attributes that
appear in the charts on the Backlog tab, for example, Priority or Hours Worked. Each group is sub-totaled. Refer to "Ticket
Backlog Dashboard" on page 48.

Ticket Detail
The ticket detail lists all tickets included in the data analyzed for this workbook, that is tickets created during the specified

time period, closed during the specified time periods, and all backlogged tickets. Refer to "Data Analysis and Tickets
Detail Tabs" on page 59.
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Viewing Key Service Metrics

The Metrics worksheet tab includes 10 key metrics that were selected to provide an overview of how your Service work-
flow is performing.

This Week Last Week 2 Wks Ago 10 Week 10 Week Target

s sy afmfen Trend Met Plan
Opening Backlog @ 48 @ 300@ 22 A <220
Backlog Over 30 days 108 100 96 LU L PP
Tickets Created 556 599 589 ~ i
Tickets Completed 534 471 509 _ F /A0
Added to Backlog 2@ 122 80 Ay e
% of First Response Met 99% 97% 98% i,
Avg Elapsed Hours to Respond 1.0 1.3 0.9 \ i,
% of Resolution Met 83% @  80% 85% ' L o
Avg Elapsed Hours to Resolve 5.7 52 @ 6.1 ‘ ||||||'|" <6
Avg Survey Score 4.6 4.7 @ 4.5 \ N L

You can set a target for each metric for the designated time frame.
You can instantly see the following:

« Values for the selected metrics for the previous three weeks (Weekly Analysis) or the previous three days (Daily
Analysis).

« Whether or not a metric has met its target for each time frame. A red icon indicates a missed target.
« A sparkline graph that shows the overall trend for the previous 10 weeks or 10 days.

« A sparkline bar chart that shows where the target was met or missed for the previous 10 weeks or 10 days. Green
indicates the target was met, red indicates a missed target.

« The target specified for each metric.

l@ The total ticket count for 7 of these metrics appears at the top of each dashboard and the timeline views.

For information on setting targets, changing labels, and changing which data displays, refer to "Customizing Your Data
Display" on page 13.
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Dashboard: 10 Week or 10 Day View

In each workbook, 10 Day or 10 Week, this worksheet displays up to 10 charts grouped into four types of ticket related
data. Above each group you can click a hyperlink to quickly jump to another group.

2
gj In your workbook, hover over any point in a chart to see details for that point.

About the Graphs in this Topic

The graphs included in this topic were taken from the 10 Week workbook, with the exception of the New Tickets per Hour
chart. The 10 Day workbook includes most of the same charts except instead of showing data by week, the data is presen-
ted by day. The charts display and compare the same type of data in a different time frame.

In the examples below, when the table description indicates that the x or y axis = weeks, for the Daily Workbook
the x or y axis = days.
Opening Backlog

It's important to monitor trends in your ticket backlog, both on a day to day and long term basis. Is it moving up, down, or
staying steady over time?

When you look at the Daily analysis, you can spot a trend as it starts to build, or see a spike over a short time. You can drill
down to determine if it's just a chance occurrence or if you need to make some changes.

When you look at the weekly analysis, you can see trends over an extended time. Improvements can validate what you
have been doing, and poor results can point out problems that were not spotted or addressed on the daily level.

New, Completed, and Opening Backlog

Mew, Completed and Opening Backlog Y Axis = Number of tickets
- 450 X Axis = Weeks
F a0 Secondary value axis = Number in Backlog
— Blue = New Tickets, Red = Completed Tickets, Green = Backlog
L 200 Compare the number of new tickets (blue, left column) to the

number of completed tickets (red, right column).
The green line follows the opening backlog count for tickets by
week during the same time period.

210 217 32N 331 &7 414 &X &2 55 12

W Tedosts s Commipleted Ticoers

Bacilog

Insight: How are your backlog of new and completed tickets trending? The opening backlog is an indication of your team's
ability to keep up with new tickets. When the backlog is accelerating, you might want to see if it's due to more new tickets
or decreased ticket completion.
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Age of Opening Backlog

Age of Opening Backlog Y Axis = Number of tickets
10 X Axis = Weeks
100 Blue = 0 - 14 Days, Red =7 - 14 Days, Green = 14 - 30 Days,
B — Purple = Over 30 Days
f_
&0

View the number of tickets in backlog (y axis) by week (x axis)
a0 b—_—t——""ﬁ:——-—_—T—:—-—‘ and by how long they have been open. Each colored line rep-

0 resents a number range for days that tickets have been open.

=10 =17 324 *31 &7 & 1s 421 &8 =5 51z

s 0D T ABE s T I0 IOy e 100 T AlyS s Dwar 30 days

Insight: How is your backlog aging? This chart shows the backlog over 30 days has grown from 65 tickets to over 100.
This aging of backlog is a predictor of future SLA resolution and survey issues. The upward trend in tickets over 30 days
would be apparent even at the Daily level.

Distribution of Priorities in Opening Backlog

Insight: Are you addressing the highest priority concerns of your clients? This chart indicates how the distribution of your
opening backlog by priority is trending. You can see here that the number of medium priority tickets is growing but the num-
ber of high priority tickets has remained constant.

Distribution of Prierities in Opening Backlog Y Axis = Number of tickets
300 X Axis = Weeks
50 Blue = Critical, Red = High, Green = Medium, Purple = Low
200
- View the number of tickets (y axis) in backlog by week (x axis)
and priority.
100

Each column is divided by color; each color represents a ticket
50 Priority. The order of priority from the x axis is from highest to
lowest. In this chart, High (red) appears at the bottom because

0 FIF 33 331 AT &M &n 43 55 D2 there are no Critical (blue) tickets.

m Critical mHigh u Madnsm o L
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Changes in Opening Backlog

Changes in Opening Backleg Y Axis = Number of tickets
149 - - | X Axis = Weeks

13 Blue = Total tickets
100

View the number of tickets added or removed from the backlog
by week. The x axis displays weeks. The y axis displays the num-
ber of tickets added to backlog (more tickets completed than
added) above the y axis, and the decrease in number of tickets
in backlog (more tickets completed than added) below the y

40} axis.

8 Added to Backiog

Insight: How has the backlog changed from week to week? This chart provides an easy to view indication of the weeks
when the team completed more tickets than they created. In this chart, we started out strong but in the recent weeks have
not been able to keep up.

New Tickets per Hour (Daily Analysis Only)

Marwr Thtkoots Par Hour Y Axis = Number of tickets
X Axis = Date/Time
Blue = Number of New Tickets

View the number of tickets created

ew B 3B

5iEiisisssiigazagigsaesii635815888888888333
S iEiiiiiiRicisiiiianRanRafiiiizaszzizzzsz (yaxis)bydateandtime (xaxis)
et W e R et @ R R A R R e ok e B R A R A B R R

Insight: This chart is targeted to day to day service management. At what time of day do you experience the highest
volume for ticket creation? Does it vary by day? Is there a pattern that you can follow so you can assign your resources
accordingly?

Completed Tickets

Compare week by week or day by day how many tickets were completed over the last 10 weeks or 10 days. You can also
compare the time it took to complete them.
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Completed Tickets - Distribution of Total Hours Worked

Y Axis = Number of tickets
X Axis = Weeks
Blue = Under 15 minutes, Red = 15 - 30 minutes, Green = 30

minutes - 1 hour,

Purple = 1 to 16 hours, Turquoise = Over 16 hours.

View the number of tickets (y axis) completed by week (x axis)

for the previous 10 weeks. Each column displays, by color, the

range required to complete the tickets. Time increases from the
B0 B BN 3H &7 &34 &N &B B 512

x axis, with blue (under 15 minutes), at the bottom of the
column. This chart does not include any light blue (over 16
HUnder 1S minutes B 1Sto 0 minuwes B0 mnto 1y 8§ 1w 16 Hours B Over 16 Howurs hours)_

Completed Tickets - Distribution of Total Hours Worked

BB HE BB

Insight: How many tickets are closed at each time category? This chart shows the total number of closed tickets grouped
by the amount of time it took to close them. A spike in the number of hours it takes to complete tickets over a couple of
days might mean fewer available resources or a cluster of difficult tickets. But a spike over a longer period may also be an
indication of a larger problem to address, or that you won’t be able to keep up with ticket volumes.

Completed Tickets - Total Hours Worked

Completed Tickets - Total Hours Worked Y Axis = Number of tickets
X Axis = Weeks
00
Blue = Total hours
350
:: View how many total hours your team logged on tickets that
. were completed during a given week.
150
100

50

] 317 34 o+ &7 414 &1 +18 &5 512

u Tota | Howrs

Insight: How many hours were logged on this week’s completed tickets? This chart shows the total hours spent on tickets
to close them, including time spent in previous weeks (or days). A drop in the total hours for a week is an indicator of either
less work being done or if the volume of tickets is the same and issue types are the same, it means increased productivity

from the team that can accommodate higher volume of tickets.

New Tickets

See how many new tickets are added each week and on which days. Compare new tickets by priority.
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New Tickets - Distribution by Day of Week (Weekly only)

oo
L]
0o
&00
0
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Mew Tickets - Distribution by Day of Week

=10 =17 324 331 =7 & 1s 421 &8

W Monday B Tuesday B 'Wednesday BThursday

=5

51z

W Fridey

Y Axis = Number of tickets

X Axis = Weeks

Blue = Monday, Red = Tuesday, Green = Wednesday, Purple =
Thursday,

Turquoise = Friday

View how many tickets (y axis) were created by week (x axis)
and then by day in that week. Columns display days of the
week by color with Monday (blue) at the bottom followed by
Tuesday, Wednesday, Thursday, and Friday.

Insight: Do you consistently get the same number of tickets per day? This chart shows you the number of tickets coming
in for each day. Based on the distributions in the chart, you can plan to have the staffing necessary.

Total New Tickets by Day of Week (Weekly only)

1200 4
1,000
s00

§ 88

Total New Tickets by Day of Week
1400

1,124 1173

Tuesd oy ':"nl'td‘iud-l-f Tl‘-tr.ldﬂ

Fridey

Stlulﬂ-f

Y Axis = Number of tickets
X Axis = Days of the week
Blue = Total hours

View how many tickets were added for each day of the week
over the previous 10 weeks.

Insight: What's been the busiest weekday for new ticket volume of the past 10 weeks? In this chart, you can see Friday’s
ticket volume is lowest so it's the best time for your weekly staff meeting or for staff vacation.
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New Tickets - Distribution by Priority

Mew Tickets - Distribution of Priority Y Axis = Number of tickets
X Axis = Weeks

Blue = Critical, Red = High, Green = Medium,
Purple = Low

View how many tickets were created (y axis) by week (x axis)
and then by priority during that week. The order of priority
from the x axis for each column is Critical (blue), High (red),
Medium (green), Low (purple). Note that in this time period
130 217 33 3} 47 4&l4 43 43 2 EE  Eg3 there were not enough critical tickets (blue) to display on the
chart.

BEHEBEEE

o Crigical EHigh u Madiasm 1 Lo

Insight: Are you getting more high priority tickets coming in? This 10 week chart shows that although there was a small
spike during the week of 3-31, the high priority tickets have trended steady for the most part. You would have seen a more
detailed trend with the 10 Day Workbook for that date range. Maybe there was a problem, a new customer onboarding, or
a new software roll-out that caused the spike but was addressed later.

Total New Tickets by Priority

Total New Tickets by Priority Each sector represents a ticket priority.

The number in the sector = the number of new tickets assigned
that Priority.

Blue = Critical, Red = High, Green = Medium, Purple = Low

N Critieat View how any new tickets were created for each priority during
WHih the previous 10 weeks. When all tickets for the total time

= Medium period are viewed together, the g Critical tickets (blue) that

o Low were spread out over the 10 weeks are now visible.

Insight: What has been the priority distribution of new tickets over the past 10 weeks? In this weekly chart, we see that
over time the majority have been low and medium tickets. For the 10 Day view, you'll be able to assess whether there is a
sudden increase in higher priority tickets.

Tickets by Group

How do you group your customers? By geographic area, type of business, or maybe size? The following charts let you see
how your ticket workflow is distributed by group.

© 2021 Autotask Corporation | Page 34 of 197



Autotask Professional

(é\; Services Automation

Performance Analytics Workbooks
Using the Service Desk Workbooks

Opening Backlog by Group

Opening Backlog By Group

300

253

200

150

e

50

g 7 F24 FH 47 414 421 438
uAmericas B EMEA @ Austnla @ AsisPAC

=5

=12

Y Axis = Number of tickets in backlog

X Axis = Weeks

Blue = Americas, Red = EMEA, Green = Australia, Purple = Asi-
aPAC

View the distribution of ticket backlog by customer group for
the previous 10 weeks. The y axis displays the backlog count
and the x axis displays weeks. Each column displays customer
groups by color in order from the x axis: Americas (blue), EMEA
(red), Australia (green) and AsiaPAC (purple).

Insight: How is the opening backlog trending for your ticket groups? This chart shows that the Americas group is growing

but EMEA and Australia have been pretty flat.

New Tickets by Group

Mew Tickets By Group

B8 HEEH8 8 H

F1 F17 F24 31 &7 414 421 &=
uAmericas B EMEA @ Austnla @ AsisPAC

5

512

Y Axis = Number of new tickets

X Axis = Weeks

Blue = Americas, Red = EMEA, Green = Australia, Purple = Asi-
aPAC

This chart shows how new tickets for the previous 10 weeks
were distributed by customer group. The y axis displays the
ticket count and the x axis displays weeks. In each column cus-
tomer groups are color coded in order from the x axis: Amer-
icas (blue), EMEA (red), Australia (green) and AsiaPAC (purple).

Insight: Which groups are getting the most new tickets and how are they trending? In this chart, the Americas group gets
the majority of new tickets and the portion is growing. There may be more fluctuation in the 10 day chart - but an unusual

spike or dip would be worth checking into.
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Completed Tickets by Group

Y Axis = Number of completed tickets

X Axis = Weeks

Blue = Americas, Red = EMEA, Green = Australia, Purple =
AsiaPAC

Completed Tickets By Group
=]

View how completed tickets for the previous 10 weeks were
distributed by customer group. The y axis displays the ticket
count and the x axis displays weeks. In each column cus-
tomer groups are color coded in order from the x axis: Amer-
icas (blue), EMEA (red), Australia (green) and AsiaPAC

8B B & B

33 32 ¥ W 47 41 Am 4B 55 51 (purple).
mAmericas WEMEA »Ausrala mAsisPAC

Insight: Which groups are completing the most new tickets and what is the trend? The Americas group had a dip during 4-
21 but it has been closing tickets reliably for the last three weeks.

Backlog Change by Group
Backlog Change By Group Y Axis = Number of tickets
1m0 X Axis = Weeks
o Blue = Americas, Red = EMEA, Green = Australia, Purple = Asi-
aPAC
B0
a View how the backlog for different customer groups has
changed over the previous 10 weeks. The y axis displays
= l ‘ increase in backlog (above the x axis) compared to the
- decrease in backlog (below the x axis). Columns are color coded
120 . by customer group: Americas (blue), EMEA (red), Australia
(green) and AsiaPAC (purple).
HéAmerices WEMEA »Austnia B AsiaPac

Insight: What is the level of backlog change in your groups? In this chart, it appears that all groups are failing to keep pace
during the last month but especially the Americas.
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Dashboard: 10 Week or 10 Day View (SLA and Survey)

This worksheet displays up to 11 charts grouped into SLA and Survey related data for the either the previous 10 weeks
(Weekly workbook) or previous 10 days (Daily Workbook). Above each group you can click a hyperlink to quickly jump to
another group.

About the Graphs in this Topic

The graphs included in this topic were taken from the 10 Week workbook. The 10 Day workbook includes most of the
same charts with a 10 day time frame. The charts display and compare the same type of data over in a different time
frame.

In the examples below, when the table description indicates that the x or y axis = weeks, for the Daily Workbook
the x or y axis = days.

¥,
ﬁ:ﬁ In your workbook, hover over any point in a chart to see details for that point.

Service Levels

Are you tracking SLAs on your tickets? How many of your service level agreement targets are you meeting, and how many
hours is it taking? This information is critical to your business for both day to day service desk management and long term
planning and growth.

SLA - % of Tickets Meeting Targets

SLA - % Tickets meeting target Y Axis = Percent
9 gmy  100R gn HBM 88M g9 BE%  go, DM X Axis = Weeks
"g:: ——, —+ * + — Blue = First response, Red = Resolution
0%
:: B7W  BB% g7 BT View the percentage of ticket first responses (blue line) and res-
% 1% = . olutions (red line) that met their SLA targets in the previous 10
o TER  qay weeks.
34
0%
555
oM

10 17 324 3 47 414 411 418 55 512

=#=First Response == Resolution

Insight: Are you getting back to clients and resolving issues quickly enough? This chart shows the percentage of SLAs
that met the first response and resolution targets. You can see in this chart that there was a slight dip during the week of 5-
5.
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SLA First Responses and Resolutions

SLA - First Responses and Resolutions Y Axis = Number of tickets
X Axis = Weeks
o s - - Blue = Total first responses, Red = Total SLA Resolution
£ 2 o e g 4
500 . ] - - = = &m
400 View the number of tickets for which first response target was
E met (blue, left column) and for which resolution was met (red,
e right column) for the 10 week period.
100
30 FW 3B 33 47 4 &1 4B 555U
B Total First Responses W Total SLA Resolution

Insight: This chart shows the trend of first responses and resolutions. It's important to look at the total ticket counts when
reviewing the statistics on met targets. A drop in total tickets can make your percentages fluctuate. This is apparent when
looking at this chart in the 10 Day workbook. You will likely see a dip in both first responses and resolutions on weekends
and holidays when the total ticket count is usually lower.

SLA Average Elapsed Hours to Respond

SLA - Average Elapsed Hours to Respond Y Axis = Time in 0.2 hour intervals
. X Axis = Weeks

L . Blue = Average elapsed time to respond

12 10 - 0 10 g 10

1o oe

o View the average first response time for tickets by week for the
ae previous 10 weeks.

s

a2

oo

10 17 314 31 4.7 413 411 458 55 12

=#=pvg Elapsed Time to Aespond

Insight: How long on average does it take to acknowledge a new ticket? This chart indicates a consistent response rate
except for the spike during the week of 5-5. The overall response can remain consistently good over time, even when the
10 Day chart shows a wide day to day fluctuation. But the day to day fluctuation could indicate staffing or workload incon-
sistencies that might lead to resource management issues in the future.
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SLA Distribution of Elapsed Hours to Respond

SLA - Distribution of Elapsed Hours to Respond Y Axis = Number of tickets
- X Axis = Weeks
Blue = < 30 minutes, Red = 30 minutes to 1 hour, Green =1to 2
hours
Purple = Over 2 hours

View the number of tickets, (y axis) for which a response was

BEHEEEER

made, by week (y axis) and the average response time. Each
column is divided by color; each color represents the average
F0 FIF 3 FI 4T 4K &1 4B 55 51 time elapsed before response. The order of priority from the x
axis is from the shortest time (blue, < 30 minutes) to longest

<30 minutes M30mntolHr W1to2Hrs W Over2Hrs ti
ime.

Insight: Are there any trends for the first response ranges? In this chart, you can see that there were a group of tickets that
took over 2 hours to respond during the week of 5-5. If your service manager was monitoring the SLA workflow through the
10 Day workbook, the issues during the week of 5-5 were probably apparent at that time. It may have been just an unusual
chain of events, but if the change was coming from a problem with the daily workflow, the service manager may have
made some corrections at that time.

SLA Average Elapsed Hours to Resolution

SLA - Average Elapsed Hours to Resolution Y Axis = Time in 2 hour intervals
X Axis = Weeks

o 148 )
Red = Averaged elapsed time to resolve

180

View the average time taken to reach a resolution for tickets
resolved during the previous 10 weeks.

F10 17 #14 F31 47 %14 421 4218 55 B

== Avg Elapsed Time to Resohe

Insight: For the tickets that were resolved, how long in elapsed business hours does it take to resolve a ticket? This chart
indicates a steady decrease in the elapsed time. But we know that the aged backlog might indicate this will increase in the
near future.
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SLA Distribution of Elapsed Hours to Resolve

SLA - Distribution of Elapsed Hours to Resolve Y Axis = Number of tickets resolved

s X Axis = Weeks

s00 Blue = < 4 business hours, Red = 4 to 8 hours, Green = 8 to 24

0 hours

- Purple = Over 24 hours

o View the number of tickets (y axis) resolved by week (x axis).

100 Each weekly column is divided by color, with each color rep-
resenting a time range. The order of elapsed time from the x

R0 317 RM 33 &7 & &N &2 55 &1 axis is from shortest time (Blue, < 4 business hours) to longest

time.

W< 4BizHrs N4toBHre MNELD 24 Hre WEOver 24 Hrs

Insight: What is the trending of response ranges? In this chart, you can see there are more tickets being handled in the <
4 hour and 4 to 8 hour ranges.

Surveys
Are you using Autotask surveys? The survey feature allows you to provide your customers a mechanism to let you know

how well you did meeting their needs. With the charts in this group you can review key information about your customer
survey results at a glance. You don't need to run separate reports.

Surveys - Average Score

Surveys - Average Score Y Axis = Average survey score
X Axis = Weeks
EY: ] .
P Red = Average survey scores over previous 10 weeks
47
a7 View the average score received on customer surveys (y axis)
4E b K .
4K y week (y axis).
45
45
44
4.8
43

10 17 F24 F3 &7 414 +1 428 5 12

== Avg Survey Score

Insight: Of the customers that completed the survey, how satisfied are they from the support they received? This chart
shows the average survey score over the past 10 weeks. The 10 Day average survey score is more likely to show a lot of
variation. One unhappy customer can sink the average on a given day.
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Surveys - Distribution of Scores

Surveys - Distribution of Scores Y Axis = Number of surveys

" X Axis = Weeks

60 Scores: Blue = 4.0 - 5.0, Red = 3.5 - 3.9, Green = 3.0 - 3.4, Purple

B =0.0-2.9

0

) View the number of surveys received (y axis) by week (x axis).

0 Each weekly column is divided by color, with each color rep-

i resenting a range of survey scores. The order of the level of
scores from the x axis is from highest score (blue, 4.0 - 5.0) to

30 17 3 331 &7 &4 &21 &2 &5 512 lowest.

m40-50 W35-39 WE30-34 EOO0-29

Insight: How many clients are giving low ratings and what is the trending? You can see here which weeks had low ratings.
Although 4-21 had a high average survey score, you can see that the volume was lower that week. And in the 10 Day work-
book you can really see the impact of one bad score on a day where only two customers responded. But if you have a
cluster of days with low scores, the Service Manager might want to pay attention to who has been handling those tickets.

Group Service Levels

These charts provide information about differences in service level between customer groups.

SLA Average Hours to Respond - by Group (Business Hours)

SLA Average Hours To Respond By Group) Y Axis = Average response time in 0.5 hour increments
- X Axis = Weeks
Customer groups: Blue = Americas, Red = EMEA, Green = Aus-

15 - - .
/’\\ tralia
z0

e View the average response time (y axis) by week (x axis). Each
color represents a different customer group.
10

B ———

as

oo

F1 F17 F24 31 &7 414 Il &= 5 512

— AT EMEA  ——Ausrdlis

Insight: How is each group responding to new tickets? Here you can see that Americas is doing best and trending con-
sistently. EMEA has been performing worst amongst the group with a big spike in 3-31. Australia is trending upwards in
the past two weeks.
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SLA Average Time to Resolution (By Group)

SLA Average Hours To Resclution By Group) Y Axis = Average time to resolve tickets in 5 hour increments
50 - ! X Axis = Weeks
‘1\ Customer groups: Blue = Americas, Red = EMEA, Green = Aus-
e tralia
150

View the average time to resolve tickets (y axis) by week (x
100 axis) for different customer groups. Each color represents a cus-

tomer group.
5.0 =

g 7 F24 FH 47 414 421 438 =5 =12
— ATmericas EMES  ——Aunralis

Insight: How quickly is each of the groups resolving tickets? You can see in this chart that all groups are improving their
average resolution times.

Average Survey Scores (By Group)

Average Survey Scores (By Group) Y Axis = Average survey score
T ) X Axis = Weeks
- Customer groups: Blue = Americas, Red = EMEA, Green = Aus-
' tralia

e N

" View the average score received on customer surveys (y axis)
by week (y axis) for different customer groups. Each color rep-

.0

10

/ resents a customer group.

F1 F17 F24 31 &7 414 Il &= 5 512

— AT EMEA  ——Ausrdlis

Insight: What are customers saying about the service level provided for each group? The chart shows a consistent per-
formance between 4 and 5 except for a drop by Australia in the week of 4-21. When you see a period of unusually poor
response, you can check the survey results and find out more about the customer's experience.
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Service Desk Timeline View

This worksheet appears in both Service Desk workbooks.

With this worksheet you can drill into the trends you observed in your 10 Week or 10 Day Ticket and 10 Week or 10 Day
SLA charts.

Metrics that Matter

Ticket Balance

170 524 478 46 99%  87%  4.55 \—f_/
=] -23% @ -1.3% @ -10.7% Fi m '
Fro— Fray Waas From Prae Vass From Fraw'waak April 14, 2013

Backlog Mew Closed Change 1st Resp Resol Survey

Like other dashboards, the Timeline displays overview figures for Backlog, New and Closed Tickets, the Change between
New and Closed tickets, the percent of First Response and Resolved SLA targets met, and the average survey score.
These figures are by week or by day. The Backlog, New, and Closed cells display the difference from the previous day in
green (good trend) or red (needs improvement).

This Worksheet is Different

The big difference with this View is the Ticket Balance line on the right. Notice the date that appears below the blue Ticket
Balance line. This date corresponds to the date represented by the green dot on the line and indicates the week or day
from which the data in this worksheet was pulled.

You Can Change the Week or Day

To view data for another week or day, simply use the slider below the Ticket Balance line to move the green dot to
another point on the line. You can select any of the 10 weeks or 10 days represented in the workbook. The selected date
displays below the line and the data updates immediately - not only the overview data, but the data in every chart on the

page.

Working with the Charts

These charts display data related to the data groups found in the 10 Week or 10 Day Ticket and 10 Week or 10 Day SLA
and Survey Dashboards. When you notice an unusual dip, spike, or trend in the charts from the other worksheets, you can
come here and look deeper at the data from that time period.

The chart groups on this page correspond to groupings found on the 10 Week or 10 Day Ticket and 10 Week or 10 Day
SLA Dashboards.
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Using the Service Desk Workbooks

Examine and compare backlog opening balance from different weeks or days by looking at different views: which queues
the backlog tickets are assigned to, the age of the backlog, the priority or issue type, and how the backlogged tickets are
distributed by customer group or source.

Oiperiing Backlog

Opening Backlog by Queues
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Examine and compare the tickets created in different weeks or on different days by looking at different views: priorities,
issue or sub-issue types, the source by which they were generated or the customer group that generated them, and which
days of the week they were created on.

@ The New Tickets by Day of Week chart appears only in the 10 Week Workbook.
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Completed Tickets

Examine and compare tickets completed within different weeks or on different days by issue types, hours worked to com-
plete them, and the groups from which they were generated.

Completed Ticksts
Completed Tickets by lssue Types Completead Tichets by Hours Waorked Completed Tickets by Group
. (P Commuling barvitas | - e LB H | - .

“'m“"“""““ - 198 5 Hov _ n

e U Hmintolhr -]

o3 Dmainasers |
1 Toio XD =inua

£ Tachrical lmas. | &

L 15 =t
— 2 !

m sm osm em sx
SLA and Survey
Examine and compare your SLA response and resolution results and your survey ratings from different weeks or different
days.
SLA and Survey
5LA First Response - Met versus SLA Resolution - Met versus Failed Survey - Distribution of Scores
Failed [
-0 h
- ]
L 55
Nl
- W Faied 28 o
FL-BE ) s &
. PEapen— |
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Dashboard: Rolling Four Week Comparison

The Rolling Four Week Comparison analytics worksheet is available only in the Weekly Analysis workbook. It provides
simple charts loaded with valuable data to monitor the activity of your service business over the previous eight weeks.

@ Hover your cursor over any data element in the chart to see details about the element.

DASHEOARD: ROLLING 4 WEEK COMPARISON

Backlog Mew Closed Change SLA Resp 5LA Resol Survey
220 2,210 1,952 258 99% 86% 4.62
@ 294% @ 81%  $ -61%

From Friw & 'Waak P Fraw 4 Waek From Prie Waak
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Metrics that Matter

The 8 week View displays the same critical high level data as the 10 Week View and 10 Week SLA view with one import-
ant difference. The text under the Backlog, New, and Closed numbers indicates the difference from the previous 4 weeks
in green (good trend) or red (needs improvement).

Graphs

The six graphs display an overall view of the following indicators during the previous two months:
« Age of the tickets in backlog
« New tickets by priority
« New tickets by day of week they were created
« Total of hours worked on tickets completed
« Percentage of SLA first response targets met or failed

« Percentage of SLA resolution targets met or failed

Insight: The purpose of this worksheet is to provide insight into key metrics from an aggregated four week data per-
spective. Sometimes, trends do not appear until there are sufficient data points available. As such, comparing most recent
four week data to previous four weeks allows for more effective trend detection.
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Ticket Backlog Dashboard

This worksheet is available only in the Daily Analysis workbook. It includes a collection of charts that provide a quick
assessment of your ticket backlog. Every day, Managers can quickly see the current age of backlog tickets, whether they
are being actively worked on, and what types of tickets remain in backlog based on key ticket characteristics.

@ Remember to hover your cursor over any data element in the chart to see details about the element.

Backlog Tickets by Age and Activity

The first group of four charts breaks down the backlog by age and activity.

You can adjust the date ranges used in the charts to assess backlog age and elapsed time since last activity. Refer to
"Customizing Your Data Display" on page 13.

Backiog Ape and Aty

Backlog - Agein Calendar Days Backiog - Last Activity (in calendar days)

mata 7 davd mote 7 days
=¥ id days 7o id days
= 111030 days =1it030 days
W Cremr 30days WO 30 days

Non-overdue Backlog by Due Date Backiog by Due Timeframe

&8

- B

1

-

= u Due Ruture

13 B Crowrdos

"3

3 1 1 1 1 1 1
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Backlog Age in Calendar Days

Blue = o to 7 days, Red =7 to 14 days, Green = 14 to 30 days,
Purple = Over 30 days

Backlog - Age in Calendar Days

Quickly assess the age distribution of tickets in backlog.
Each sector represents a time range.

The number in the sector = the number of backlog tickets
whose age falls within that range of time.

B Oto 7 days
B 7 to 14 days

N 14 to 30 days
B Over 30 days

Insight: In this example, there are more tickets over 30 days old than in any other group. It would be worth taking a closer
look at these tickets in the Explore tab to find out details like who is assigned to them, whether they fall into any particular
issue or sub-issue types, of issues and sub-issues, and to make sure there are no high priority tickets in the group.

Backlog - Last Activity (in calendar days)

Blue = o to 7 days, Red =7 to 14 days, Green = 14 to 30 days,
Purple = Over 30 days

Backlog - Last Activity (in calendar days)

Each sector represents a time range.
The number in the sector = the number of backlog tickets
whose age falls within that range of time.

mOto 7 days Quickly assess how many tickets have been worked on

8710 14 days recently, and how many tickets have gone longer periods
without any activity.

N 14 1o 30 days

B Over 30 days

Insight: In the example, a large number of tickets have not been worked on in over thirty days. This could indicate that
your resources are having difficulty resolving the issues, or resources are not closing tickets even though the work has
been completed for some time.
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Non-overdue backlog by due date

Mon-overdue Backlog by Due Date Y Axis = Number of tickets
X Axis = Ticket due date

Quickly assess the distribution of due dates for tickets in back-
log that are not yet overdue.

+

1 1 1 1 1

o w B F B K ¥ W &

130825 130705 130805 130825 130731 13.08.16 13.08-30

Insight: Not all tickets in backlog are overdue. If there is still a sufficient time before some tickets are due, and you have a
large number of overdue tickets in backlog, you may want to use more resources to close overdue tickets first.

Backlog by Due Timeframe

Backlog by Due Timeframe Blue sector = Number of tickets not yet due
Red sector = Number of tickets overdue

Quickly assess how many backlog tickets are overdue com-

pared to those that are due in the future.
B Due Future

B Overdue

Insight: This very simple chart indicates how many tickets in backlog are overdue compared to those that are not yet due.
Itis apparent in this example that the number of overdue tickets is too high and some action is needed to correct the situ-
ation.

Backlog Tickets by Key Characteristics

The second group of nine charts displays the backlog by important ticket characteristics, including priority, issue and sub-
issue type, ticket source, queue, group, first response met, and the 5 clients and 5 resources associated with the highest
number of tickets in backlog.

For charts that display selected characteristics, for example, Priorities or Queues, you can change the selected elements
to better fit your areas of concern. Refer to "Customizing Your Data Display" on page 13.
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Backlog by Selected Priority

Backlog by Selected Priority Blue = Critical, Red = High - ESCALATED, Green = Medium-
ESCALATED, Purple = Low

Each sector represents a ticket priority.
The number in the sector = the number of backlog tickets

W Critical . g
assigned that Priority.

® High - ESCALATED
M Medium - ESCALATER | vjew the number of backlog tickets assigned to each of the

W Low - ESCALATED selected priorities. Your company may have additional pri-
orities that are not included in the display.

Insight: If you see that there are a high number of Critical tickets in backlog, you should dig deeper. Are there suddenly a
large number of outstanding issues that will prevent your clients from running their business? Are there critical issues that
cannot be resolved? Or is there a new resource taking calls and over-estimating the priority level?

Backlog by Selected Ticket Characteristic (Four charts: Issue Type, Sub-Issue Types,
Ticket Source, or Queues)

Backlog by Selected Sub-issue Types On the Backlog worksheet, the four charts that display the
129 11 backlog by selected ticket characteristic each use the design
19 format described here. This image represents only one chart as
2 an example.
. 6 6 The x and y axis descriptions apply to each of the four selected
. 4 4 # B characteristic charts.
2 1 . .
Y Axis = Number of tickets
P T ; : o "R ’ . ) & ! X Axis = The different categories of the selected characteristic.
ey Eﬁf o yp“ ‘Q@q” g_qf’p #&# a*‘ﬁ Q.p" *;dﬁ In the example, the characteristic is Sub-Issues, so the x axis dis-

g a8 @ plays the sub-issue type.

A #

Quickly view the distribution of backlog tickets across the cat-
egories of the specified characteristic.

Note: The chart may not include all categories for the specified
characteristic.

Insight: Is there one category in any of the four characteristic charts that consistently has a large number of backlog tick-

ets? This might be because that particular category is assigned to more new tickets than other categories. If not, than
there may be a problem that prevents closing the tickets in a reasonable time.

© 2021 Autotask Corporation | Page 52 of 197



KA’ Autotask Professional Performance Analytics Workbooks
L = 4

Services Automation Using the Service Desk Workbooks

Backlog by Top 5 Clients or by Top 5 Resources (Two charts)

On the Backlog worksheet, two charts use a "top 5" grouping arrangement to display the backlog data. They are
Top 5 Clients and Top 5 Resources. Both use the design format described here. This image represents only one
chart as an example.

The x and y axis descriptions apply to both charts.

Backlog by Top § Clients Y Axis = Number of tickets
X Axis = The 5 clients, or 5 resources, that are associated with
the highest number of backlog tickets.

8 E &

Quickly see which clients have the highest number of tickets in
backlog, or which Resources are assigned to the highest num-
ber of tickets in the backlog.

LB

Morh Symars Froduom 2 Wings Famows Froducts

Insight: When you see which resources have the most tickets in backlog, you can determine if they are taking too long to
resolve their tickets. Or, maybe they are your trouble shooters who generally handle a larger volume of tickets.

Why do the top 5 clients have so many tickets in backlog? You'll want to know if there are problems resolving the issues or
working with the client. And if the number is unusually high, you will want to make sure that your support team is keeping
the client updated.

Backlog by Group

This chart uses the same design as the charts for Backlog by Issue Type, Sub-Issue Type, Ticket Source, and
Queues. The chart displays the ticket backlog by group, filtering by the same groups that appear throughout the ser-
vice desk workbook.

Backlog by Group Y Axis = Number of tickets
X Axis = The main ticket groups.

20

. 431

40 Quickly view the distribution of backlog tickets across the
350 ticket groups.

300

250

200

150

100

50 7
Amaricas EMEA Aussoralia AsiaPuC
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Insight: Which ticket group is associated with the highest number of backlog tickets? If this group does not also create the
highest number of tickets, why are so many tickets in backlog? And, if the group normally creates the highest number of
tickets, but suddenly there are even more tickets in backlog than usual, is there a problem with resolving those tickets?

The standard groups displayed in this chart represent your top three ticket queues (by ticket count) and a group that con-
tains the tickets from all other queues. You can change the labels for these groups, but unlike the other characteristic
charts, there are no other groups which you can select to include in the chart.

You can change the basic group, for example, instead of grouping by queue, you could group by Issue Type or Pri-
ority. To switch the basic characteristic represented by your groups, please contact Autotask Customer Support for
information. Refer to "Take Your Workbook to the Next Level" on page 12.

Backlog - First Response Met or Failed

Backlog - First Response met or failed Blue = Backlog First Response Met
Red = Backlog First Response Failed

The number in each sector = the number of backlog tickets

included in the sector.
m Backlog First Response

Met Quickly assess how many of the tickets in backlog met their

= E"’?‘W FirstRespenss | Service Level Agreement first response target.
al

580, 93%

Insight: This simple chart gives an immediate assessment of how you are doing with meeting the first response goal for
your SLAs (Service Level Agreements). If you are not using SLAs, this chart will not contain any meaningful data. To find
out more about SLAs, refer to this topic from the Autotask Online Help system: Working with Service Level Agreements in

Autotask.
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Explore Your Data

Click the Explore tab to access an interactive worksheet where you can drill down further into your workbook data. Each
workbook, Weekly Analysis and Daily Analysis, has an Explore tab.

On this worksheet you can apply your own filters to learn even more about your ticket workflow. For example, you could fil-
ter all reports by Completed status and High priority. Then, you could view how many of those tickets were created or com-
pleted on a particular date, or see how many were in a selected queue, and view the top 5 resources who handled the
tickets in that queue.

About the Explore Charts

The Explore tab in each workbook has twelve charts grouped under the following headings: Trending and Activity, Top 5
Lists, and SLA and Survey. The charts vary slightly between the workbooks, for example, "Tickets by Last Activity Date"
appears on the Daily Analysis Explore page, but not in the Weekly Analysis because last activity date is not as useful
when monitoring long term trends as it is for managing day to day service activity.

Each workbook also includes an additional chart that displays ticket information by client.
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Daily Analysis Explore Image
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Ticket Detail List

Scroll down below the charts to view a list of all tickets included in the current display. As you apply filters to the data, the
ticket list updates to include only those tickets that meet your applied criteria.
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How to Explore

Review the available charts and filters. The filters appear across the top of the page and down the right side of the page.
Decide which filters will focus in on the data that will be most useful. Then apply the filters. Remember that you can apply
additional filters on the results, and clear one or more filters at any time.

Apply Filters
Filters with longer lists of criteria provide a scroll bar to view the entire list.
« Click to select an option in the filter list.

To select multiple options, Ctrl + click multiple non-adjacent options in the list.

To select multiple adjacent options, click an option then Shift + click another option to select both options and all
items between them.

« To clear filters, click the filter icon next to the filter name.

The charts update immediately and the Ticket count at the top of the page updates to reflect the number of tickets included
in the current data set. The ticket list below the charts updates to include only tickets that meet your selected criteria. You

can apply additional filters as needed.
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Data Analysis and Tickets Detail Tabs

The final worksheets in the Service Desk Workbooks display all the data that provides the basis for every chart in the work-
book.

Service Desk Ticket Analysis

On this worksheet you can view the raw numbers for all the data for all the tickets in your current data download. Data is
presented by Current Week, Last Week, Previous Week, Last 4 Weeks, Previous 4 Weeks (weeks before last 4 weeks)
and by week for all 10 weeks included in the data set.

Metrics that Matter

The first 10 lines of data represent the key indicators of your service workflow. View the figures for Opening Balance, Back-
log Over 30 Days, Tickets Opened, Tickets Completed, (tickets) Added to Backlog, 5 of First Response Met, Average
Time to Respond, % of SLA Resolutions Met, Average Time to Resolve, and Average Survey Score.

Service Desk Ticket Analysis

Met Week Current Last Preyv Last 4 Prev 4
Target Trend Week Week Week Weeks Weeks 10.Mar  17-Mar

Metrics That Matter Ave Ave

Opening Backlog PRt I 428 300 220 227 177 222 204
Backlog Over 30 days Emnns __— 108 100 9 95 75 64 3
Tickets Created il ULy 556 559 589 553 511 479 506
Tickets Completed BRRERERREE A\, 534 47 509 488 520 297 536
Added to Backlog LUl Ll 22 128 80 &5 (9) {13) (30
% of First Response Met IRINREREEN A I 7% 98% 98% 995 99% 985
avg Elapsed Hours to Respond  |100OREERRE ./ 1.0 1.3 0.9 1.0 1.0 1.1 1.0
% of Resolution Met R T B3% BO% 5% 85% BZ% 7% 745
Avg Elapsed Hours to Resolve T el & 5 6 ] 14.8 8.4
AVE Survey Score e A 4.6 4.7 4.5 4.6 4.5 4.5 4.6

Additional Data

The additional data in this worksheet is presented in groups: Opening Balances, Tickets Opened, Tickets Closed, and Ser-
vice Levels. Each group is further grouped by criteria like Queue, Source, Group, etc. and then sorted by the options avail-
able for each group.

For example, under Tickets Opened, tickets are sorted by Priority and then by Priority Type, for example, Critical, High,
Medium and Low. A simple weekly trend spark graph is presented for each line and totals are provided for each group.
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Backlog Analysis (Daily Analysis only)

This worksheet is only available in the Daily Analysis workbook. It displays, in table format, all data included in the cal-
culations for the Backlog tab in the Daily Analysis workbook. It is similar to the Ticket Analysis except that instead of view-
ing the data by day or week, this table presents the data by Resource. That is, for each resource you can view the number
of tickets associated with any of the characteristics that appear in the Backlog worksheet.

Ticket Detail Data

This worksheet lists every ticket in your data download. It provides, for each ticket, all related data downloaded from the
Report Data Warehouse views.

To filter or change the sort order of this list, click the down arrow in the header of the column you want to use for your
primary sort. Select your preferred sort and filter options. If you are not familiar with sorting and filtering in Excel, please
check Microsoft Help and online articles.

. To filter the total list of tickets by ticket attribute, date range, or other criteria, use the Explore tab. When you apply the
% filters available on that worksheet, the list of tickets below the charts updates to include only those filters that fit the fil-
ter values. Refer to "Explore Your Data" on page 55.
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Using the Client Workbooks

AllTech IT Solutions

Client Service Report

Frapuied o
J & K Industries, Inc.

Phorrmibeer ¥, 3015

(R
“m

It's your job to keep your clients' networks up and running, their hardware functioning with minimal downtime, and their soft-
ware current and configured to their needs. When you continually meet your SLAs, provide proactive maintenance, and
especially when you manage remotely, your clients' businesses run smoothly, their employees are more productive, and
their managers are satisfied.

But sometimes, when you do your job well, your clients may not realize just how much you do. So, when they audit their
costs and plan their budgets, they may wonder about the money they pay to your company.

Now, you can show your clients what you do in one professional, accessible, and attractive report. Like the service work-
book, the client workbook draws directly from your Autotask database so you have the latest information. The client's data
appears in colorful, easy to read graphs with useful insights for each graph. You decide what each client needs and wants
to know, and your company's name goes on the report cover.

Best of all, Autotask's Client Workbook reports are easy to produce.

Easy to Produce Reports

You start by setting up your workbook configuration settings in the same way you set up your Service workbook. Then
refresh your data and go to the Explore tab.

From the Explore tab, you select the account for which you want to generate the report, and you select filters to determine
what data will go into the report. There are up to ten different filters including type of support (Group), date, issue type,
even resource.
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Click on any tab to see how the graphs look. When you're satisfied, just click Create Client Report, specify which tabs you
want to include in the report, and then generate the PDF. You can even generate a report for every client in one batch.

You can then attach the electronic file to an email, or print it and present it to your customer.

Refer to "Setting Up and Running a Client Report" on page 64.

Your Top Clients

Although any of your clients might appreciate a custom report about the work you do for them, the report information
becomes most useful for high volume clients. The Client workbook includes a Top Accounts tab so you can easily see
which clients produce the highest volume in tickets and hours worked.

Cover Page and Table of Contents (TOC)

The Cover Page tab displays the report cover page. The cover displays the company name that you enter in step 2 on the
Config tab. To add a name, click the Config tab and follow the instructions. The "Prepared for: " name is inserted when the
report is generated. Refer to "Setting Up and Running a Client Report" on page 64.

The TOC tab lists the seven sections of the report. When you run the report, you can choose which sections to include.
Refer to "Setting Up and Running a Client Report" on page 64.

Include Up to Seven Types of Service Data

The seven sections in the Table of Contents come from seven different worksheet tabs. Each worksheet contains multiple
graphs related to one type of service data.

You can decide which worksheets to include. For example, if your customer is not interested in service details about con-
figuration items, simply leave the Config ltems section out when you run the report.

New Tickets

This tab includes 17 graphs that provide your clients with a data on the new tickets you are creating for them. Refer to
"New Tickets Report" on page 68.

Completed Tickets

The 5 graphs on this tab show your client how many tickets were completed during the specified time period and they
provide details like hours worked and which of the client's resources initiated the tickets. Refer to "Completed Tickets" on
page 73.

SLA First Response and SLA Resolution

These two worksheets each display 5 graphs that show your client how well you're meeting your SLA first response and
resolution targets. Refer to "SLA First Response and SLA Resolution" on page 75.

Surveys

Is your client participating in your client surveys? If so, you can show them how well you're doing. Refer to "Survey Res-
ults" on page 78.

© 2021 Autotask Corporation | Page 62 of 197



‘A’ Autotask Professional Performance Analytics Workbooks
L = 4

Services Automation Using the Client Workbooks

Contacts

This worksheet displays 3 graphs that show the client's employee participation in ticket creation. Refer to" Client Contact
Participation" on page 80.

Configuration ltems

Do you track configuration items for some or all of your clients? If so, you can include a section in your report that provides
details on tickets associated with different configuration item types. Refer to "Configuration ltems" on page 82.

Edit the Graph Summary Explanations

If you want to change the content of the summary explanations that appear under your graphs, you can do that on the
Graphs Explanation page. Refer to "Setting Up and Running a Client Report" on page 64.
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Setting Up and Running a Client Report
Your Client Workbook uses your Autotask ticket data from the 100 days previous to the most recent data refresh.

Before you generate reports:

« New users should make sure that the Config tab for the Client workbook has been configured. You can follow the
instructions on the Config tab, or refer to "Get Started with Performance Analytics" on page 6.

« Make sure your workbook data has been refreshed. If not, click Refresh Data on the Home page. A network con-
nection is required.

When you refresh data, if the password was not saved with the workbook, the process will ask for the pass-
word twice. This is normal. Please provide the password both times to make sure all data is refreshed prop-
erly.

For details on saving the password, see Step 4 on the Config tab.

« Setup an Output folder where the PDF output will be created. The workbook specifies a default output folder C:\cli-
entreports. You can create that folder, or a different folder.

If you use a different output folder, you must update the Output Folder field in the Create Client Service Report PDF
window when you run your reports. Refer to "Generate the Final PDF File" on page 65.

Set Up the Report

To set up reports, go to the Explore worksheet.

Select the Account

To generate a report for one client, click to select that client from the Account list.

a’r‘ Notice that when you select one or more accounts, the data in the Selected Tickets box updates. You instantly know
Y how many tickets for the selected Account are included in the current data load.

Selected Tickets

Number of Tickets

4

Worked Hours

3.75

To select multiple accounts, Ctrl + click the name for each account you want to include.
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a¥, You can use the multi-account selection option to generate a single (combined) report for all selected accounts. This is
ol . : .
“¥ particularly useful when you need an aggregate report of multiple franchises.

Set Up the Filters

Most customers will want to see the big picture, so be sure to re-set all of your filters before you run those reports. But, if
you want to focus your report on specific aspects of your work for the client, use the additional filters to limit the tickets to
specific criteria. You can filter by survey or no survey, SLA goals, and a number of ticket settings including ticket Priority,
associated Configuration Item Type, Status, Issue Type and Queue. For example, you might want to limit report data to
tickets created for, and number of hours spent on, Managed Services, since this work is not always visible to the client.

You can even filter by ticket Resource. This could be handy if your customer ever wants to know who was assigned to cer-
tain jobs.

To use thefilters:

a‘!?

u: For filters with longer lists of items, use the scroll bar to view the entire list.

« Click to select an option in the filter list.
To select multiple options, Ctrl + click multiple non-adjacent options in the list.

To select multiple adjacent options, click an option then Shift + click another option to select both options and all
items between them.

« Toclearfilters, click the filter icon next to the filter name.

u
ﬁu; Select another tab at any time while you are selecting your filters to see how the data appears in the graphs.

Review the Graphs and Decide Which Tabs to Include

When you have selected the client and the data on which you want to report, review the charts on different tabs. Make
sure you see the data you want.

This is a good time to make note of which tabs you want to include in your report output. When you click to run the report,
you will have the opportunity to select which tabs should appear in your final report.

Generate the Final PDF File
When you have everything set -
1. Click Create Client Report.

The Create Client Service Report PDF form opens.
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Create Client Service Report PDF

Select whether to create a single report and a batch,
Output Options
= Sngle Chent Report © Batch of Cient Reports © Batch of Resource Reports

Update the dent name as it will appear on ther pdf repart,
Chenit Marme: | |

Update the drectory folder where the pdf output fle should be created.

Output Folder: | C\cientreparts

Select the sections of the report to ndude

¥ Cover Page ¥ Closed Ticket Trending = Survey Results
¥ Table of Content (TOC) = SLA First Response ¥ Client Contact
F Mew Ticket Trending W SLA& Resolution ¥ Config Items
Create Report Close

2. Complete the form as indicated in the following table.

Output Options: Select whether Select an option.

to create a single report or a Single Client Report: This option generates one client report. If multiple clients are selected,
batch of reports the report includes the data from all selected clients and you must enter a name in the Client
Name field.

Batch of Client Reports: This option generates a report for each of your clients, regardless
of how many clients are selected. Each report includes only that client's data.

Batch of Resource Reports: This option generates a report for each of your resources,
regardless how many resources are selected. The report includes only the data from tickets
that meet the search criteria and are assigned to the resource.

Client Name: When needed, The name that appears on the report cover:
enter the name that you wantto  Automatically populated when you select a single client and then select single client report.
appear on the report cover
If you select multiple clients and attempt to generate a single client report, you must enter a
name.

Not required for batch report options. Each report cover will display the Client name as it
appears in the Account list. For resource reports, the cover displays the resource name.

Output Folder: Specify where the = This field is Automatically populated with the file path C:\clientreports. The workbook does not

PDF file should be created. create this directory. You must add it or specify a different Output folder.
PLEASE NOTE: If the specified directory does not exist, you will get and error when you run
the report.
Report Sections: Select the con- Select or clear check boxes to build your report. There is a check box for each worksheet that
tent of your report. you can include. When a check box is selected, that worksheet appears in the report.
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Create Report Click Create Report to generate one or more reports. You will find the finished PDF reports in
or Close the directory folder specified.

When you are done with this window, click Close

3. Review your final report.
4. Attach the PDF file to an email, or print it.
Changing the Graph Summary Explanations
Be sure to save a backup copy of your workbook before you make any changes.

Most of the graphs in this workbook provide a summary description. Some also include insights about your client's rela-
tionship with your business. This text is set up on the Graph Explanations tab.

Many of the graph summaries are set up with formulas that pull data from the associated chart and from other cells in the
Graph Explanations spreadsheet. Some of the cells contain only text.

You can easily edit the cells that contain text without affecting the formulas. You can, if you wish, replace the formula in the
Graph Summary Formula cells with plain text. If you do so, the explanations will lose their calculated figures.
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New Tickets Report

The 3 page New Tickets report includes 17 graphs. These graphs show the client not only how many new tickets were gen-
erated in the specified time period, but they also break the information down into four areas: when the tickets were cre-
ated, who created them, how they were created (for example email or phone), and what types of tickets were created.

When were your tickets created?

When were your tickets created?

NEW TICKETS BY CRESIE WEEK
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It's imporkant know how your tickets are trending and
why.

On which day of the week do you submit the most
tickets? 'We use this data to properly staff For expected
high traffic days. Oemo 1T Service Company receives
the most tickets on Tues.

TICKETS BY CRESTE TIME OF D&y
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‘what time of day are most tickets greated? Demo T
Service Company receives 5285 of tickets outside of
normal business hours.,

‘were there certain weeks with more after-hour work?
Hame iz it krending ower time?

TICKETS BY MOST ACTIVE CREATE DY TIME
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‘what hours during the week do you submit the most
tickets? Demo T Service Company is busiest on Tues
14:00.

Thiz chart shows you the time of day that you hawe
submitted tickets for each day of the week.,
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Your clients can quickly learn the following information about how many tickets were submitted and when:
« How many tickets did they submit in the previous weeks; was the amount steady, or were there spikes and dips?
« How many tickets did they submit during different times of day, including in the evening and over night?

« What was their ticket creation count by day of the week?
« What was their ticket creation count by creation time for the days of the week?
« Whatis the distribution of ticket creation at different times of day over a period of weeks?

« What days and times do they create the most tickets?

« How many tickets did they create during different time periods for each day of the week.

Who is creating your tickets and how?

Wheo is creating your tickets and how?

TICKETS BY CLIENT TICKETS BY SOURCE
F
O -
- e | TR
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=
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/.7" .-‘;ﬁ o f‘,)d .}‘f
= L ' n-"‘
Wala Janl Lan L3 2w Tawa Tavm L LT Ll

‘who has submitted the most tickets? ‘what is the source of your tickets being submitted For
service? Dema T Service Company receives 90092 of
it= tickets from Monitoring &lert source.

Here your clients can learn which members of their team submitted tickets, and who submitted the highest count. They
can also learn how their company is submitting tickets.

What types of tickets are being created?
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What type of tickets are being created?

TICKETS BY PRICRITY
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‘What is the pricrity of your tickets? Demo IT Serdice
Company receives awer 373 of it's tickets with a status
of Medium.

‘were there weeks which had a spike in higher pricrity
tickets? Has the priority of tickets been stable ower
time?

TICKETS BY TOP 5 QUEUES
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‘We assign tickets to queues to ensure that are efficiently
processed. Based on the assigned queus, the

appropriate resources are assigned to address the
is=sue.

‘what time of day were tickets created for certain
queuss? Mozt of the evening and overnight tickets

typically azsociated with monitaring or maintenance
activities.
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TICKETS BY TOP 5 BSUE TYPES TICKETS BY TOP 5 SUB-BSUE TYPES

e L =T

[T

B e g el

au

gl | 33

Wiy dmds ETEE)

g Sade ETELS

‘What is=sue types had the mast tickets? The bop issue ‘what are the major sub-izsue types far your tickets?
typee for Demo | T Service Company is Monitoring Alerts wWhat are the major sub-izsue types for your tickets?
ak 90495, Oemo IT Service Company receives 9395 of its tickets

from Maonitoring Alerts,
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‘what are the statuzes far your tickets?

Your client should know what types of tickets you are working on for them. These charts can show them the following:
« What are the priorities of their new tickets? Do they have a lot of High or Critical priority tickets?

« Do the priorities remain the same over time, or were there periods where there was an increase or decrease in cer-
tain priorities?

« Inwhich queues are the new tickets? This is especially useful if your company uses descriptive queue names.
« Are more tickets created for certain queues at certain times of the day?
« What are the top 5 issues and sub-issues for which the new tickets were created?

« Whatis the current status of the new tickets? This helps the client see what progress is being made on all those
new tickets.

Who has been working on your service tickets?
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Who has been working on your service tickets?

TICKETS BY TOP 5 TECHNICIANS

TICKETS BY GROUP
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‘Whi has been working on most of your tickeks at Demo
IT Service Company?

‘what groups do your tickets belong to?

Your clients can learn the following information from these charts:

« The 5 employees in your company who are assigned to the highest number of the client's new tickets.

« The groups, or teams, that are responsible for their new tickets, and how many tickets are assigned to each group.
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Completed Tickets

When were your tickets completed and what was the effort?

TICKETS BY CLOSE WEEK
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The completion of tickets often mirrar the creation of
niew tickeks.

Hiome are we meeting our SLA resalution targets far
each priarity Far your ticket=? Additionally, Demo T
Service Company has spent 14 hours warking on your
tickets that are still open.

DEISTRAEUTION OF TOTAL HOURS WORKED
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How much effart does it take to resolwe most of your
tickets? Oemo T Service Company resalves 3443 of
tickets in 0 ka 15 min.

HOURS WORKED BY CLIENT

o
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How much effart was spent on tickets for different
peaple at your company?

‘what is the trend of the percentage of tickets taking
langer than an hour of work, bo resolee?

Itis important for your clients to be able to easily see how many tickets you are completing for them, and how many hours
of work went into those tickets. With the 5 graphs in this report, the clients can see that basic information and they can

learn the following:
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« How many tickets were closed in each week covered by the report?
« How many hours were worked on closed tickets during those weeks?

« Of the total number of hours worked, how many tickets were closed in less than 15 minutes, between 15 and 30
minutes, between 30 minutes and one hour, and how many tickets took more than one hour to close?

« How many hours were worked per ticket each week?

« How many hours were worked on tickets submitted by different people at the client's company?
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SLA First Response and SLA Resolution

These two worksheets, SLA First and SLA Resolution, each display 5 graphs that show your clients how well you're meet-
ing your SLA first response and SLA resolution targets.

What service levels are being delivered for First Response?

SLA FIRST RESPOMNSE
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Hiow are we meeting our SLA first response targets for
your tickets?

Hiome are we meeting our SLA resalution targets far
each priarity Far your tickets?
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‘What is the trend of average SLA hours [kypically
busziness hours] to respond bo new tickets?

SLA FIRST RESPONSE BY CLIENT EMPLOYEE
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Hawe certain of your employess not received a Fast first
response?

Sometimes a couple of slow responses can skew the
awerage, Here we see the distribution of tickets across
SLA First response ranges
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What service levels are being delivered for Resolution?

TICKETS - SLA RESOLUTION SL& RESOLUTION BY PRIORITY
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Hiow are we meeting our SLA resalution targets far your - How are we meeting our SL& resalution targets far

tickets? each pricrity For your tickets?
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‘What iz the trend of average SLA hours [kypically Sometimes a couple of slow resalutions can skew the
busziness hours] to resolee tickets? auwerage. Here we see the distribution of tickets across

SLA rezalution ranges.

SLA RESOLUTON BY CLIENT EMPLOYEE
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Hawe certain client employess not received a quick
enough resolution?

Not only do clients quickly see how many of your tickets met these key targets, they also learn more details:
« How well your company met SLA targets for different ticket priorities.

« The average number of hours spent to meet the SLA first response or resolution targets during the weeks covered
by the report.
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« The number of tickets in each week that met target within 30 minutes, between 30 minutes and 1 hour, and
between 1 and 4 hours, and how many tickets required over 4 hour to meet target.

« The number of tickets submitted by each client team member that met their first response or resolution targets.

© 2021 Autotask Corporation | Page 77 of 197



Services Automation

KA’ Autotask Professional Performance Analytics Workbooks
L = 4

Using the Client Workbooks

Survey Results

Is your client participating in your client surveys? If so, these 5 graphs can show them how well you're doing.

What has been the client feedback via surveys?

TICKETS - SURVEY SCORES SURVEY SCORES BY CLIENT
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‘What are the range of survey scores submitted? Hiome did different client employess score their service?
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Howe did different quenes get survey scored?

If you send Autotask surveys to your clients when you finish a job, this report can give them a quick look at what their
employees think of your company. Along with your overall scores, the client can also learn the following:
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« How each client team member rated their experience with your company
« How well your company was rated for handling specific issues
« How well your employees were rated by the client team members

« How tickets work was rated for tickets from different queues
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Client Contact Participation

Do you think your clients would like to know more about what impact their employees have on ticket creation? If so, you'll
want to include the 3 graphs in this section in your client reports.

How did the ticket performance vary for your employees?
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Hiomw does the source of tickets wary by your employees? Are employees using the preferred method for ticket
submission?
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How did the ticket performance vary for your employees?

TICKETS BY ISSUE TYPE (GROUPED BY CLIENT EMPLOYEE)
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‘What types of tickets are being submitted by your employees?

Not only can clients see which of their employees are submitting tickets and how many, they can also learn:
« What priority tickets the different employees are submitting
« What method employees use to submit their tickets

« The different issue types for which employees submit tickets
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Configuration Iltems

Do you track configuration items for some or all of your clients? If so, you can include a section in your report that provides
details on tickets associated with different configuration item types.

What has been the service performance for different configuration item types?

TICKETS BY CONRGURMION ITEM TYPE HOLURS WORKED BY CONFG MEM TYPE
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‘Which types of your configuration items hawe the mast Hiom mucch effart was spent on different types of
service issues? The top configuration item type Far canfiguration items?
Demo 1T Service Company is Workstation at 24,32,
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Are their differences in response times for certain

Are their differences in SLA Resalution rates for certain
configuration item types?

configuration iterm types?

The first graph on the page simply shows the count of tickets created for configuration item types. The three additional
graphs show your client the following details:

« The number of ticket hours worked for the different configuration item types.
« Whether you met your SLA first response target for the configuration item types.

« Whether you met your SLA resolution target for the configuration item types.
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Using the Sales Workbook
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Whether you have a dedicated sales team pursuing projects worth tens of thousands of dollars, or just one person who fol-
lows up on leads, responds to RFPs, and handles calls from potential customers, the Autotask Performance Analytics
Sales workbook can help you take your sales to the next level. You can look at your past and current sales trends, analyze
what worked and what didn't, and then look at your sales forecasts and apply your new insights:

« Monitor the big picture: total year to date revenue, current fiscal year comparison to previous fiscal year, revenue

growth, and projected revenue.

« Drill down for more detail: actual revenue compared to your business plan, actual revenue compared to forecast
revenue, revenue by sales team and by revenue type.
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« Explore even deeper to pinpoint key factors associated with the sales results: time of year, revenue source, sales
team or even individual resources.

In the Sales Workbook, easy to follow charts present key data about your sales opportunities from the earliest stage to the
close. The Fiscal Year worksheet displays, in table form, all data that appears in the charts. You can use the charts to view
and compare data and analyze factors that impact your revenue. Then you can use the information to plan sales
strategies, focus your resources where needed, motivate your sales people, set goals, and measure your success in meet-
ing those goals.

Metrics that Matter

Ten key metrics are located at the top of the current Fiscal Year worksheet, under the heading Metrics that Matter. Several
of these key metrics also appear at the top of each of the six worksheets that display revenue charts

These metrics provide a quick view of the revenue generated by the sales opportunities that you manage in Autotask. The
opportunities and revenue they generate are divided into two categories:

« One time revenue is received from a product or service provided once, for example, the sale and installation of
hardware, or maintenance or repair work not covered by a service plan.

« Monthly recurring revenue is received continually in a set quantity every month to provide ongoing labor or ser-
vices, for example, routine network monitoring and maintenance, or software licensing and upgrade management.

For additional information on the Metrics that Matter, refer to "Sales Plan and Analysis - Current and Previous Fiscal Year "
on page 119.

Year to Date Sales Trends

Use the 20+ charts on this worksheet to analyze your year to date revenue trends. Gain insight on where your revenue is
growing and where it is stagnating. When you specify revenue goals on the Fiscal Year worksheet, you can display those
goals on selected charts on the Trends worksheet to quickly compare actual revenue to goals.

Refer to "Year to Date Sales Trends" on page 86.

Year Over Year Sales Trends (version 1.2)

Use this worksheet to compare your revenue and cost trends with data from the previous year. You can look at monthly
and one-time revenue, total revenue, and total cost on a month to month and quarterly basis for the current and previous
fiscal year. Monthly and one-time revenue is presented by month, average revenue per opportunity, and average amount
of time to close an opportunity in a given month.

Refer to "Trending - Year Over Year (version 1.2)" on page 94.

Closed Last Month and Closed This Month

Use these two worksheets, Closed This Month and Closed Last Month, to follow sales by group. The default groups are
sales teams. You can also view the sales results of the top five sales representatives. These two worksheets include the
same charts but the data is specific to the time frame indicated by the worksheet names, "This Month" (opportunities
closed to date in the current month) and "Last Month" (opportunities closed during the previous month).
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Refer to "Opportunities Closed Last Month and Closed This Month" on page 101.

For information on modifying groups, refer to "Take Your Workbook to the Next Level" on page 12.

Forecast this Month

Use this worksheet to see the potential revenue from opportunities expected to close in the current calendar month. Four
monthly recurring revenue charts and four one-time revenue charts display data by expected close date, team, top five
sales representatives, and stage.

Refer to "Revenue Forecast for the Current Calendar Month" on page 109.

Explore Closed Opportunities

Use this worksheet to drill into revenue data from closed opportunities. Six Slicer controls allow you to quickly filter the
closed opportunities by year, month, team (group), sales representative, distribution of monthly recurring revenue amount,
and distribution of one-time revenue amount. Eleven charts and two tables display data by different criteria including total
revenue, revenue type, sales representatives, or the age of the opportunity at close. Below the chart, an additional table
displays all the opportunities included in the filtered results.

Refer to "Explore Closed Opportunities" on page 104.

Forecasting

Use this worksheet to find and follow data on revenue forecasts. Eight Slicer controls allow you to quickly filter your fore-
cast data by projected close date (both past and future), team (group), sales representative, monthly recurring or one-time
revenue amount, probability, stage, and activity. Fifteen charts and two tables display data by different criteria including
Group, Probability, Resources, and Opportunities by Create Date. Below the charts, an additional table displays all the
opportunities included in the filtered results.

Refer to "Explore Revenue Forecasting” on page 112.

Fiscal Year (Current and Previous)

The Fiscal Year tabs contain all the closed opportunity data that appears in charts on the other worksheets. On these tabs,
you can also change the labels on groups (Sales Teams or custom groups) and set monthly revenue goals.

Refer to "Sales Plan and Analysis - Current and Previous Fiscal Year " on page 119.
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Year to Date Sales Trends

On the Trends worksheet you can quickly assess trends in year to date revenue and compare actual revenue to your rev-
enue goals. Twenty-two charts break out the data by both monthly recurring and one time revenue, and by up to five types
of fees. Six charts added in version 1.2 break out total revenue, costs, and gross margin data.

About the Overall Metrics

Six critical metrics for year to date revenue appear in large type at the top of this page: Monthly (that is, monthly recurring
revenue), One-Time (one-time revenue), Monthly Average, One-Time Average, Monthly Days to Close, and One-time
Days to Close.

Days to close equals the average number of days required to close the opportunities included in the revenue
totals.

Using the Charts

The twenty-eight charts on this worksheet are divided into groups:

« Monthly Revenue Trends and One-Time Revenue Trends

The charts in these two groups, six Monthly Revenue charts and six One-Time Revenue charts, are the same; they
just display data for different revenue types.

. Total Revenue and Cost Trends version 1.2 only
The six charts in this group include 2 gross margin charts. All six charts in this group have Plan Lines.
« Opportunity Advanced Field Trends (Type of Fee)

The Advance Fields for most workbooks are populated with Fee Types. The charts include both a basic revenue
chart and a cumulative revenue chart for each fee type (up to five).

The examples for Monthly and One-time Revenue and Opportunity Advanced Field (Fee Type) use data for January
through April only. Selected charts include a Revenue Plan line.

Examples for Total Revenue and Cost Trends include a full year of data.

i

ﬁu; In your workbook, hover over any point in a chart to see details for that point.

Revenue Plan Line: Setting or Editing Values

Several charts on this worksheet feature a Revenue Plan line based on your own revenue goals. To use the revenue plan
lines, you must first enter your monthly revenue goals into the current Fiscal Year worksheet (Fiscal Year tab). In selected
charts, the values you enter on that worksheet appear as a revenue plan line. You can then compare your goals to actual
revenue.
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@ Before you edit the workbook, always save a backup copy.

For detailed instructions, refer to "Sales Plan and Analysis - Current and Previous Fiscal Year " on page 119.

Monthly (MRR) and One Time Revenue Trends

The six Monthly and six One Time revenue charts on the Trends worksheet are identical except for the type of data they
display. The descriptions of the six charts below apply to both the monthly (MRR) and one time charts. The images used in
the examples are Monthly (MRR).

In your workbook, it is possible that the amounts displayed on the Y axis will differ from the examples below. The
charts in your workbook reflect the totals and distribution from your own data.
In most cases, the Y axis values differ between the monthly and one-time charts.

Revenue versus Plan

Monthly Revenue versus Plan Y Axis = Amount of revenue
X Axis = Months

Line = Monthly Revenue goals
Columns = Actual revenue generated each month.

The worksheet also includes a One Time revenue chart.

View the amount of revenue, for the specified type, that is gen-
erated each month. Compare the actual revenue (columns) to
the goals set in the revenue plan (line).

Jlan Feb Mar Apr May Jun  Jul Aug Sep Oct Mov Dec

. bonthly Revenue — =—=—Maonthly Revenus Plan

Insights: Is your revenue growing? Are you meeting your goals - always, sometimes, or never? Do your sales reflect sea-
sonal trends or some other outside influence? If you're meeting your goals, what are you doing right and can you achieve
even more?

Cumulative Revenue versus Plan

Cumulative Monthly Revenue versus Plan Y Axis = Cumulative amount of revenue
X Axis = Months
SAI.000 Line = Monthly Revenue Plan
S400,000
363000 - Columns = Actual revenue generated year to date.
$300,000
$250,000 . ) .
<20n.000 The worksheet also includes a One Time cumulative revenue

$150,000 chart.

00000
550,000
E

View the cumulative revenue over time. Compare the actual
revenue (columns) to the goals set in the revenue plan (line).

lan Feb Mar Apr May Jun  Jul Aug Sep Ot Nov Dec

. Curmulstive Manthly Revenus =—s=—Cumulative Monthly Revenue Plan
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Insights: It's easy to see that this year got off to a great start! But, if the monthly totals fluctuate and you don't always meet
the monthly goal, you can see if cumulative goals are being met or if you're in a long term downward trend.

Average Monthly Revenue (Average Revenue per Opportunity by Month)

Average Monthly Revenue Y Axis = Amount of Revenue
X Axis = Months

:mo Line = Average revenue per opportunity closed

150

220 /

s100 The worksheet also includes a One Time average revenue

L chart.

360

x ; View the average revenue generated for opportunities closed
% \ each month (that is, total revenue from opportunities closed

jam Feb Mar Apr May Jun Jul Aug Sep Oct Nev Dec during a month, divided by total count of opportunities closed

in that month.)
—a—payerage Monthly Revenue

Insights: This chart shows a drop in average revenue per opportunity in March, but the Revenue versus Plan chart showed
an increase in revenue in March. That means more opportunities closed but at a lower return per opportunity. If this
becomes a trend, it could impact your business. Does the increased overhead for closing and supporting more deals have
any significant effect on net profit? Or does this mean more customers that are likely to want more services?

Monthly Revenue Range (Distribution of Revenue for Opportunities Closed)

Monthly Revenue Range Y Axis = Number of opportunities closed

X Axis = Months

Columns - number of deals closed that generated the amount
of revenue indicated by color in the chart legend

The worksheet also includes a One Time Revenue Range chart.

View how many closed opportunities generated revenue within
the specified amounts. In the example, 257 of the opportunities
jan  Feb Mar Apr May Jun Jul Aug Sep Oc MNov Dec closed in January generated revenue between $1 and $200.

oo BEEHUEEY S

515200 W5200-5400 W 35400-5600 W >=5600
! ﬁ In your workbook, hover over the column to see
the exact number of opportunities.

Insights: If most of your revenue is generated by smaller deals, you might want to explore why. For example, is that driven
by the market, or are you generating leads that generate less revenue? Is your sales team missing opportunities to up-
sell?
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Average Age to Close Monthly Revenue (Revenue by Average Age of Opportunities at
Close)

E B ¥ & B8 B

L=

Average Age to Close Monthly Revenue

lan  Feb Mar Apr May Jun  Jul Aug Sep Oc MNov Dec

=8 pyerage Age to Clozs (MRR)

Y Axis = Number of days to close
X Axis = Months
Line = Average age (in days) of opportunities when closed.

The worksheet also includes a One Time revenue chart.

View the average number of days it took to close the oppor-
tunities that were closed each month.

Insights: Are there seasonal trends for age to close? If your deals continue to age through the year, which ones should you
push harder to close and which ones are not likely to close?

Age to Close Monthly Revenue Range (Distribution of Opportunities by Age at Close)

Age to Close Monthly Revenue Range

oBBEEEEHEE

lan Feb Mar Apr May Jun  Jul

Aug Sep Od HNov Dec

m<7days m7-lddays m14-30days m>=30days

Y Axis = Number of monthly revenue opportunities closed

X Axis = Months

Columns - The number of opportunities closed within the num-
ber of days indicated by color in the chart legend

The worksheet also includes a One Time chart.

For opportunities that closed during the month indicated, view
how many opportunities fell within each time range for days to
close.

Insights: Are you closing most of your opportunities in a reasonable amount of time, or is it taking over thirty days for most
of your deals to close? If most of your revenue is coming from older opportunities, you might want to dig deeper. Are the

older opportunities larger and more complex projects that take longer to close? Or are some sales teams taking longer to
close opportunities?

Total Revenue and Cost Trends versus Plan (version 1.2 only)

The six charts in this section let you view your total revenue and your total costs from both monthly and one time oppor-
tunities closed during the specified time. If you enter your revenue Plan figures in the Current FY tab, you can compare
actual revenue and cost against your plan.
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These six charts were added in version 1.2 of the sales workbook. The images in this section were taken from a dif-
ferent Sales workbook than the other images in this topic so the data described here does not correspond to the

other charts.

Total Revenue (Opportunity) versus Plan

Total Revenue [Opportunity) vs Plan

00000

SE00,000
£700,000
S500,000
o000
S&00,000
$300,000
SH00,000
S100000 -

50

Jan Feb Mar Apr May Jun  Jul Aug Sep Oct MNov Dec

. Total Reve nue (Opportunity) =—=—Taotal Revenue Plan

Cumulative Total Revenue versus Plan

Cumulative Total Revenue vs Plan

58000000

57,000,000

000000
55,000,000
54,000,000
53,000,000
52,000,000
£1,000,000

50

lan Feb Mar Apr May Jun Jul Aug Sep O MNov Dec

. Curmulstive Total Revenive  =—=—Cumulative Plan

Total Cost (Opportunity) versus Plan

Total Cost [Opportunity) vs Plan

S350.000

5300000
5250,000
200,000
S150,000
5100,000
550,000
"

Jan Feb Mar Apr May Jun  Jul Aug Sep Oct MNov Dec

= Total Cost (Opportunity]  =—=—Tatal Cost Plan

Y Axis = Amount of revenue

X Axis = Months

Line = Revenue Plan goals

Columns = Actual revenue generated each month.

View the combined monthly and one-time revenue amount
from opportunities closed each month. Compare the actual rev-
enue (columns) to the goals set in the revenue plan (line).

Y Axis = Cumulative amount of revenue

X Axis = Months

Line = Revenue Plan

Columns = Actual revenue generated year to date.

View the cumulative revenue generated from closed monthly
and one-time opportunities closed during the specified time.
Compare the actual revenue (columns) to the goals set in the
revenue plan (line).

Y Axis = Cost amount

X Axis = Months

Line = Planned Costs

Columns = Total cost generated by monthly and one-time
opportunities closed.

View the cost associated with all opportunities closed each
month. Compare the actual costs (columns) to the expected
costs set in the revenue plan (line).

© 2021 Autotask Corporation | Page 90 of 197



(A’ Autotask Professional
> oervices Automation

Performance Analytics Workbooks

Using the Sales Workbook

Cumulative Total Cost versus Plan

Cumulative Total Cost vs Plan

53,000,000
52500000
2000000
51,500,000
51,000,000
S500,000
50

lan Feb Mar Apr May Jun Jul Aug Sep O MNov Dec

. Curnulstive Total Cost  =—==Cumulstive Plan

Y Axis = Cumulative cost amount

X Axis = Months

Line = Planned costs

Columns = Actual costs generated year to date.

View cumulative total of the cost of opportunities closed each
month. Compare the actual costs (columns) to the goals set in
the revenue plan (line).

Insights: The cost to revenue values may vary month to month, but the cumulative totals let you see at a glance whether

you are keeping your costs in line.

Total Gross Margin (Opportunity) versus Plan

Total Gross Margin (Opportunity) vs Plan

Jan Feb Mar Apr May Jun  Jul Aug Sep Oct MNov Dec

. Gross Margin (Opportunity] — =—=—Gross Margin Plan

Cumulative Gross Margin versus Plan

Cumulative Total Marginvs Plan

4,500,000
54 000,000
£3,500,000
3000000
52,500,000
52000000
51,500,000
51,000,000

LS00 -

0

lan Feb Mar Apr May Jun Jul Aug Sep O MNov Dec

. Cumulstive Gross Margin  =—=—Curnulstve Plan

Y Axis = Gross Margin (Total Revenue from Closed Oppor-
tunities minus Total Cost of closed Opportunities)

X Axis = Months

Line = Revenue Plan goals for gross margin

Columns = Calculated gross margin for each month.

View the calculated gross margin for all opportunities closed
each month. Compare the actual gross margin (columns) to the
goals set in the revenue plan (line).

Y Axis = Cumulative gross margin

X Axis = Months

Line = Cumulative plan for gross margin
Columns = Cumulative gross margin by month.

View cumulative gross margin for opportunities closed each
month. Compare the actual cumulative gross margin (columns)
to the goals set in the revenue plan (line).
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Opportunity Advanced Field Trends

There are up to ten charts in this section, depending on how many Advanced Field types your company has set up.
Autotask allows up to five advanced fields. Most workbooks use the Advanced Fields to display revenue from Fee Types.
The examples below display revenue from Fee Types. You can work with Autotask to use the Advanced Fields for dif-
ferent revenue sources.

For each Advanced Field, there are two charts, Revenue versus Plan and Cumulative Revenue versus Plan. Each of the
charts in this section can include a Revenue Plan line.

There are only two sample charts displayed in this section. In your workbook, the same two chart types are used for
each Advanced Field configured for your workbook.

[Advanced Field] Revenue versus Plan

Product Revenue versus Plan Y Axis = Amount of revenue
X Axis = Months
aLsm Line = Monthly Revenue Plan for the fee type
51400 Col = Actual ted by indicated fee type f
%2200 - ) olumns = Actual revenue generated by indicated fee type for
s1000 each month.
SB00
600 View the revenue generated each month by the source rep-
:’:w resented by the Advanced Field. Compare the actual revenue
o0 . .
- (columns) to the goals set in the revenue plan (line).

lan Feb Mar Apr May Jun Jul Aug Sep Ocdt HNov Dec

e Product Revenue = Product Revenue Plan

Insights: See how much revenue your company generates from the different fee sources represented by the Advanced
Fields. Are you meeting or exceeding your revenue goals for this revenue source?

Cumulative [Advanced Field] Revenue versus Plan

Cumulative Product Revenue versus Plan Y Axis = Cumulative amount of revenue
X Axis = Months

+13,008 Line = Cumulative Monthly Revenue Plan for the specified
£14,800 source, calculated from the Fee Type monthly revenue plan
.00 data.

55,000 Columns = Actual revenue generated year to date.

54,000

View the cumulative revenue generated by the specified Fee
Type by month over the year. Compare the actual revenue
(columns) to the goals set in the revenue plan (line).

52,000
50

Jan Feb Mar Apr May Jun  Jul Aug Sep Ot Mov Dec

e Cumuletive Product Revenue ——Curnulative Plan
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Insights: Is your cumulative revenue from this fee type meeting you expectations? How does it compare to the other types
of fees? If this fee type is falling behind, is this a new or long term trend? Does it reflect the current market? Or do you need
to rethink your marketing strategy? Maybe your sales team just needs more information to present to the prospects.
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Trending - Year Over Year (version 1.2)

On this tab, added with version 1.2, you can compare revenue and cost trends in the current fiscal year with the same
trends from the previous fiscal year. Of course, new users will need to be patient.

About the Overall Metrics

Six critical metrics for year to date revenue appear in large type at the top of this page: Monthly (that is, monthly recurring
revenue), One-Time (one-time revenue), Monthly Average, One-Time Average, Monthly Days to Close, and One-time
Days to Close.

Days to close equals the average number of days required to close the opportunities included in the revenue
totals.

Using the Charts

The nineteen charts on this worksheet are divided into three groups: Monthly (recurring) Revenue (MRR) Trends, One-
Time Revenue Trends, and Total Revenue and Cost Trends. The five Monthly and five One-Time Revenue charts are the
same, they just display data for the two different revenue types.

Six Total Revenue and Cost Trend charts display total revenue, cost, and gross margin data for closed opportunities by
month. The remaining three charts in this group display quarterly data.

All examples below present data for January through April only.

¥,
ﬁ:ﬁ In your workbook, hover over any point in a chart to see details for that point.

Previous Fiscal Year Data Lines

The line representing the previous fiscal year pulls data from the Previous FY tab. You can go directly to the tab to view
previous year information in one large spreadsheet.

Refer to "Sales Plan and Analysis - Current and Previous Fiscal Year " on page 119.

Monthly (MRR) and One Time Revenue Trends

The five Monthly and five One Time revenue charts on the Trends worksheet are identical except for the type of data they
display. The descriptions of the five charts below apply to both the monthly (MRR) and one time charts. The images used
in the examples are Monthly (MRR).

In your workbook, it is possible that the amounts displayed on the Y axis will differ from the examples below. The
charts in your workbook reflect the totals and distribution from your own data.
In most cases, the Y axis values differ between the monthly and one-time charts.
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Revenue
Monthly Revenue Y Axis = Amount of revenue
X Axis = Months
k0000 Line = Previous fiscal Year Revenue
Qo Columns = Revenue generated each month for current fiscal
£40,000 year.
e '
£20,000 The worksheet also includes a One-time Revenue chart.

S10.000

View the amount of revenue, for the specified type, that is gen-
erated each month during the current fiscal year. Compare this
year's revenue (columns) to the revenue generated for the
same month in the previous year.

Jan Feb Mar Apr May Jun  Jul Aug Sep Oct HNov Dec

. Cuyrrent Figcal Year Previous Fiscal Year

Insights: Is your revenue growing? Are you exceeding your revenue from the last fiscal year? If not, are you dealing with
economic trends beyond you control? Or, do you need to make some changes to maintain strong growth for your com-

pany.

Cumulative Revenue

Cumulative Monthly Revenue Y Axis = Cumulative amount of revenue
X Axis = Months

S Line = Previous fiscal year cumulative revenue
S Columns = Revenue generated this year to date.
$400,000
£300,000 The worksheet also includes a Cumulative One Time Revenue
$200,000 chart.
S100,000 .
o x= T | - View the cumulative revenue over time. Compare the current

year's cumulative revenue (columns) to the previous year's

Jan  Feb Mar Apr May Jun Jul Aug Sep Od MNov Dec (line)
ine).

. Cyrre it Fiscal Year Previous Fiscal Year

Insights: In this chart you can see how cumulative revenue at this point in the year compares to the previous year cumu-
lative revenue. Overall, are you pulling ahead of last year or lagging behind? What can you do to pull ahead even further?
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Average Monthly Revenue (Average Revenue per Opportunity by Month)

Average Monthly Revenue Y Axis = Amount of Revenue

X Axis = Months

Lines = Average revenue per opportunity closed. One line for
A\' current year and one line for previous year. Check the legend

s200
S180
S1E8
o= on your chart to see which color is which
e \___N ] :
s1 > -

80— ———

50

48

0 - -

]

— N - The worksheet also includes an Average One Time Revenue
chart.

View the average revenue generated per opportunity closed
each month (that is, total revenue from opportunities closed
during a month, divided by total count of opportunities closed

~in that month.) Compare to the average revenue generated per
opportunity in the previous year.

Jam Feb Mar Apr May Jun  Jul Aug Sep Od Nov Dec

== Previous Fiscal Year == Current Fizcal Year

Insights: What is the average revenue per opportunity closed each month this year compared to the previous year. Ideally,
your opportunities should be generating more revenue per opportunity. If your revenue is growing but your revenue per
opportunity is decreasing, your sales team is closing more, smaller deals. Does the increased overhead for closing and
supporting more deals have any significant effect on net profit? Or does this mean more customers that over time may buy
more services?

Average Age to Close Revenue (Revenue by Average Age of Opportunities at Close)

Average Age to Close Monthly Revenue Y Axis = Number of days to close
X Axis = Months

Line = Average age (in days) of opportunities when closed.

o —~ The worksheet also includes a One Time revenue chart.

View the average number of days it took to close the oppor-
tunities that were closed each month.

~HEBBEEERESR

lan Feb Mar Apr May Jun  Jul Aug Sep Ocd MNov Dec

=== Previous Fizscal Year === Current Fizcal Year

Insights: Are there seasonal trends for age to close? If your deals continue to age through the year, which ones should you
push harder to close and which ones are not likely to close?
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Quarterly Revenue

Menthly Revenue

F160,000

£140,000
S120,000

£100000 -
580,000
0000
40000
10000
0

al az

B Previous Fiscal Year

Q3 a4

B Current Fiscal Year

Y Axis = Revenue

X Axis = Fiscal year quarters

Columns - The revenue from Opportunities of the specified
type(monthly or one-time) that were closed during the quarter
indicated. One color is current fiscal year, the other color is pre-
vious fiscal year. Check the legend on your chart to determine
which color is current and which is previous.

The worksheet also includes a One Time Revenue by quarters
chart.

View total revenue generated by opportunities closed during
each quarter. Compare current and previous year quarterly rev-
enue.

Total Revenue and Cost Trends (for Monthly and One-time Opportunities

closed)

The 9 charts in this section display your total sales revenue (monthly and one time opportunities closed), total opportunity
costs, and gross margin for both the current and previous fiscal years. Six of the charts display data by month and three

display data by quarters.

Total Revenue (Monthly and One-time Opportunities closed)

Total Revenue

SR0000

REO0000
5700000 -
S500,000

S500,000
S400,000
5300000
£200,000
$100,000

S0

Jan Feb Mar Apr May lun

 Current Fiscal Year

Jul Aug Sep Oct MNov Dec

Previous Fiscal Year

Y Axis = Amount of revenue

X Axis = Months

Line = Previous fiscal year revenue

Columns = Current fiscal year revenue generated each month.

View the total amount of revenue that is generated by monthly
and one-time opportunities that are closed each month. Com-
pare the current year's revenue (columns) to the previous year's
revenue (line).

Insights: This chart and the following "Total" charts let you see how your company is doing with overall sale this year, and
how this year compares to last year. Are sales better overall this year? If you have a dip or plateau, does it mimic results
for the same time last year? Or is this year very different - if so, why?
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Cumulative Total Revenue (Monthly and One-time Opportunities closed)

Cumulative Total Revenue

2 000,000

7,000,000
5,000,000

55,000,000

54,000,000
53,000,000
2,000,000
51,000,000
.

w K=
lan Feb Mar Apr May Jun

. Cyrre it Fiscal Year

Jl  Aug Sep Oct MNov Dec

Previous Fiscal Year

Y Axis = Cumulative amount of revenue

X Axis = Months

Line = Previous fiscal year revenue

Columns = Total revenue generated year to date.

View the cumulative revenue for the current fiscal year over
time. Compare the current year's revenue (columns) to the pre-
vious year's revenue (line).

Total Cost (Monthly and One-time Opportunities closed)

Total Cost [Opportunity)

S350,000
5300000
5250,000
£300,000
S150.000
£100,000
550,000
0

Jan Feb Mar Apr May lun

. Cuyrrent Figcal Year

Jul  Aug Sep Ot MNov Dec

Previous Fiscal Year

Y Axis = Costs amount

X Axis = Months

Line = Previous fiscal year opportunity costs

Columns = Total costs incurred each month in the current fiscal
year.

View the how much your combined one-time and monthly
opportunities cost you each month. Compare the current year's
costs (columns) to the previous year's costs (line).

Insights: Itis critical to monitor your overall costs. Costs will likely rise from one year to the next as revenue increases. If
the increase in the current year is much larger than the previous year, you need to pinpoint the source of the increased

costs.

Cumulative Total Cost (Monthly and One-time Opportunities closed)

Cumulative Total Cast

B3 000,000

52,500,000

52,000,000
£1,500,000
51,000,000

lan Feb Mar Apr May Jun

. Cyrre it Fiscal Year

Jl  Aug Sep Oct MNov Dec

Previous Fiscal Year

Y Axis = Cumulative cost amount

X Axis = Months

Line = Previous fiscal year opportunity costs

Columns = Total opportunity costs generated year to date in
the current fiscal year.

View cumulative total opportunity costs over time. Compare
the current fiscal year's costs (columns) to the previous year's
costs (line).
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Total Gross Margin (Monthly and One-time Opportunities closed)

Total Gross Margin (Opportunity)

5600000

5500000
5400000
5300000
5200000
5100000

4]
Feb Mar Apr May Jun

Jan

. Cuyrrent Figcal Year o

Jul Aug Sep Oct HNov Dec

Previous Fiscal Year

Y Axis = Gross Margin Amount (Total Revenue from Closed
Opportunities minus Total Cost of closed Opportunities)

X Axis = Months

Line = Previous fiscal year's gross margin amounts

Columns = Current fiscal year's gross margin for each month.

View the calculated gross margin for each month in the current
fiscal year. Compare the current year's gross margin (columns)
to the previous year's gross margin (line).

Insights: Your total gross margin displays the relationship between your revenue and costs. If your gross margin is hold-
ing steady, you are maintaining a positive cost to revenue relationship.

Cumulative Gross Margin (Monthly and One-time Opportunities closed)

Cumulative Gross Margin

4,500,000

54 000,000
£3,500,000

53000000
52,500,000
52,000,000

51,500,000

Feb Mar Apr May Jun

E Current Fiscsl Year

Jul  Aug Sep Oct MNov Dec

Prévious Figcal Year

Y Axis = Cumulative gross margin (Total Revenue from Closed
Opportunities minus Total Cost of closed Opportunities)
amount

X Axis = Months

Line = Cumulative total gross margin for the previous fiscal
year

Columns = Current fiscal year's cumulative gross margin each
month.

View the cumulative gross margin from opportunities closed
over time. Compare the current cumulative gross margin
(columns) to the previous years gross margins (line).

Total Revenue (Monthly and One-time Opportunities closed) by fiscal quarter

Total Revenue

51500000

52,000,000

£1,500,000

51,000,000

a1 a2

B Previous Fiscal Year

a3 a4

B Current Fiscal Year

Y Axis = Revenue

X Axis = Fiscal year quarters

Columns - The total revenue from all Opportunities closed dur-
ing the quarter indicated. One color is current fiscal year, the
other color is previous fiscal year. Check the legend on your
chart to determine which color is current and which is previous.

View total revenue generated by opportunities closed during

each quarter. Compare current and previous year quarterly rev-
enue.
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Insights: Another way to compare your revenue, costs, and gross margin from one year to the next, the quarterly columns
give you an overview of each quarter, and what the trends are for the year. The revenue chart looks the way you want it to
look - steady growth and an increase in revenue from the previous year.

Total Cost (Monthly and One-time Opportunities closed) by fiscal quarter

Total Cost (Opportunity)

FR0000

S500,000
Sroooo0 -

S500,000
SE00,000

5400000
s stuet]
L0000
$100,000

0

ai a

W Previous Fiscal Year

Q3

W Current Fiscal Year

a4

Y Axis = Costs amount

X Axis = Fiscal year quarters

Columns - The total costs associated with all Opportunities
closed during the quarter indicated. One color is current fiscal
year, the other color is previous fiscal year. Check the legend
on your chart to determine which color is current and which is
previous.

View total costs associated with opportunities closed during
each quarter. Compare current and previous year quarterly
opportunity costs.

Insights: This chart shows rising costs, and higher costs than the previous year. But the increase is steady, and appears to
be in proportion to the rise in revenue. The gross margin figures will bring the cost and revenue data together.

Total Gross Margin (Monthly and One-time Opportunities closed) by fiscal quarter

Total Gross Margin (O pportunity)

51,400,000

51,200,000
51,000,600
£800,000

SEO0 000

400,000
5200000
50

al az

W Previous Fiscal Year

a3

W Current Fiscal Year

a4

Y Axis = Gross margin amount

X Axis = Fiscal year quarters

Columns - The total gross margin for all Opportunities closed
during the quarter indicated. One color is current fiscal year,
the other color is previous fiscal year. Check the legend on your
chart to determine which color is current and which is previous.

View the total gross margin for all opportunities closed during

each quarter. Compare current and previous year quarterly
opportunity gross margin amounts.
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Opportunities Closed Last Month and Closed This Month

From these two worksheets, Opportunities Closed This Month and Opportunities Closed Last Month, you can quickly
assess and compare the performance of your sales teams during the previous and current calendar month.

Insights

If you can find ways to help all your teams do their best, everyone benefits. If one team consistently shows different res-
ults, you can explore why. If one team consistently generates more revenue from month to month, what can the other
teams learn from them? If one team is not keeping up, what can they do to improve their results? You can use the Closed
Opportunities and Forecast opportunities worksheets to dig deeper. Does one team do best with a certain type of oppor-
tunity or customer? Do all teams have a good balance of opportunities at all stages in their pipeline?

About the Overall Metrics

Three key metrics are displayed in large type at the top of the page: Monthly (total monthly recurring revenue from oppor-
tunities closed during the month), One Time (total one time revenue from opportunities closed during the month) and
Deals (total number of opportunities closed during the month).

l@ For the worksheet "Closed This Month", the revenue is based on opportunities closed up to the current date.

Using the Charts

The six charts on each worksheet are divided into two sections: Monthly Recurring Revenue (MRR), and One Time rev-
enue. Each section contains three charts.

Two of the three charts in each section break out the data by group. The examples below show the default groups, sales
teams. You can change the group names on the Config tab or work with Autotask to change which groups are presented.
Refer to "Take Your Workbook to the Next Level" on page 12.

The third chart displays the revenue generated by up to 5 top sales representatives for the month.

i

ﬁu; In your workbook, hover over any point in a chart to see details for that point.

In the following examples, when a chart has both a Monthly and a One-Time revenue version, the images use the
monthly (MRR) version. The X and Y axis will represent the same data but for both revenue types but, in most
cases, the Y axis tick-marks will have different values.
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Revenue - Running Total by Team

MRR - Running Total by Team YAx!s = Amount of revenue
$50,000 | X Axis = Days of the month

Lines = Revenue generated by team as indicated:

0000
40000 Blue (bottom line in image) Team 2, Red (midline in image)
$30.000 Team 1, Green (top line in image) Team 3
520,000 The worksheet also includes a One-Time Running Totals chart.
510,000

s | View the cumulative revenue generated by each team during

the month. Compare the total amount generated per team.

1- Blar
A blar
& bllar
= Blar
F bar
10-KAar
11-Mar
13-Mar
13-kAar
14-Klar

333
CEY

2013
ETeam2 HETeaml HETeam3

19-Mar

2
=

21-Mar

:

23-Mar
25-ar
26-kAar
27-Mar
29-Mar
30-Mar

Revenue - Percent of Total Closed by Team

MRR Each sector represents the percentage of total revenue generated by one team as indicted in
the legend:
Blue - Team 2, Red - Team 1, Green - Team 3

Closed By Team

The worksheet also includes a One-Time Closed by Team chart.

ETeam 2 Compare the percentage of revenue closed by each team.
ETeam 1

B
Team 3 @ Place your cursor on a sector to see the amount of revenue generated.

Revenue Totals for Top 5 Sales Representatives

Top 5 Sales Representatives Y Axis = Amount of revenue

(MRR) X Axis = Sales representatives

58,000
£2.000 View the total revenue generated by each of the 5 sales representatives with the greatest
zﬁ total sales for the indicated revenue type for the month.
55,000
54,000 Each worksheet, Closed Last Month and Closed This Month, include 2 charts for the top 5
53000 sales representatives, one for Monthly Recurring and one for One-time revenue.
52,000
51,000

50

Dawid Lawren  Pee Save Briiae
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List of Closed Deals

Below the charts there is a list of all opportunities closed during the month; that is, the previous calendar month or the cur-
rent calendar month depending on which worksheet is open. To locate specific opportunities, you can sort the list by the
Close Date, Opportunity ID, Opportunity Name, Sales Person, or Revenue.

To view the opportunity details in Autotask, double-click the Opportunity ID. If you are not logged into Autotask, enter your
login credentials when prompted. Autotask security level permissions apply.
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Explore Closed Opportunities

In this worksheet you can drill deeper into your sales revenue history. If your other worksheets indicate an unusual trend
over a few months, or an anomaly in one month, in this worksheet you can filter to view details about deals closed during
those time periods. You can also view results from the same time period in previous years to see how the current results
compare. And you can isolate data by team, sales representatives, or the range of revenue amount.

About the Overall Metrics

The metrics that display in the upper left corner of the worksheet reflect the data from the worksheet after filters are
applied. You can quickly see the number of closed deals that meet your search criteria. You can also see the monthly rev-
enue and one-time revenue totals from those deals. For example, if you filter by team 1, you will see the number of deals
closed by team 1 and the revenue totals from those deals.

How to Explore

Review the available charts and tables. The six filters are located across the top of the page: Year, Month (and year),
Grouping (Teams), Sales Rep, MRR (Monthly Revenue), and One Time Range. Decide which filters will focus in on the

data that will be most useful. Then, apply the filters as described below. Remember that you can apply additional filters on
the results, and clear one or more filters at any time.

Year & Manth {. | Grouwping . | SalesRep O | MRR Range O | OneTime .. O

o2 | o708 | * | Teami | * | Adam | |4 0 2 $0 -

4 | ' . = " =

an | z20r04 | | Teamz .=_| | Arndrew | $1-$250 =l 145k =

ws | - | [ose | o | [Feme | - || e o || [szoen | « | [ss-s20c | -
Apply Filters

Filters with longer lists of criteria provide a scroll bar to view the entire list.

« Click to select an option in the filter list.
To select multiple options, Ctrl + click multiple non-adjacent options in the list.

To select multiple adjacent options, click an option then Shift + click another option to select both options and all
items between them.

« To clear filters, click the filter icon next to the filter name.

The metrics at the top of the page and all charts and tables update immediately to reflect the data from opportunities that
meet the selected criteria. You can apply additional filters as needed.
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Insights

To take your company to the next level, you need to look at what you have been doing, what is working well and what is
just holding steady. For example, larger, one time deals look great on paper and the income can help your company grow.
But, have you been bringing in the monthly revenue needed to sustain that growth? And if your monthly revenue is steady,
are you bringing in the larger, one time revenue sources needed to invest in growth?

On this worksheet you can explore your closed opportunities for monthly recurring and one time revenue, along with
related data. Use the filters to look at the data in different ways. Look for both the positive results and the not so positive
results. Drill down to view details. What can you learn from successes and failures that you can apply to newer revenue
opportunities? What are successful sales reps doing that other reps should be doing? Does the age of your opportunities
impact the net revenue they bring in? Are you generating enough leads of the right type? Are you focusing your resources
where they are most productive?

Using the Tables

Three tables appear on this worksheet. Each displays a list of Opportunities that meet the filter criteria that you applied.

¥, Double-click the Opportunity ID column to open the opportunity detail in Autotask. If you are not logged into Autotask,
Y enter your log in credentials when prompted. Autotask security permissions apply.

MRR and One-Time Top 10 Tables

These two tables include the top ten opportunities of the specified revenue type that meet the filtering criteria. You can see
the opportunity ID, account name, the year and month the opportunity was closed, the sales representative that owns the
opportunity, and the revenue amount.

Top 10 MRR Opportunities ([pouble click on Opportunity ID to open in Autotask)

wm-wmm

34730502 Masixmo 2 2012

35364411 Troy Beer 2 2012 Fl.ug Pete 54,320
34741696 NeutralStar Ea: 2012 Nov Anthony 53,837
35272062 Allegiant Meth 2012 Jul Pete $3,018
35647724 0 0 0 0 $2,733
33355295 Royal Sports 2012 Jun Adam 52,676
35008838 Quaker Therap 2012 Apr Anthony 52,434
35277782 Mannix Intel S¢2012 Sep Matthew $2,185
34240681 Sturm Ruger 2 2012 Mar Pete $2,164
35571492 J&L Foods East 2012 Dec Matthew $2,012

You can click the down arrow in any column to specify sort or search by options.
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Closed Opportunities Table

This table is located at the bottom of the worksheet, below all charts. It lists all opportunities that meet the current filtering
criteria on the worksheet. If no filters are selected, the table includes all closed opportunities from the years included in the
data download.

In addition to providing the same details as the Top 10 tables, this list also displays the amount of revenue earned from
each fee type (Adv1 through Adv5).

Using the Charts

To the left of and below the two "Top 10" tables there are eleven charts. Some charts are similar to charts on other work-
sheets, except that you can filter to display specific data.

ﬁ In your workbook, hover over any point in a chart to see details for that point.

Monthly Revenue and One Time Revenue by Team

In the following examples, when a chart has both a Monthly and a One-Time version, the images use the monthly
(MRR) version. The X and Y axis will represent the same data but, in most cases, the Y axis tick-marks will have dif-
ferent values.

55000

Monthly Revenue

il

n Feb Mar Apr May Jum Jl Aug Sep O<r Mow
2012

ETearm2 HETeaml M Team3

4

Dec| lan Fab Mar dpr
013

Y Axis = Amount of revenue

X Axis = Months

Columns = Revenue generated for each month by team
(group).

Default column colors: As described in the legend below the x
axis

The worksheet also includes a One-Time revenue chart.

View the monthly recurring or one time revenue generated by
sales teams for each month. Present data for one or more
years, individual months, or a range of months. View one
team, or compare teams. Filter by individual sales rep-
resentative to track the revenue they have generated.
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Distribution of Revenue by Opportunity Amount

Y Axis = Amount of revenue
X Axis = Months

Distribution of Monthly Revenue

563,000 Columns = Total revenue generated by closed opportunities
P whose revenue falls within the specified amounts.
20000 Column Color assignments: As described in the legend below
520,000 the X axis.
$10,000

e The worksheet also includes a One-Time revenue distribution

Jan Feb Mar Apr May Jun Jul Aug 5ep Ot Nov Dec|lan Feb Mar Apr chart.

2012 1013

View the monthly recurring or one time revenue generated for
each month in the year, individual months, or a range of
months. Filter by revenue amounts, or by sales teams to see
the size of opportunities closed by the specified team. You can
even filter by individual sales representative.

E50 W51-5250 W5250-51k W51k

Revenue by Fee Type and Team

This worksheet can display charts for up to 5 fee types. Each chart is identical except for the fee type displayed. They X
axis will vary depending on the filter criteria and the Y axis may vary depending on the fee type.

Fee types are specific to your company. The example chart shows revenue from the fee type "Other". Your com-
pany may not have this fee type.

Fae Type 5 - Other Y Axis = Amount of revenue
X Axis = Months
7O.000 _
$80,000 Columns = Revenue generated for each month by team
6,000 (group)
0000 Column color assignments: As described in the legend below
530000 the X axis
$20,000
518,000
£ View the revenue generated by the specified fee type for each
Jan Feb Mar Apr May Jun Jul Aug Sep Ot Nov Dec Jan Feb Mar Apr month in the year, individual months, or a range of months.
2012 1013 View revenue amount generated by one team, two, or all

BTeams WTeamd B Teom s teams. Filter each team by selected representatives.
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Top Sales Representatives by Revenue and Number of Opportunities Closed

Top Sale: Representatives (Revenue and Count)

$100,000 700
550,000

70,000 500
EE 200
£40,000 + 300
f30000 200
520,000

s10,000 100

=0 o

t""__;”'-ﬂ‘rf._’f‘,t ,"‘ P ‘.“,f”..""p" '_.J" ,;"‘ ‘(
& v T
Opportunity Age at Close - by Team

Opportunity Age at Close

150

5 7~
\!

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec lan Feb Mar Apr

o

2012 2013

——Team? =—e—Teaml -—+—Team 3

Y Axis = Amount of revenue

X Axis = Sales Representatives

Secondary value axis = Number of deals closed

Columns = Revenue generated by each sales representative
Red line = number of deals closed for each representative

View the revenue generated by each sales representative,
ordered by highest to lowest amount. View the number of
deals closed by each representative. Filter to view by team, by
one or more selected representatives, or by year, month and
year, or revenue range.

Y Axis = Average Age of Opportunities at close

X Axis = Months

Lines = Average age of opportunities closed by the specified
team

Line color assignments: As described in the legend below the X
axis

View, by team, the average age of opportunities closed in the
month indicated. Filter by one team, and then by one member
of that team, to see each sales representative's average age to
close. Or filter by revenue type to see differences between rev-
enue types.
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Revenue Forecast for the Current Calendar Month

Every new sales opportunity in Autotask requires a projected close date. The revenue estimated for an opportunity is fore-
cast as revenue for the month of the projected close date. From the Forecast this Month worksheet, you can monitor your
forecasted recurring monthly and one time revenue for the current calendar month. The charts present the revenue fore-
cast by cumulative total, by team and by top 5 sales representatives, and by stage, with an indicator of average probability
of closing at each stage.

About the Overall Metrics

Three key metrics are displayed in large type at the top of the page: Monthly (total monthly recurring revenue forecast for
the month), One Time (total one time revenue forecast for the month) and Opportunities (or deals: the total number of
opportunities expected to close during the month).

Insights

High revenue forecasts are not helpful to your company if only a small percentage of that revenue is realized. With this
worksheet you can see not only your revenue forecast for the month, but also current information about the various stages
of the opportunities and the probability of close. Sharing this information with the sales team can motivate team members
and help them adjust their strategy as needed.

You can also combine the team and individual information with your knowledge of the teams' or sales representatives' his-
tory to form more accurate predictions.

Using the Charts

The eight charts on this worksheet are divided into two sections, Monthly Recurring Revenue (MRR) forecasts and One
Time revenue forecasts. There are four charts in each section: Running Total, Revenue by Group (Team), Revenue Fore-
cast by the Top Sales Representatives, and Projected Revenue by Stage (includes probability of close for each stage).

In your workbook, hover over any point in a chart to see details for that point.

@ In the following examples, when a chart has both a Monthly and a One-Time version, the images use the monthly
(MRR) version.
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Forecast Revenue - Running Total

Y Axis = Amount of revenue
X Axis = Days of the month in 3 day increments
Solid areas = Revenue forecast by team as indicated:

Forecast MRR - Running Total

530,000
525,000 Color assignments: As described in the legend below the X axis
$20,000 |
515,000 The worksheet also includes a One Running Total forecast
510,000 chart.
25000
o View and compare the revenue forecast from each team during

= = =5 =5 =3 e =3 =] = = = = = = =

4 & & 2 2 2 &2 R X 2 3 3 X 2 3 the month.

A - - T T

013

In the example shown, forecast revenue for
MTeam2 WTeam3 HTeam 1 @ Team 3 was not statistically significant, so no

red appears on the chart.

Projected Revenue by Group

The groups in the example below are the sales workbook default groups, sales teams. You can change the group names
or work with Autotask to change the groups. Refer to "Take Your Workbook to the Next Level" on page 12.

Each sector represents the amount of the total forecasted revenue projected by one team as

indicted:
Blue - Team 2, Red - Team 1, Green - Team 3

Projected MRR By Group

The actual revenue amount is displayed for each sector.

mT 2
o The worksheet also includes a Projected One-Time Revenue by Group chart.

H Team 3

o Teamd Compare the total amount forecast by each team. The forecast revenue for Team 2 is much
higher than the forecasts from the other teams. But, the Projected Revenue by Stage and
Stage Average Probability chart shows a large amount of forecast revenue in stages with a
lower probability of closing. How much of Team 2's forecast revenue is in those stages? The
Forecasting worksheet (Forecast tab) provides detail information on each team's revenue

forecast.
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Revenue Forecast by the Top Sales Representatives (up to 5 representatives
included)

Top 5 Sales Representatives Y Axis = Amount of revenue
(Projected MRR) X Axis = Names of Sales Representatives

Columns = Revenue forecast by each representative
6000 514 499
$14,000 -
View and compare the revenue forecast for your sales representatives with the highest
amount of revenue forecast. Chart will display up to five representatives.

52,268 %2237
51,71 5833

Mazthew Pete Lauren &m Celin

Projected Revenue by Stage and Stage Average Probability

Prajected MRR By Stags and Staga Aversgs Probability Y Axis = Amount of revenue

ErEeRe
i eh A e

X Axis = Opportunity stages

TEREEEEE

Secondary value axis = average prob-
ability that opportunity will close

Columns = Revenue at each stage
Red line = for opportunities at this stage, the average probability that the opportunities will close.

View the distribution of forecast revenue by opportunity stage and view the average number of opportunities at this stage that will ulti-
mately close.

List of Opportunities (Deals) Forecast to Close in the Current Month

This list appears below the charts. It includes all opportunities with a projected close date that falls in the current month.
The charts on this worksheet pull their data from these opportunities.
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Explore Revenue Forecasting

In this worksheet you can drill deeper into your sales revenue forecasts. If your other worksheets indicate an unusual trend
in revenue forecasts over a few months, or an unusual result in one month, you can use this worksheet to view details
about forecast activities from one or more specific months. In addition to viewing data by one or more months, you can
also filter by team (group), sales representative, probability, stage, or the distribution of revenue amount for monthly or
one-time revenue.

About the Overall Metrics

Three key metrics appear in large type at the top of the page. These metrics reflect the data from the worksheet after filters
are applied. The numbers change each time you apply a new filter set.

Opportunities indicates the total number of opportunities (deals) that meet the specified criteria. Monthly and One Time
indicate total forecasted revenue from Monthly Recurring and One Time opportunities.

How to Explore

Review the available charts and tables. The filters are located across the top of the page: Projected, Grouping (Teams),
Sales Person, MRR (Monthly Revenue) Revenue Distribution, and One Time Revenue Distribution, Probability, Stage,

and Activity.

Projected { | Grouping § | SalesPerson (. | MARR .. 0 | OneTime_. [ | Prob_. (. | Stage & Aedw
b el = Team 1 Bdum - ne | - F1t::8 0 =5 | - ®OUAF_ | ¢ Ol
oz [ Teamz Anderw $250. Cgnsam s 20, GUALIF_

SEH | Team : Brudy » §l E f 2 E TE:l = 24 GUIALIF
202 - Anthony . - - - e GUALF_ |~

Decide which filters will focus in on the data that will be most useful. Then, apply the filters as described below. Remember
that you can apply additional filters on the results and clear one or more filters at any time.

Apply Filters
Filters with longer lists of criteria provide a scroll bar to view the entire list.
« Click to select an option in the filter list.

To select multiple options, Ctrl + click multiple non-adjacent options in the list.

To select multiple adjacent options, click an option then Shift + click another option to select both options and all
items between them.

« Toclear filters, click the filter icon next to the filter name.

The metrics at the top of the page and all charts and tables update immediately to reflect the data from opportunities that
meet the selected criteria. You can apply additional filters as needed.
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Insights

In this worksheet, you can learn more about the data that appears in the Forecast This Month worksheet. You can see dif-
ferent types of data, and filter the data not only to show the opportunities forecast to close in the current month, but to isol-
ate types of revenue, teams, and individual representatives.

You can also look at trends in future forecast revenue, and compare future forecasts to this month and to closed oppor-
tunities. How is your revenue trending compared to the current month and previous months? If you can see potential prob-
lems here, you can take steps to address them.

Using the Tables

Three tables appear on this worksheet. You can click the down arrow in any column to specify sort or search by options.

Top 10 Opportunities for MRR and One-Time Revenue

Top 10 MRR Opportunities and Top 10 One-Time Opportunities display the ten opportunities, for the specified rev-
enue type, that show the highest revenue forecast after filters are applied.

Top 10 MRR Opportunities

33066358 M & T Bank 2013 Jun Jim 5531
35707280 Open Systems S¢ 2013 Jun Jim 5313
34878849 Open Systems 5¢ 2013 Jun Fred 5310
35700403 Quaker Therapy | 2013 Jun Colin 5250
35407108 Quality Carpets 2013 Jun Colin 5212
35387472 Communication ! 2013 Jun Colin 5203
35569265 Riverbed System 2013 Jun Colin 5198
34594443 Hawk Famous Ez 2013 Jun Diane 5182
33786385 Lumber Tech2 2013 Jun Diane 5181
35761978 JEL Foods 2013 Jun Diane 5181

Columns include Opp(Opportunity) ID, Account, Year, Month, Sales Representative, and Monthly (revenue). To open the
opportunity detail, locate the opportunity in the table that appears below all the charts. See All Deals, below.

All Opportunities

A single table located at the bottom of the worksheet displays all opportunities (deals) that meet the search criteria spe-
cified for the worksheet. The table content changes as you apply filters. The Opportunities metric at the top of the work-
sheet indicates the total number of opportunities listed. This table includes the following columns: Opportunity ID,
Account, Opportunity Name, Monthly Revenue, One-Time Revenue, Stage, Status, Create Date, Projected Close Date,
Probability, Sales Representative, Last Activity, Advanced fields 1 through 5, and Country.

Double-click the ID column to open the opportunity detail in Autotask. If you are not logged into Autotask, enter login cre-
dentials when prompted. Autotask security level permissions apply.
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Using the Charts

The fifteen charts display active deals and forecasted revenue by multiple criteria including month of projected close,
group, revenue distribution, probability, stage, and resources. There are five pairs of charts (total of ten charts) where both
charts display the same data, but one chart displays the data for Monthly (MRR) opportunities and the other chart displays
the data for One Time opportunities.

@ In your workbook, hover over any point in a chart to see details for that point.

In the following examples, when a chart has both a Monthly and a One-Time version, the images use the monthly
(MRR) version. The X and Y axis will represent the same data but, in most cases, the Y axis tick-marks will have dif-
ferent values.

Revenue and Opportunities (Grouped by Projected Month of Close)

Monthly Revenue and Opportunities Y Axis = Amount of revenue
530000 by Projected Month of Close aop X Axis = Month and year
Columns = Revenue forecast to close in month indicated
AR 000 Gray line = Count of deals (opportunities) forecast to close in

520,000 month indicated

s15000 The worksheet also includes a chart for One Time Oppor-

210,000 tunities.

#90 For each month displayed along the X axis, view the number of

opportunities expected to close (line) and the amount of rev-
201306 201307 2013-0B  2015-09  2013-10 201311 enue anticipated from those opportunities (columns).

Revenue by Group (Team)

Monthly Revenue by Group Y Axis = Amount of revenue
X Axis = Groups (Teams)

$35,000 — Columns = Revenue anticipated from opportunities that meet
$30,000 the filtering criteria
525,000
£20,000 518,903 The worksheet also includes a chart for One Time Oppor-
315,000 tunities.
$10000 View the revenue forecasted to close by the specified team

5,000 f— (group) for the specified month. Filter by multiple teams to

50 compare forecasts, or filter teams by specified resource.

Team 2 Team 2 Team 1
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Probability Distribution

Probability of Close

ml-25 w550

m51-75  wm>75

Sales Funnel

Sales Funnel

B 2n QUALIF: Tryng bo Bamch m 3d. SRALFY: inbsrertwd ot Row W So. VAUDEETE : Diacoww nyf it Fcation
W 35 VAUDATE De=o Compune B 3d VALIDATE RO Wdy CLO Frogoes/ Canrai
W 4w, CLOGE: VOO

Revenue Distribution

Each sector represents the percentage of the total oppor-
tunities in the filtered data that have the specified probability
of closing: Blue = probability o to 25%, Red = probability 26 to
50%, Green = probability 51 to 75%, Purple = probability > 75%

The number in each sector = the number of opportunities that
fall within that probability distribution. Place the cursor in a sec-
tor to open a tool tip that indicates the exact percentage.

Each color represents an opportunity stage and the number of
opportunities in that stage. Stages appear in ascending order;
the final stage is at the bottom of the "funnel".

Color assignments are described in the legend below the fun-
nel.

View the distribution of opportunities in your pipeline by stage
to see if there is a steady flow of projected opportunities.

If all opportunities in the pipeline are at or near close, there will
be a downward trend in revenue during the time it takes to
open new opportunities and bring them to close. If the oppor-
tunities are weighted to the earlier stages, then revenue may
dip while those opportunities are being brought to close.

Distribution of Monthly Revenue Each sector represents the number and percentage of opportunities in the filtered
data with revenue forecasts that fall within the distribution indicated by color.

additional details.

The legend on the right describes the color assignments.

Lk
The worksheet also includes a chart for One Time revenue.
m 515250
The amount represented by each color is specific to your company and may vary
W25k between the Monthly and One Time revenue charts.
m> 51k

The number value = the number of opportunities in the total sample with forecast rev-
enue that falls within the specified range. You can place you cursor in a sector to see

Compare the distribution of revenue anticipated from forecast opportunities.
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Last Activity

Last Activity Each sector represents the percentage of the total forecasted revenue where the last
activity date falls within the specified timeframe.

The legend on the right describes the color assignments.

View the percentage of opportunities from the filtered data that have experienced

m<3nMonths  activity within the specified timeframe.
Opportunities by Stage
Dpportunities by Stage Y Axis = Opportunity Stages as defined in your Autotask
I, QUALFY: Compatines PSA Quating | ;_ X Axis = Number of Opportunities
2. QUALIFY: Go! Frespect | 3 Bars = Opportunities from the filtered data that are currently in
]
. CLOSE:VOC | 4 the stage indicated
5. LOST: Lok 24 Ochar B 21 The number at the end of the bar indicates the exact count.
3 VALDATE: InBual 15
=
43 CLOSE: Propeaal Cany 2
m_'“ £ View and compare how many opportunities from the filtered
1R, PROSPECT: Retuming Inquiry = 26 ; K .
29 VAUDATE Dis RN e 107 data fall into the different stages.

— 1G]
20, QUALFY Intarasted Mot Now ee— 175

1 PROSPECT: Hew Ingquiry
1] 200 400

335

8%
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Opportunities by Resources

Kim
Andy

Calin

Sneve

Kacthes

Opportunities by Resources

=9
= 13
= 15
— a7
— T
— 77
— 77
— E
— 112
— 116
i 117
———— )]
224

= F33

o 100 300 400

Y Axis = Sales representatives

X Axis = Number of Opportunities

Bars = Opportunities from the filtered data that are owned by
the representative indicated

Each bar indicates a sales representative. If there is not enough
room to display a name next to each bar, point the cursor at
any bar to view the name of the representative associated with
that bar.

Each bar indicates a sales representative. If
there is not enough room to display a name
next to each bar, point the cursor at any bar to
view the name of the representative associated
with that bar.

®

View and compare how many forecasted opportunities from
the filtered data are owned by each of your sales resources.

Opportunities by Amount of Revenue and Create Date

Opportunities by MRR Amount and Create Date

S0 000 600
58,000 | oo
57,000

56,000 - 400
55,000

54,000 [ 300
$3,000 - 200
S2.000

51,000 [ 100

S0 3 el |

& & D

I - R - T N Y- - U
& F S S

Y Axis = Amount of revenue

X Axis = Create Dates

Secondary value axis = number of opportunities

Columns = Anticipated revenue from opportunities created in a
specified month

Line = Number of opportunities created on specified date

Each column represents a month. If there is not enough room
to display a label for each column, point the cursor at any
column to view the date and value.

The worksheet also includes a chart for One Time Oppor-
tunities.

View and compare the amount of revenue you expect to realize
from opportunities that meet the search criteria. view create
dates, and compare the number of opportunities created in the
different months indicated on the X axis.
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Projected Opportunities by Amount of Revenue and Close Date

Y Axis = Amount of revenue

Projected Opportunities by MRR Amount and Close Date

$6,000 - X Axis = Close Dates
Data markers = Opportunities that
55,000 - N meet the filter criteria positioned by
anticipated revenue amount and pro-
54,000 - jected close date
53,000 - * The worksheet also includes a chart for
$2.000 - . + One Time Opportunities.
+
51,000 - : N + + View the individual opportunities that
% oo Lk * + . + meet the filter criteria, as they com-
S0 A pare to each other in terms of size
@'..3; j?,{g:- rp’b ﬁ.& ﬁ&{‘: &-\?' (amount of revenue) and projected
o o &7 3 -.;»ﬂ' R close date.
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Sales Plan and Analysis - Current and Previous Fiscal Year

In workbooks earlier than version 1.2, the tabs described here are labeled SalesPlan[yy] and SalesPlan Previous
Year.

The final worksheets in the Sales Workbook are the Current FY (Fiscal Year) and Previous FY (Fiscal Year) tabs. On
these worksheets you can view the raw numbers for all Opportunities closed in the current or previous fiscal year. Data is
presented by Year to Date, Quarter, and Month. Sparkline graphs highlight Monthly and Quarterly Trends.

Metrics that Matter - Current Year Only

SALES ANALYSIS 2013
Month QTR

Metrics that Matter Met Plan Trend Trend ¥TD 01 02 03
Opportunities Closed [MRR) - L 145,441 135,047 10,394
Opp Closed [One-Time) Fa™ " | 404,513 375,501 28,612
Managed Services e —— . 79,569 64,527 15,042
Compliance — - [ | 13,TIT 194,760 19,07
Product " Y [ | 4,189 3,903 286
Professional Services o N 17,917 16,569 1,368
Other — U 7,737 47515 20222
MRR Average - B 495 406 8%
One-Time Average o™ A\ | 4,429 3,706 734
Average Age to Close (MRR) " N 154 140 54
Average Age to Close (One-time) |™w N\ B. 388 300 87

The first lines of data on the Current FY tab bring together 11 essential sales metrics:
« Number of Monthly (MRR) revenue opportunities closed and the number of One-Time revenue opportunities closed

« Total revenue from opportunities closed for each of the five Fee Types

@ Fee types are specified in Autotask in the opportunity Advanced fields.

« Average revenue for Monthly (MRR) opportunities closed and average revenue for One-Time opportunities closed

« Average age to close, that is, average count of months required to close opportunities, for both Monthly (MRR) rev-
enue and One-Time revenue opportunities.

These metrics pull this selected data from the worksheet data in order to provide a quick look at these important points.

@ Metrics that Matter do not appear on the Previous FY tab.
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Additional Data

The additional data in this worksheet groups revenue from closed opportunities by specific criteria including Fee Type, rev-
enue range for each revenue type, distribution of Age to Close, team (group) for each revenue type, and by resource
(sales representative) for each revenue type.

Each row displays the totals for year to date, each quarter, and each month of the year. In addition, each line includes cells
where you can enter your sales plan goals. You can set goals for as many or as few rows as you choose. Refer to Sales
Plan Data, below.

To the right of the sales Plan columns, the worksheet displays the monthly variance (Var) between your sales plan and
actual revenue. Parentheses indicate the amount by which revenue fell below the plan goal.

The sparkline graphs that follow the row labels provide a quick assessment of when monthly goals have been met, and
what the overall trend has been by month and by quarter. Sparklines only appear in the Met Plan column when you have
entered plan goals.

%, Many of the cells in this worksheet are automatically calculated using pre-set formulas. Do not edit pre-calculated cells
*unless you intend to modify a calculation and you know how to work with formulas in Excel.

Sale Plan and Goals Data

You can set sales goals in the Current F Y tab and then see actual data compared to these goals directly in the worksheet.
The Sales Plan data entered here also provides the data for the Plan lines in selected charts.

There are Plan columns for all metrics. You can set goals for whatever metrics you want.
Before you edit the workbook, always save a backup copy.

To provide data for the Plan lines on the Trending - Year to Date worksheet, enter monthly revenue goals for One-Time
and Monthly (MRR) revenue and for each Fee Type (Advanced Fields). For version 1.2 and higher workbooks, Plan data
that you enter in the lines Opp Closed (Total Revenue) and Opp Closed (Total Cost) will appear in the charts under "Total
Revenue and Cost Trends versus Plan". Gross margin, which also appears in these charts, is automatically calculated in
the Current FY tab based on the Total Revenue and Total Cost data.

How to...

Set Plan Goals

1. Save a backup copy of your workbook.
2. Inyour workbook, click the Current FY tab.

3. Inthe worksheet, scroll to the right to find the column labeled Jan Plan. It should be column AB, or close to it ( the
Sales Plan worksheets can vary slightly between workbooks).

To the right of Jan Plan there is a column for each additional month of the year.
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Metrics that Matter o H D Total Feb Plan

ipportunities Closed (MRR) ™ i i : s, a 3014 |

“~0pp Closed (One-Time i - - . 404,513
Manzsosd Cervices - - - T4 RER

4. Scroll down to the row for the first set of values you want to enter:
Opportunities Closed (MRR) will hold the values for your total monthly recurring revenue goals.
Opp Closed (One Time) will hold your one time revenue goals.
The Fee Type rows appear under the row labeled BY FEE TYPE. Fee type names are specific to your company.
Opps Closed (Total Revenue) will hold the values for your total revenue goals.

Opps Closed (Total Cost) will hold the values for your projected total costs for opportunities closed.

. Opp Closed (Gross Margin) displays the calculated values for gross margin, based on the values you
:L:‘.- entered for Total Revenue and Total Cost. If you manually enter values in this row, you will remove the for-
mula.

5. Find the cell where the Jan Plan column intersects with the row to which you want to add plan values, for example,
Opportunities Closed (MRR).

6. Clickin the cell and enter the value of your January goal for the data type indicated by the row label.

7. Move to the next Month Plan column and enter the value for that month. Repeat for each month. You can copy and

paste where different months have identical values.

:ﬂ: You can click the Trend tab at any time to view the Plan Lines on the charts.

8. Save the workbook.

9. Repeat Steps 3 through 7 for each additional row to which you want to add revenue goal values (refer to Step 3 for
the rows that provide data to charts).
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How much time do you spend monitoring the financial health of your business? More than you want to? Not enough? Or
maybe both?

And, are you looking at the right data? Do you know how to find the data you should be monitoring? And what do the num-
bers really mean?

The answers to these questions are as varied as the IT Service Providers that use Autotask to manage their businesses.
But, there is one question that has only one right answer. Should you be monitoring your business financial data? The
answer is always yes, regardless of how well you think your business is doing.

But sifting through reports and spreadsheets can be tedious and time consuming. And when you find the data you need,
how do you get the most fromit?

That's why the Autotask Financials workbook takes this:

A B C ] E F G H 1 1 K L M N
1 w10 ome-on G0N0 @0M2-03  Snd-04  E0E-05 2n2-06 E2012-07 Sn-08 F0g-08  202-wd  EOw-m 012
2 Profit & Loss
3 REVEMLE
4 | PRacaming Service 443308 Wl WS4 S35m 1638 TRTIS . WA MIEER LS5 4TS 5572 WEEN MISS:
5 | T &Placesisls 1378 130 L] B 253 = = 1488 = N = - E
§ Feord Price BTTE . IN3IS S59E3 AR 43T DEK 4035 S SIE- 350 BRI 130 TMEOsd
7 | MoConmea 5,727 2500 47853 BB 1337 5507 A% WIE 1SS a2 493 TATS 6,061
8 Addiionsl Revenus 1 -
5 TOTAL REVEMUE 2208755 2T ZNEE  3IS343 T0202  BESWE TAEdn WH00GE meTdl 23S M0TE TEIES  Z84ETS
10 COSTOF GOOOE S0LD
11 Pacaming Servce BWEETT  TAS4T TI4ET 6545 17425 49211 3621 64305 03P 12510 TESE L1583 SEASY
13 Tirer B PMatgeiple LEEZ m Lt - HS - L B = = - - -
132 Fiswed Price 4131150 1,133 42345 d32dE . 3931 20263 ZTAM 0 WEEI. 331 T ITTEl N0 6344
14 MoContrest 25043 B4ST  2DME 4545 NBEI MN2I/4. 56X 3817 TE RS e TESE 235

15 COGS|Calo fromPaeg Hours - - - - - = = - - - - - -

16 Othar Cort of Salee 1 .

17 TOTALCOSTOF GODOSSC 137662 WS35 1249339 60336 TR0 807H 12998 88523 E0200 E21M3 47258 Wa%  1P8E3s

18 | GROSS PROFIT a0e . [GRO8E 34087 ITo00E . R4 9.0 854430 SN TR WIS B34S 38T TR0

15 GROSSMARGN: dins -18d L i -T56 52w k1 45% B34 45 57 k] 5T

20 DPERATING EMFENSES

21 OpEwlCabefeom AegHows) 3534009 13 TS5 21752 0 23S 3TE1 3AE ATEE . 35655 IZEI 42053 3ZTAZI oy
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22 TOTAL OPERATINGEXPENS 353408 1213 TS X752 32354 32781 M 3763 365855 32630 420683 32423 302y
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and turns it into dashboards like these:
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FINANCIAL GAUGES Select Month: [N LS
Month: 2013-04 Revenue
Rewvenue: 198,480 m—
Cost of Goods: 134,140
Gross Margin: 64,340 [32%) F 9| *
Revenue Recurring Service Rev % Recurring Service Rev Cost of Goods Sold
' o / [
117% 107% 93% 134%
Aetua 198 480 Actua 128,894 Berua 65 Bctua 134,140
Pian 170,000 Plan 120,000 Plan 70 Plan 100,000
Fled Lo S . Fled Lenw S Fled L S Fed L 0
E Lo o L Lo T L Low T L Low T
E Lt 0 E Lt 00 E Lo W00 E Lew S0
Chaut High 125 Clhart High 1252 Chart High 1253 Chiart High 125
| Porcuss [=] - =] T — | Cost of Goods ot =]
Gross Margin Gross Margin Percentage Operating Expenses EBITDA
/ G
129% 130% 97% 15%
Actua 64,340 Actua 32 Actua 34,014 Actua 30,326
Plan 50,000 Plan .25 Plan 35,000 Flan 200,000
Rad Lt S0 . Rad L =71 e Rad Low W00 Fad Lo S0
‘alla Lt TS el Lt TS "alla L Th el L TS
Lt Wi Lo W00 Low L=173 Low W00
Chan High w5 Chan High w5 Chan High w5 Chan High 5
| Gt W i :El | oot Whoed it Prarcast |E| | Dpririniag Enpesas E | EBTOA E]
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TRENDING - YEAR TO DATE

Revenue COGS Gross Margin Op Expenses EBITDA

: 4,142,932 ] 1,407,385 ] 2,735,547 & 428,294 | 5 2,307,252

Revenue Trends
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B Ba.00
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Key metrics are pulled out of your Autotask database and grouped for quick analysis. The data can be updated daily from
your Autotask database in about a minute.

Six workbook tabs display a range of financial data in gauges and charts that provide a quick assessment of, and help to
gain insight into, revenue trends, costs and margin, and time and resource utilization. You can set plan goals for revenue
and for billable resource hours and then compare those goals against actual revenue and hours in the workbook charts.

Metrics that Matter

The Metrics worksheet tab includes up to 14 key metrics. Out of the box, you'll see thirteen metrics selected to provide an
overview of your business's financial pulse. Get a quick assessment, by selected month, of overall revenue compared to
cost of goods sold and gross margin. See how many clients are generating revenue and how many are costing you
money, and how much.

Refer to "Viewing Key Financial Metrics" on page 127.

Worksheet Tabs

Gauges

On the Gauges tab, when you select a month from the menu or the revenue indicator line, key metrics at the top of the
page immediately update to display your company’s activity for the selected month. Below the general metrics, color
coded gauges for up to 20 metrics give you a quick visual indicator, by percentage, of how your company performed com-
pared to your business plan. You can select from 26 different metrics to display. For each gauge, you can adjust the
ranges to meet your business needs.
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Refer to "Financial Gauges" on page 129.

Financial Trends

Sometimes you need to look at the big picture and see how each month fits into the overall trends for the fiscal year. The
Financial Trends tab provides 22 charts that break out key metrics for year to date. Metrics include trends for revenue, cost
of goods, and margin. They compare those trends to plan targets, and they break out data by account, revenue type, and
contract type.

Refer to "Financial Trending - Year to Date" on page 132.

Year Over Year Trends

Regardless of what is happening in the current year, to get the best handle on how your business is doing you should
know how the current year compares to the previous year. The charts on the Year Over Year tab take 13 key metric trends
and compare them to the previous year. You can use these charts to see if you're making progress towards your long term
goals, especially if you are trying to move towards higher revenue clients, or a recurring service model. You can also learn
if you're addressing issues you've experienced in the past, or developing negative trends that you did not experience in the
previous year.

Refer to "Financial Trending: Year Over Year" on page 142.

Explore - General Financial Data

When you see the trends in your business, you get an idea of where things are going well and where you might need to
make some changes. Now you need to find out the details of what is driving the bigger picture. On the Explore tab you can
filter the metrics in the 16 charts to drill down to specifics by quarter, month, contract type, revenue category, billing type,
client, and even individual contract.

Refer to "Explore General Financial Data" on page 149.

Utilization

In most businesses, the largest percentage of the operating budget comes from labor costs. On the Utilization tab you can
explore details of your labor costs. The 6 charts break out hours worked by metrics like month, type of time, billable type,
and resource. You can drill down to details with 6 filters: year, month, individual resource, type of time, and work type.

Refer to "Resource Utilization" on page 157.
Margin

Gross margin, that is, revenue minus cost of goods sold, is a critical indicator of business health. The Margin tab scatter
chart presents an overall view of the relationship between your business revenue and gross margin percentage, including
where your gross margin percentage fell into the negative range. You can filter the chart data by quarter, month, contract
type, contract category, and account.

Refer to "Explore Margin" on page 160.

Financials Current and Financials Previous

These two worksheets store the data from the current and previous years that appear in the workbook charts and tables.
Data is presented in a spreadsheet, grouped and sorted to correspond to the visual presentations. These spreadsheets
are formatted so the data is easy to read. Sparklines provide a quick visual key to trends over time.
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On the Financials Current worksheet, you add the values for your company's Plan targets. You can also manually enter
data for additional revenue sources, costs of goods sold, and operating expenses that are not included in your Autotask
data.

Refer to "Financial Analysis: Current and Previous Fiscal Year" on page 162.

Labor Current and Labor Previous

These two worksheets store the labor data from the current and previous year that appears in the workbook charts and
tables. Data is presented as a spreadsheet, grouped and sorted into Labor Summary and Labor Details data. These
spreadsheets are formatted so the data is easy to read.

Labor Summary data includes totals for service versus indirect labor, and labor totals by tasks and tickets. Labor Details
present data for individual resources including metrics like service and indirect hours, service hours as the percent of total,
and burden rate per hour. Sparklines provide a quick visual key to trends over time. This worksheet is also where you
enter your Plan target resource hours by month.

Refer to "Labor Summary and Details: Current and Previous Years" on page 165.
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Viewing Key Financial Metrics

The Metrics worksheet tab displays data in a table format that includes indicator icons and sparklines to provide a quick
assessment of your financial metrics that matter.

FINANCIAL METRICS THAT MATTER Select Month: B iEd
2013-07 [ Year To Date ' Change From [ Month Met

| Actual _ Target | Actual _ Target | 201306 | Trend Plan |
Revenue 643,135 | »500.0 2,693,190 | >2,180,000 4 18,171 L e
Recurring Service Rev 534,962 ( 2,191,300 | >1.600,000 |== . AL L
% Recurring Service Rev Bl2% 7 81% 3 (o) AL L.
Cost of Goods Sold @ 192,933 100,000 @ 1,019,024 o0 |4 3,903 R r—
Gross Margin 450,202 | =300, 1,674,166 ooo (4 14,268 AL LS
Gross Margin Percentage T8 2% 62% * 0.00 T A
Operating Expenses 39,446 | <40,000 235,078 00 |4 3,443 LS
EBITDA 410,757 | =200 1,439 088 * 10,825 " LTI
Avg Rev Per Client 7,226 2.000 34,079 ,gr (214) R
Accts with Over 10,000 13 4 51 & a e
Rev from Over 10,000 193,633 | =30,00d 750,052 4 29,944 AL LR L
% of Rev from Over 10,000 30% 28% o 0.04 |-/ R
Accts margin Lost Money @ [ . @ 47 - - : R —

L

« Select a month from the menu in the upper right corner to immediately view data for the selected month.

When you receive the workbook, the table displays the following 13 preselected metrics:

Metrics reflect the month specified in the Select Month field.
Revenue Total revenue

Recurring Ser- Revenue from recurring services
vice Revenue

% Recurring Ser- The percent of total revenue generated by recurring services
vice Revenue

Cost of Goods Total cost of goods sold

Sold

Gross Margin Total revenue minus the total cost of goods sold

Gross Margin Total gross margin divided by total revenue

percentage

Operating Total operating expense from indirect labor and Other operating expenses. In the Labor Current work-
Expenses sheet, you can manually enter Other Operating Expenses that are not stored in the Autotask database.
EBITDA Earnings Before Interest, Taxes, Depreciation, and Amortization

Average Rev- Total Revenue divided by number of clients invoiced

enue per Client
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Accounts with Number of accounts that generated over 10,000 in revenue
over 10,000*
Revenue from Total amount of revenue coming from accounts that generated over 10,000

Over 10,000*

% of Revenue Percent of total revenue that comes from accounts that generated over 10,000
from Over
10,000*

Accounts margin  Number of accounts that lost money based on Gross Margin
Lost Money

* You can adjust this amount to suit your company's revenue. Refer to "Customizing Your Data Display" on page 13.

Metrics reflect the month specified in the Select Month field. Year to date metrics reflect all revenue from the begin-
ning of the current Fiscal Year through the specified month.

The table below describes the data displayed for each metric.

Select Month This menu appears above the Metrics table to the right. Select a
i ¢

month to display the metrics for that month.

Actual totals versus Target  The total amount for the for the selected month and the target
value set for the metric

Year To Date Actual totals ~ The year to date total, through the selected month, for the spe-
versus Target cified metric and the target year to date value (sum of year to
date target values for current and preceding months

O Red dot indicator Flags metrics that do not meet the specified target
Change between the cur- The current month total minus the previous month's total. Green
fg rent and previous month, and red arrows indicate whether the change is downward or
with green or red arrows upward.

The value of the difference between the two months appears to
the right of the arrows.

— pane_mmmmSparkline graphs Two small graphs display data for all months. One shows trends
i m from month to month and the other shows which months met the
planned target.
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Financial Gauges

On this worksheet, color coded gauges give you a quick visual indicator, by percentage, of how your company performed
compared to your business plan. You can display up to twenty of the twenty six available metrics, and easily change your
selection at any time.

Key Metrics

Three key metrics: Revenue, Cost of Goods, and Gross Margin (revenue minus cost of goods) are displayed at the top of
the Gauges worksheet. These metrics are drawn from the month indicated above the metrics. When you change the
month, the key metrics and gauges update immediately.

FINANCIAL GAUGES Select Month: [P - |

Month: 2013-07 Revenue

Revenue: 543,135 _/\/f—.’—\

Cost of Goods: 192,933

Gross Margin: 450,202 | 70% ) ‘ m »
Change the Display Month

There are two methods to change which month's data appears on this worksheet.
« Select a month from the Select Month menu in the upper right corner of the worksheet.

« Move the green dot on the Revenue line below the Select Month field.

To move the green dot to a new location, click and drag the scroll bar beneath the revenue line, or click the dir-
ectional arrows at either end of the scroll bar. When you move the dot, the month in the Select Month field updates
automatically.

Viewing the Gauges
Réverniiie Recurfing Semvice Rev % Recuffing Service Rev Cost of Goods Sold
. o
129% 107% 119% 193%

Actua 643,135 Actua 534,962 Actua 23 Actua 192,933

500,000 Plar 500,000 Plar 70 Plar 100,000
[ Red Low EE: | | Fed Low S1 | | Fed T 5E¢ | | FRed Low Wi
L Low TS [ Low TS i Lent T ' Lo TS
Low Low 00 Low 100z Low Se
Chat High 25 Chst High L rarrd Chat High 25 Chan High 125
[ Proroves B [ P sty Barwion Piee E T ——— | | Eost of Goods $obd E
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Each gauge represents a different metric and has three, color coded segments. Each segment represents a different per-
centage range. The color of the segment represents the status of that range.

For metrics where you want to exceed your Plan target, the highest range is the most desirable and it is green.
« Red (low end) - the plan was not met and the total is cause for concern.
« Yellow (in between) - the total did not meet the plan, but came within an acceptable range

« Green (high end) - the total met or exceeded the plan

For some metrics, for example, Cost of Goods Sold, your goal will be to keep your total at or below plan. In that case the
highest range is the least desirable range and appears as red.

« Green (low end) - the total was well below the plan target
« Yellow (in between) - costs did not exceed the plan, but came very close or met plan

« Red (high end) - total costs exceeded the plan target

Revenue

__4.\.F’nir1ter

129% <——rpercen tage
Actua 643,135 of Plan

Plan 500,000

Red Lo S0
“rellow L o

Lo 10057
Chart High 125

| Fevenue E]

Adjusting the Gauge Settings

You can change which of the 26 available metrics displays in any gauge.

« Select a new metric from the menu below the gauge.

a“‘ If you do not use a particular metric, or do not have data to drive the metric, select "Unselected". This will

¥ zero out the gauge.

To meet your business preferences, you can also modify the range for the gauge segments, for example, you may want to
set your yellow range at 90 to 100% instead of the default 75 to 100%. You can also set the maximum percentage to be dis-
played on the gauge.
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1. Below the gauge, locate the Low setting for the Red, Yellow, or Green range, or the Chart High setting.

2. Double click in the cell with the current % value and change the value, or
Click in the cell and edit the value in the Formula Bar.

3. Click Enter. Save the worksheet.
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Financial Trending - Year to Date

In addition to looking at your metrics on a month to month basis, you will want to see how each month fits into the overall
trends for the fiscal year. The Financial Trends tab provides twenty-two charts that break out key metrics for year to date.
Charts are grouped by Revenue Trends, Cost of Goods Sold, and Gross Margin. In each section, the basic metric trends
are presented year to date, by month. Some charts compare the actual data to Plan targets. Other charts present the
actual data by account, revenue type, or contract type.

Key Metrics

Five key metrics, calculated year to date, are displayed across the top of the worksheet: Revenue, COGS (Cost of Goods
Sold), Gross Margin, Op Expenses (Operating Expenses), EBITA (Earnings before interest, taxes, and amortization)

Revenue Trends

These nine charts look at revenue totals to show how your revenue compares to your business plan, and how it is dis-
tributed between clients and contract types.

Revenue versus Plan

Revenue vs Plan (1000s) | Y Axis = Revenue (1000s)

X Axis = Months

Columns = Actual monthly revenue

Red line = Monthly revenue Plan targets

%200 THIn T30

View posted revenue for each month compared to monthly rev-
enue Plan targets.

lam Feb Mar Apr May Jun Jul Aug Sep Od MNov Dec

mmm Monthly Revenue  =—==Manthly Revenue Plan

Has your revenue trended mostly close to, or above plan values so far this year? Did you see growth in revenue overall?
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Cumulative Revenue versus Plan

Cumulative Revenue vs Plan (1000s) | Y Axis = Revenue (1000s)
X Axis = Months

Columns =Cumulative monthly revenue
Red line = Cumulative monthly revenue Plan

4500 4,143 4,143 4,143 4,143
000
53,500
53,000
52,500
1000
51,500
51,000
2500

50

View posted revenue for each month, cumulative from month
to month, compared to cumulative values of monthly revenue
Plan targets.

lan Feb Mar Apr May Jun  Jul Aug Sep Ot Nov Dec

 Coi 8t e Monthly Revenue s (T Li LB 8 PlAGR

Some months will have revenue perform very well against plan while other months might fall short. What is often most
important is the cumulative performance year to date.

YTD Revenue by Contract Type

¥TD Revenue By Contract Type | Each color coded segment represents the percentage of total
revenue generated by the corresponding contract type.

See the legend on your chart to determine the color to contract
type association.

The actual percentage value for a segment appears in white
text in that segment.

B Recurring Service
m Tirne & Materials

= Fied Price Hover over a segment in the worksheet to display details.

® Block Hours

H Retainer Compare the amount of revenue generated by different con-
B Mo Contract tract types.

All revenue is not created equal. The revenue by contract type tells you what types of contracts are generating the most
revenue.
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Revenue by Contract Type

Revenue By Contract Type | Y Axis = Revenue
$700,000 X Axis = Months
000m ,.r"'."'_‘i Lines =Each color coded line represents a contract type. See
500,000 the legend on your chart to determine the color to contract
S40000 - - | type association.
5300,000
$200,000 View revenue by contract type on a month to month basis and
5100000 as a year to date trend.
% Compare revenue generated from different contract types.
lan  Feb Mar Apr May Jun  Jul Aug Sep Od Nov Dec
=—FHecurring S&rviee == Time & Materials =#—Fined Price
==Block Hours e RetBiner

How is the revenue from each contract type trending over the months? Compare this chart to Gross Margin by Contract
Type to see if the higher revenue contract types are actually delivering more profit.

Average Revenue per Client

Average Revenue Per Client Y Axis = Revenue
X Axis = Months

A Line = Average revenue per client

3500
e
57000
600w
45,000 Average revenue per client = total revenue generated for the
Ealie month divided by the number of clients billed that month.
3000
3200
1000

5o

lan  Feb Mar Apr May Jun  Jul Aug Sep Ot Nowv Dec

If your average revenue per client trends upward, it is a good sign that you are bringing on larger clients.

Recurring Revenue as a % of Plan

Recurring Revenue [% of Total) | Y Axis = Percent of Revenue
X Axis = Months

Shaded area = percent of total revenue for the month that was
generated by recurring service contracts.

Follow the percent of your revenue that is generated by recur-
ring service contract.

SRR EEREY

an  Feb  Mar Apr May Jun  Jul  Aug Sep Oet  Mov Dec
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Recurring revenue represents an ongoing, reliable source of revenue. Follow that trend of recurring revenue as a percent
of total revenue.

Revenue Distribution by Clients

Revenue Distribution (¥ of Clients) Y Axis =Number of clients
X Axis = Months

1':3 Columns =Total number of clients generating revenue for the

- month indicated.

g Color coded column segments = the number of clients that, dur-
= ing the indicated month, generated revenue falling within the

: I I I ranges indicated in the chart legend.

b

1|:|n For example, in this chart, Blue (bottom segment) = revenue

Jan Feb Mar Apr May Jun Jul Aug Sep Od HNov Dec from 1- 2000, Red (second from bottom) = 1001 - 3000, Green
(third from bottom) = 3001 - 10000, and Purple (top segment) =
revenue over 10,000

H1-1000 W1001-3000 N3001-10000 N Ower 10,000

In your workbook, hover over a segment to view details.

It's useful to understand the number of clients who are generating revenue in specific ranges. Does most of your client
base provide revenue in the lowest range?

You can change the chart ranges to suit your company's revenue. Refer to "Customizing Your Data Display" on page
13.

Client Revenue Distribution

Client Revenue Distribution Y Axis =Revenue
X Axis = Months

$500000 Columns =Total revenue for the month indicated.
oo Color coded column segments = the amount of revenue gen-
S400,000 erated by clients that generated revenue within the range indic-
3000 ated by the segment color. In your workbook, hover over a
£200,000 segment to view details.
5100,000

0 For example, in this chart, Purple (top segment) = revenue over

Jan  Feb Mar Apr May Jun  Jul Aug Sep O Mov Dec 10,000

W1-1000 W 100L-3000 W3001-10000 W Owver 10,000

In May, clients generating over 10,000 (purple) were respons-
ible for generating over 163,000 in revenue.

I's more important to understand the amount of revenue that your large clients are generating. Often, there may not be as
many but they will represent a significant portion of revenue. For example, in this chart in May, clients generating over
10,000 in revenue were responsible for generating 163,000 in total revenue. If you look at the previous chart, Revenue Dis-
tribution by Clients, you can see that there were 11 clients that generated over 10,000 in May, for an average of over
14,000 per client.
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Year to Date Top Accounts by Revenue

g £

¥TD Tap Avteurnts By Revemus [10005) Y Axis = Revenue
- X Axis = 15 accounts generating the
:—‘: most revenue year to date
"y g 3
pot I I Blue column = Amount of revenue
] . . . BB NN NN NN EE cectdbythe scount indicated
;‘ .-r"‘l . ”f f & '; f .*"r P d s * _.-" 4 ..""“ # o
oA 4 ‘..-* ;" J;‘“ A S ,-"“ o ,,f s o View the 15 clients that have gen-
: 4 ; f .
o ’ o erated the most revenue so far this
calendar year.
This chart will always use Jan-Dec

data, regardless of the fiscal year set-
tings.

Which of your clients have generated the most revenue in the current calendar year?

Cost of Goods Sold Trends

These four charts look at the costs directly involved with providing service to your clients including labor and direct costs
for projects or tickets. You need to manage these costs to improve your gross margin on the revenue tracked in the Rev-
enue Trends.

Cost of Goods Sold versus Plan

Cost of Goods Sold vz Plan [1000s) Y Axis = Costs (1000s)

X Axis = Months

Columns = Total costs per month
Red line = Monthly cost Plan targets

4%
0
3250
2300
L2160 -
200
2150
2100
550
-]

View how your monthly costs compare to your plan, and follow
cost trends from month to month.

Jan Feb Mar Apr May Jun  Jul Aug Sep Oc  Nowv Dec

= Monthly Costs of GogdsSold  —=—(0GS Plan

How much is it costing you to provide the services that you are billing for? Here you see the cost of goods sold versus your
plan targets. Are costs trending up, down, or remaining relatively stable?
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Cumulative Cost of Goods Sold versus Plan (1000s)

Cumulative Cost of Goods Seld vs Plan (1000s)

53000

52,500
S2.000

1,507 1,507
£1500 - 5

51,000

lan Feb Mar Apr

May Jun Jul Aug Sep O Mov Dec

. Cumulstive Monthly Costs of Goods Sald  =—=—Curmulstive Plan

Y Axis = Costs (1000s)

X Axis = Months

Columns = Total costs, cumulative from month to month
Red line = Cumulative monthly cost Plan targets

View the cumulative trend in your monthly costs and how that
trend compares to your plan, and follow cost trends from
month to month.

Some months will have costs below plan while costs may be high in others. What is often most important is how well your

cost of goods is performing cumulatively year to date.

Year to Date Cost of Goods by Contract Type

YTD COGS By Contract Type

u Recurring Service
m Tirne B Materials
o Fixed Price

m Block Hours

H Retainer

B No Contract

Do some contract types consistently generate higher costs?

Cost of Goods by Contract Type

Cost of Goods By Contract Type

140,000

£120000 ]
£100,000

o 7 \

o _yv_i/"/\ "l
240,000
£36,000

-]

Jan Feb Mar Apr May Jun  Jul Aug Sep O MHWov Deg

=o=Time & Materials
e RELBINET

-l-Fltcurring Servioe
=—#=Block Hours

=#—Fixed Price

Each color coded segment represents the percentage of total
cost of goods associated with the corresponding contract type.
See the legend on your chart to determine the color to contract
type association.

The actual percentage value for a segment appears in white
text in that segment.

In your workbook, hover over a segment in the chart to display
details.

Compare how much different contract types cost you so far this
year.

Y Axis = Cost of Goods Sold

X Axis = Months

Lines =Each color coded line represents a contract type. See
the legend on your chart to determine the color to contract
type association.

View costs by contract type on a month to month basis and as
a year to date trend.
Compare costs generated from different contract types.
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How has the cost of goods from each contract type trended over the months? In the previous chart you could see that
Fixed Price and Retainer contracts were generating the highest percentage of costs. In this chart, you can see that the
monetary values associated with those contracts have remained consistently high on a monthly basis.

Gross Margin Trends

Your gross margin is calculated as revenue minus cost of goods sold. This calculation gives you an idea of how much rev-
enue is left after paying for labor and direct costs associated with providing a service.

These nine charts look at gross margin related to your business plan, contract types, and clients to give you an idea of how
your gross margin is trending and where you are generating the highest gross margins.

Gross Margin versus Plan

Gross Margin vs Plan {1000s) Y Axis =Gross margin (1000s)
X Axis = Months
50 EEED Columns = Total gross margin per month
=00 Red line = Monthly gross margin Plan targets
S840
300 Actual gross margin per month compared to monthly Plan tar-
200 gets for those costs
s View how your monthly gross margin compares to your plan,
0

and follow trends from month to month.
Jam Feb Mar Apr May Jun Jul Aug Sep Od MNov Dec

 Monthly Grozs Margin —Groas Margin Plan

How much gross margin (revenue minus cost of goods sold) is being generated?

Cumulative Gross Margin versus Plan (1000s)

Cumulative Gross Margin vs Plan (1000s) Y Axis = Gross margin (1000s)

X Axis = Months

Columns = Total gross margin, cumulative from month to
month

53000 2736 2,738 1,736 273B
21500
52000

Red line = Cumulative monthly gross margin Plan targets

View the cumulative trend in your monthly gross margin and
how that trend compares to your plan, and follow gross margin
trends from month to month.

lan Feb Mar Apr May Jun Jul Aug Sep Od HNev Dec

— Cuymulative Gross Margin = Cumulative Plan
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Year to Date Gross Margin by Contract Type

YTD Margin By Contract Type Each color coded segment represents the percentage of total
gross margin associated with the corresponding contract type.
See the legend on your chart to determine the color to contract
type association.

W Recurring Se rvice . .
The actual percentage value for a segment appears in white.

m Time & Materials

= Fiued Price In your workbook, hover over a segment in the chart to display
m Block Howurs details.

B Retainer

= No Contract Compare how the percentage of gross margin differs by con-

tract type so far this year. See which contract types are gen-
erating the highest gross margin.

How much money are you keeping after your costs of good for the services associated with each contract type?

Gross Margin by Contract Type

Gross Margin By Contract Type | Y Axis = Gross Margin
$500,000 X Axis = Months
=000 Lines =Each color coded line represents a contract type. See
400,000 the legend on your chart to determine the color to contract
5300,000 type association.
$200,000
$100,000 View gross margin amounts by contract type on a month to
% month basis and as a year to date trend.
sumom  Jan Feb Mar Apr May Jun  Jul Aug Sep Oct MWov Dec Compare gross margin amounts generated from different con-
tract types.
=——Recurring Service ===—Time & Materias =#—Fixed Price
=@§=Block Hours =p=Ratainer =g=HNo Contract

How is your margin from each contract type trending over the months? You can see in this example that even recurring ser-
vice contracts, which generate a steady income flow, can have months where costs are higher than usual and so gross
margin goes down. But the overall trend for recurring service contracts remains high.
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Average Client Gross Margin

Average Client Gross Margin | Y Axis = Gross Margin

7000 X Axis = Months

5 000 Line = Average gross margin per client

5,000

34000

Average client gross margin = total gross margin for the month
: divided by the number of clients billed that month.
1,000

= r—r—

Jan  Feb Mar Apr May Jun  Jul Aug Sep Ot Nov Dec

=g Average Margin Per Client

How has the average gross margin per client been trending over the month?

Gross Margin Distribution (# of Clients)

Gross Margin Distribution (# of Clients) Y Axis =Number of Clients generating revenue or costs

X Axis = Months

Columns = Number of clients with gross margin values for the
month indicated.

Color coded column segments = the number of clients that, dur-
ing the indicated month, had a gross margin amount that fell
within the ranges indicated in the chart legend.

oBEUEEBABEE

In this chart, Blue (bottom segment) = lost money, Red (second
from bottom) = 1 - 500, Green (third from bottom) = 5oo -
5,000, and Purple (top segment) = gross margin over 5,000

In your workbook, hover over a segment to view details.

lan Feb Mar Apr May Jun Jul Aug Sep Od MNov Dec

HliostMoney N 1-500 WN500-5000 W Owver 5000

In May, the largest number of clients fell within the green seg-
ment, that is, the gross margin for these clients fell between
500 and 5000.

It's useful to understand the number of clients who are generating gross margin in specific ranges. In the example, each
month there were clients that lost money, with the highest number, 13, in January. How many clients are you losing money
on?

@ The following three charts will always use Jan-Dec data.
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YTD Top Accounts By Gross Margin (1000s)

YTD Top Accounts By Groes Marngin |1008:]

Y Axis = Gross margin (1000s)
=
i | X Axis = 15 accounts generating the
2

client indicated

s | highest gross margins year to date
=1 #oR B B BFo# oW M Blue column = Gross margin for the
: Ill Ill EENEREEEE o

o .-’ d .f _, . A A R ‘_;’ r

;. ; s, e, ) View the 15 clients that have gen-

. : erated the highest gross margin so

far this calendar year.

Which of your clients have generated the highest margin in the current calendar year. (This chart will always use Jan-Dec
data).

YTD Bottom Accounts By Gross Margin (1000s)

¥TD Bottom Accounts By Gross Mangin [1000:) Y Axis = Gross margin (1000s)

X Axis = 15 accounts with the lowest

gross margins year to date
Blue column = Gross margin for the
client indicated
II.III-“ s
hl—-r

_— _— View the 15 clients that have gen-

L
st

B"—"ﬂ'ﬂ'ﬂ#*‘:"—'ﬂﬁ

i....._,. ':H'l ‘-M-ll IH-l-

erated the lowest gross margin so
far this calendar year.

Which of your clients have generated the least margin in the current calendar year? Have you lost money on any client?
(This chart will always use Jan-Dec data).

YTD Bottom Accounts By % Gross Margin

YTO Bottom Accownts By % Grass Margin Y Axis = Gross margin percentage

wow | BN e X Axis = 15 accounts with the lowest
4 8
11%% 1

. e mm g gross margin percentages year to
. date
- am Blue column = Gross margin per-
- g o
10 I % e . ..  Ccentage for the client indicated
e v - o e

M e L1 M Ifmﬂ L d-qw Lume RE 1|.l"¢-|- Vemiee  Twem MET 11-- Dpds Baoe s S wTge

it G 2 SL . B i e s ey L

e

Gross margin percentage = Gross
Margin/Total Revenue

View the 15 clients that have gen-
erated the lowest gross margin per-
centage so far this calendar year.

Which of your clients has the lowest percent of gross margin in relation to revenue generated so far this calendar year?
(This chart will always use Jan-Dec data).
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Financial Trending: Year Over Year

In addition to having an annual plan and watching trends from month to month, it's helpful to compare your current per-
formance to the previous year. The Year Over Year tab provides thirteen charts that compare your current year to date
data with the data from the previous year.

The charts include current year trends for revenue and margin, broken out by client, contract type, and revenue type. They
compare those trends, by month or by quarter, to the data from the previous year.

Key Metrics
Five key metrics for the current year, calculated year to date, are displayed across the top of the worksheet: Revenue,

COGS (Cost of Goods Sold), Gross Margin, Op Expenses (Operating Expenses), EBITA (Earnings before interest, taxes,
and amortization)

Have you recently started with Autotask? All data for the previous fiscal year tab is stored in the FinancialsPrevious tab.

%tls If you have not been using Autotask long enough to have data in the FinancialsPrevious tab, you can manually enter
data from the previous year in the green cells on that tab. Refer to "Financial Analysis: Current and Previous Fiscal
Year" on page 162.

Revenue Trends

These seven charts look at revenue totals to show how your current year to date revenue compares to the previous year.

Revenue versus Previous Year (1000s)

Rewvenue vs Previous Year (1000s) Y Axis = Revenue (1000s)
X Axis = Months

— 720 7% Columns = Actual monthly revenue
ST g2s 543 . .
<600 Red line = Monthly revenue previous year
s0n
500 )
. 7% View posted revenue for each month year to date compared to
300 158 actual monthly revenue from the previous year.

Jam Feb Mar Apr May Jun  Jul Aug Sep Od Nov Dec

Pty Reve aue = Manthby Revenus (Prév Year)

Here you see the posted revenue for each month versus the previous year's performance. In the chart above, revenue
was low in April of this year, and the same was true last year. This might indicate a seasonal variation that affects revenue.
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Cumulative Revenue versus Previous Year (1000s)

Cumulative Revenue vs Previous Year (1000s) Y Axis = Revenue (10005)
25,000 X Axis = Months

2,143 4,143 4,123 4,143

Columns = Actual monthly revenue

Red line = Monthly revenue previous year

52000
H3000

2000 View posted revenue for each month year to date, cumulative
from month to month. Compare to cumulative values of

s monthly revenue from the previous year.

50

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Hov Dec

. Cumulst e Monthly Revenue =—s—Cumulative Monthly Revenue (Prev Year)

How does your cumulative revenue performance year to date compare to the previous year? Notice that with the cumu-
lative totals, the dramatic dips and rises even out to show a steady rise across the months for both years.

Quarterly Revenue versus Previous Year (1000s)

Revenue vs Previous Year (1000s) Y Axis = Revenue (1000s)
X Axis = Fiscal year quarters

250 3 083 Blue Columns = The revenue generated each quarter, year to

52,000 date, for the current fiscal year

s1500 Red columns = The revenue generated each quarter for the pre-
vious fiscal year

$1,000

00
- View total revenue generated by year to date for each quarter.

Compare current and previous year quarterly revenue.
ar a2 a3 as p p yearq Y

B Quarterly Revenue (Prev Year) B Quarterly Revenue

This chart compares quarterly revenue performance to last year's quarterly results. In spite of month to month variations,
this year's quarterly results are far stronger than those for last year.
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Average Revenue per Client

Average Revenue Per Client Y Axis = Revenue
X Axis = Months
#0000 Blue line = Average monthly revenue per client, year to date
fe] Red line = Average monthly revenue per client, previous year.
6,000
View average revenue posted for each client for each month
54000 ;
year to date. Compare to average monthly revenue from per cli-
2000 ent from the previous year.

50 - - -

Jan Feb Mar Apr May Jun  Jul Aug Sep Oc MHov Dec

i CLFPENT Yo Ar s Pravious Yesr

How does the average revenue per client compare to the previous year? In the example, the current average per client is
higher and rising steadily (there is no data for October, November, December this year). This indicates that the business is
going up market, that is, providing more work for clients that are paying more for service.

Recurring Revenue (% of total)

Recurring Revenue % of Total) Y Axis = Percent of Revenue

X Axis = Months

Blue line = Current year percent of total monthly revenue
derived from recurring revenue services

Red line =Previous year percent of total monthly revenue
derived from recurring revenue services.

\
1 View the percentage of total revenue derived from recurring

'ﬁ services. Compare to previous year.

lan Feb Mar Apr May Jun  Jul Aug Sep Oc MNov Dec
e CUrrE Rt YEAr === Pravious Year

pEYYRRIEES

This chart shows the trend of recurring revenue as a total compared to the previous year. This information is especially
useful for companies that are transitioning to a recurring services model. In the example, you can see that in the current
year, with the exception of one month, recurring revenue was consistently generating 70 - 90 % of total revenue.
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Revenue By Contract Type for Previous and Current Years

Revenue By Contract Type [Previous Year)

W Re curring Service
B Tirne B Materials
B Ficed Price

W Block Hours

W Ratainer

® No Contract

Revenue By Contract Type [This Year)

W Recurring Serdice
®Time & Materials
B Fixed Price

W Block Hours

W Retainer

® Mo Contract

Each color coded segment represents the percentage of total
revenue derived from the corresponding contract type.

See the legend on your charts to determine the color to con-
tract type association.

The actual percentage value for a segment appears in white
text in that segment. In your workbook, you can hover over a
segment in the chart to display details.

' Compare the percent of revenue generated by the different

contract types in the previous year and in the current year
charts.

Compare how the revenue percentages for the contract types
differ between the two charts.

These two charts show the percentage of total revenue derived from different contract types. They provide a side by side
comparison of the current and previous fiscal years. You can see whether the distribution has changed and by how much.

Gross Margin Trends

These six charts show your gross margin trends for the current year to date, and how those trends compare to the pre-
vious year. Gross margin, or revenue minus cost of goods sold, gives you an idea of how much of your total revenue you

actually keep.
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Gross Margin versus Previous Year (1000s)

Gross Margin vs Previous Year [1000s) Y Axis = Gross margin (1000s)
X Axis = Months
o Columns = Monthly gross margin, current year
50 Red line = Monthly gross margin, previous year
5400
53w View your gross margin for each month year to date, compared
s to gross margin for each month from the previous year.
5100
50
5100
520
 Monthly Gross Margin == Monthly Gross Margin (Prev Yesr)

In this chart, there were several months in the previous year where this business lost money. The current year is far
stronger in growth, with no months where gross margin hit negative values.

Cumulative Gross Margin versus Previous Year (1000s)

Cumulative Gross Margin vs Previous Year (1000s) Y Axis = Gross margin (1000s)
X Axis = Months

- TR LT ATE LTI ’ )
=om Columns = Cumulative monthly gross margin, current year

Red line = Cumulative monthly gross margin, previous year

View your cumulative gross margin for each month year to
date, compared to cumulative gross margin for each month
from the previous year.

sen Jan_ Feb  Mar Apr May  Jun  Jul  Aug  Sep  Oct  MWov  Dec

 Curnulstive Gross Margin == Cumulstive G rozs Margin (Prev Year)

Cumulative values show that, while this company lost revenue in January and April of the previous year, the gross margin
in February and March of that year was strong enough to keep the cumulative values from falling back into negative val-
ues. And the cumulative values for the current year are much stronger than the previous year.
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Quarterly Gross Margin versus Previous Year (1000s)

Gross Margin vs Previous Year [1000s)

1512

a1 a2 az a4

B Quarterly Gross Margin (Prev Year) B Quarte rly Gross Margin

Y Axis = Gross margin (1000s)

X Axis = Fiscal year quarters

Blue Columns = The gross margin for each quarter, year to
date, for the current fiscal year.

Red columns = The gross margin for each quarter for the pre-
vious fiscal year.

View total gross margin for each quarter, year to date and total
gross margin for each quarter of the previous year. Compare
current and previous year quarterly gross margin.

This chart compares the current year's quarterly performance to last year's quarterly results.

Average Client Gross Margin

Average Client Gross Margin By Contract Type

=

—\

,/\zw

Fe'n wiar Vm-.r oot AUR SEp O Nov Dt

—a={yerage Margin PerClient == Ary Margin (Prev Year]

Y Axis = Gross Margin

X Axis = Months

Blue line = Average gross margin per client, current year
Red line = Average gross margin per client, previous year

Average client gross margin = total gross margin for the month
divided by the number of clients billed that month.

Compare the current year's average gross margin per client to
the previous year.

When your average client gross margin is improving, you are most likely increasing revenue and keeping your costs under

control.
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Gross Margin By Contract Type for Previous and Current Years

Margin By Contract Type (PrevYear)

W Re curring Service
W Time & Materials
B Fized Price

W Block Hours

W Retainer

B No Contract

Margin By Contract Type (This Year)

W Recurming Senvioe
B Tirme & Materials
® Fixed Price

W Block Hours

W Retainer

® No Contract

Each color coded segment represents the percentage of gross
margin derived from the corresponding contract type.

See the legend on your charts to determine the color to con-
tract type association. The association is the same for the top
chart (previous year) and the bottom chart (current year).

The actual percentage value for a segment appears in white
text in that segment. In your workbook, you can hover over a
segment in the chart to display details.

Compare the percent of gross margin generated by the dif-
ferent contract types in the previous year and in the current
year.

These two charts show the percentage of total gross margin derived from different contract types. They provide a side by
side comparison of the current and previous fiscal years. You can see whether the distribution has changed and by how
much. How does the data for gross margin compare with revenue by contract type data?

© 2021 Autotask Corporation | Page 148 of 197



‘A’ Autotask Professional Performance Analytics Workbooks
L = 4

Services Automation Using the Financial Workbook

Explore General Financial Data

This worksheet lets you drill down to view details behind the revenue, cost of goods, and gross margin data you’ve seen in
your other worksheets. You can learn what was going on during a specific time period, or follow a specific client or contract
type. Then, use the seven slicer controls to filter the data by quarter, month, contract type, revenue category, billing type,
client, or individual contract.

As you select your filters, the key metrics at the top of the page and the sixteen charts update immediately to display the
data you want. Below the charts, a table displays the filtered data that underlies the charts.

Key Metrics

Three key metrics, Revenue, COGS, and Gross Margin appear in the upper left corner of this worksheet. The totals dis-
played here reflect the filter options selected in the slicers to the right. When you change a filter, the key metric data
updates immediately.

= HOMTH DONTIALCT L% AT i LG TYPL RODDUNT COMTRALT L%
5 EJUSD A = - Fisd Prcs Bllatighd b o Laboa LoEg bt e erormr 8 10N &
B u
COGS 5 BB For Fo [ [R—— o
Gross Margin - 5 1,224 | woa . | [mom Toe b, | = | | peesnpveen. | - | | Pep » - Comsmneid
| e 3
Revenue snd Direct Casts [10004]
b i
500
=00
e
e
R
Svm -

&
) & o 2

=l B R =l loR

Filter the Data

If you have already viewed the charts on the Trending worksheets, you will be familiar with much of the data on this work-
sheet. The difference here is the seven data slicers: Quarter, Month, Contract Type, Revenue Category, Billing Type,
Account (Client) and Contract. With slicers you can click to choose which data you want to see in your charts. You can
select a single option from one slicer or you can combine multiple criteria from one or more slicers.
Apply Filters
Filters with longer lists of criteria provide a scroll bar to view the entire list.

« Click to select an option in the filter list.

Ctrl + click to select multiple non-adjacent options in the list.

Click an option then Shift + click another option to select both options and all items between them.

« To clear filters, click the filter icon next to the filter name.
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View and Compare

View the overall data, then select one or more filters to find out more about what drives the general trends. You can filter
by quarter or month, by contract type or category, by work type, account, or individual contract.

ﬁ The filters you select are also applied to the underlying data that appear in the table below the charts.

Revenue and Direct Costs

Rapanus and Dirset Corts (1000v) ney TR Y Axis = Revenue

X Axis = Months

Blue line = Revenue by month
(20005)

Red line = Cost per month (1000s)

View total revenue per month and
total costs per month over the time
frame you specify.

It's good to see monthly revenue versus cost trends over time. It's even better when you can filter the data to see how rev-
enue compares to cost for different contract types, revenue categories or accounts. You can even monitor the per-
formance of a single long term contract that's coming up for renewal.

Total Revenue versus Cost

Total Revenue vs Cost (1000's) Y Axis = Monetary amount by thousands
Blue column = Total revenue for criteria you specify (1000s)
57,000 £,351.7
56,000
55000
58,000
53.000
52,000
51000
50

Red column = Total costs for criteria you specify(1000s)

View revenue versus cost comparison for all available data, or filter by spe-
$2,7250 cific criteria to see the revenue cost comparison for the specified data.

miymol Rewld00e o Sumeof Camil0ln

With this basic chart you can quickly view total revenue versus costs for any of the factors available in the slicers. For
example, you can check the overall revenue versus cost for a single account, and then filter by the different Billing Types
you bill to that account to see which are performing well.
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Revenue and Cost by Quarter

.Ftéﬁnun and Cost per Quarter (1000's) | Y Axis = Monetary amount by thousands
e ] Blue column = Total revenue by quarter for the time

e frame that meets the filter selections (1000s)

#1500 LT Red column = Total costs by quarter for the time frame
g o - Tk . . that meets the filter selections (1000s)

s FETY 3203 nog 158 318
. - - - . - . || || . . View revenue versus cost by fiscal year quarters for all
IO i iz wEa available data, or filter by specific criteria to find see the

m Sumed RewldD0s  w Sumal Coa 300y .
revenue cost comparison for selected data.

For some data you may want to check your data by fiscal year quarters.

Revenue by Contract Type

Each color coded segment represents the amount of revenue generated by
the corresponding contract type.
See the legend on your chart to determine the color to contract type asso-

Revenue by Contract Type (1000's)

ciation.

The actual value for a segment appears in white text in that segment.
= Recurring Service Hover over a segment in the worksheet to display details and percent of rev-
m [blank) enue.

m Time & Materiaks
Compare the amount of revenue generated by different contract types.

Use the slicers to compare revenue for contract types by Account, Quarter,
Month, or Billing Type.

B Fixed Price

Compare the results in this chart with the Margin by Contract Type chart to see how high revenue contract types are doing
by margin.

Revenue by Contract Category

Each color coded segment represents the total revenue generated by the cor-
responding contract category.
See the legend on your chart to determine the color to contract category

Rev by Contract Category (1000's)

ss3f$307 association.

i T— The actual value for a segment appears in white text in that segment.

) Hover over a segment in the worksheet to display details and the percent of
m Managed Service

revenue.

= Project
m Sslesf Procurement Compare the amount of revenue generated by different contract categories.
= Standard Use the slicers to compare revenue for contract categories by Account,

Quarter, Month, or Billing Type.
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Compare the results in this chart with the Margin by Contract Category chart to see how high revenue contract categories
are doing by margin.

Margin by Contract Type

Margin by Contract Type (1000's) Each color coded segment represents the total gross margin gen-
erated by the corresponding contract type.

See the legend on your chart to determine the color to contract type

association.

The actual value for a segment appears in white text in that seg-
= Recurring Sarvice ment.
i [blank) Hover over a segment in the worksheet to display details and the
a Tirne & Materials value as percentage.

m Fixed Price
Compare the margin generated by different contract types. Margin =
Total Revenue from selected contract types minus cost of goods
sold for that contract.

Use the slicers to compare gross margin for different contract types
by Account, Quarter, Month, or Billing Type.

Margin by Contract Category

Each color coded segment represents the total gross margin generated
by the corresponding contract category.

See the legend on your chart to determine the color to contract cat-
egory association.

The actual value for a segment appears in white text in that segment.

Margin By Contract Category (1000's)

u [blank) Hover over a segment in the worksheet to display details and the gross
B Managed Service margin value as a percentage.
m Project

Compare the total gross margin generated by different contract cat-
egories. Gross Margin = Total revenue from selected contract categories
= Standard minus cost of goods sold.

Use the slicers to compare contract categories by Account, Quarter,
Month, or Billing Type.

m 5ales & Procurement
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Percent Margin by Contract Type

Percent Margin By Contract Type Y Axis = Gross Margin Percentage (Gross Margin divided by Revenue)

0.0 X Axis = Selected contract types

Y T Column = Gross margin percentage for specified contract type

0.0% -

50,086 View gross margin percentage for each contract type. Gross margin per-
0.0% centage = total revenue minus total cost of goods, divided by total revenue.

27.2%

30.0% -
20,05
10.0%
005
Recurring [ank) Tirme & Fixed Price
Service Materials

The higher the gross margin percentage, the more money you are keeping.

Percent of Margin by Contract Category

Y Axis = Gross margin percentage (Gross Margin divided by Revenue)
X Axis = Selected contract categories
Column = Gross margin percentage for specified contract category

Percent Margin by Contract Category
80.0% 4

70.0% -

B0.0%
S0.0%
a0.0%
30.0%
20.0% 4
10.0%
Q0% <4

bbb, r%

View gross margin percentage each contract category. Gross margin per-
centage = total revenue minus total cost of goods, divided by total revenue.
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Revenue by Billing Type

Bevanug by Billling Type [1000's) Y Axis = Monetal’y
o e amount by thousands
W i § — —_— i XA . B”
- e xis = Billing type.s
- e Secondary value axis =
LY R
samm 5005 Percentage
wan 2
$5000 4 L2 ] -
3 o] [TH] s 557 . . =
. 41 — . 1 . e e R Blue column. Total
P— [— Vhiamzos e P s b i (. revenue by billing type

(20005)

Red column = Total
costs by billing type
(20005)

Green line = Gross mar-
gin percentage

View revenue versus
cost for selected billing

types.

Compare revenue, costs, and gross margin percentage for billing types over the time frame you specify. Compare these
values by account, contract type or category, or individual contract.

Top Clients By Revenue, Gross Margin, and Gross Margin Percentage

The three charts in this group display your top five clients by one of three metrics: revenue, margin, or margin percentage.
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Top Client By Revenue - Not affected by acet slicer

400000 -
360,000 -
£3000000

243,703 S
250,000 4
£200,000 -

s I I
0

S150,000 4
20000 4
I.ll‘dlh U‘ﬂl:-lh- CVH Soash

276,404

. )

Communicason T-mm fmln:-lll
Sy Il South

225,587

Top Clients by Margin - Not affected by acct slicer

248,506

£H00,000 -
$250,000
$200,000 -
£150,000
£200,000
S500000 4

L

162074
144,350 139,629

. . . -
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Top Clients by % Margin - Not affected by acct slicer

102 0%

oo 100.0% 95.2%
..M -

.0 -

.00 -
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0.0 -

B8N -

Be.n 4 -

Kaynow Stramegiss  Wright Wings

2E.2%

AT Bk Blagk Jack

Consuling

Hamwgrk Labs

2308
. =

Y Axis for Revenue and for Gross margin= Monetary amount
Y Axis for Gross margin percentage = percentage

X Axis = Client name

Column = Total revenue, gross margin, or gross margin per-
centage

View the five clients that:

Generated the highest amount of revenue

Or had the highest gross margin (revenue minus cost of goods
sold)

Or had the highest gross margin percentage (margin divided by
revenue)

You can quickly see which clients are generating the most rev-
enue, but depending on their costs, they may or may not be
generating the best gross margin.

Even when a client appears in the top five clients for revenue and the top five clients for gross margin, that client may not
show up in the top five clients by gross margin percentage. A high gross margin percentage simply indicates that you kept
a high percentage of the revenue generated by that client, regardless of the amount of total revenue.

Bottom Clients By Revenue, Gross Margin, and Gross Margin Percentage

The three charts in this group display your bottom five clients by one of three metrics: revenue, gross margin, or gross mar-

gin percentage.
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Bottom Clients by Revenue - Not affected by acctslicer Y Axis for Revenue and for Gross margin= Monetary amount
Y Axis for Gross margin percentage = percentage

1 . .
s X Axis = Client name
L Column = Total revenue, margin, or margin percentage
51 4
=
. View the five clients that:
o o [ [ o & Generated the least amount of revenue
= ! X . ’ ' ! Or had the lowest gross margin (revenue minus cost of goods
EntaTawn  ReboscMedicnl  Rivabed  Inviotive Goods Raven Products Qusker Tharspy 9 9 9
East Sysmes North East Newth sold)

Or had the lowest gross margin percentage (gross margin

divided by revenue)
Bottom Clients by Margin - Not affected by acct slicer

- The Revenue chart shows you which clients are generating the

(o | 1 fgons  RRTETRL AR least amount of revenue.

530 4 : nddn L

L4000 4

se0 | AEE The bottom clients by gross margin show you the five clients

with the lowest gross margin. If the gross margin for those cli-

:m ents fell into the negative range, your business lost money on
Si: those clients. What changes can you make to prevent further
losses?
51,400 1,302
The bottom clients by margin percentage show you which cli-
Bottom Clients by % Margin - Not affected by acct slicer ents are generating the least return for the revenue they gen-
erate
LR y T I
53 ECEWggpnics  Corbigpigdical  Solyjinds  FIM Cpngutans
04 -
05
08
=1 4
13 4

=14 4

=16 -

If a client shows 0 revenue, is that because you have not done any business with that client during the specified time
frame? Should your sales team contact them? If their gross margin or gross margin percentage is in the negative range,
you are losing money on those clients, even if they are not among your bottom five clients by revenue. You probably want
to look at how you do business with these clients. And, for high revenue clients, as long as the margin percentage is above
0, a lower margin percentage may be acceptable.
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Resource Utilization

The six charts on this page display data on how employees who track their time through Autotask are spending that time.
Six data slicers let you filter time entry data by year, month, resource (employee), labor type (indirect or service), type of
time (personal, project task, regular, or service desk ticket), and work type.

Key Metrics

Two key metrics appear at the top left side of the page, Worked and Billed. You can quickly see how many hours were
worked and how many were billed for the time frame, resource, or whatever other filters you select.

View Resource (Employee) Time Data

Labor is probably your highest business cost. It's not enough to know that your employees are working hard and putting in
their scheduled hours. You need to monitor labor costs as carefully as you monitor every other cost or expense. Do you
know whether you are generating enough billable hours, or whether your highly paid technicians are spending too much
time on administrative work? The charts on this worksheet can get you started monitoring your resource utilization.

Hours by Month

Haurs By Maonth

Y Axis = Number of hours

we X Axis = Month and year
i M Line with diamond ¢ markers = Hours
= Worked
= - - _ R = Line with square Clmarkers = Hours
T s mee mme mee wea see sne see sme sse ses billed

e ey Wi £t by e

View and compare the number of
hours worked and the number of
hours billed by month for the spe-
cified time frame.

You can take these general numbers and use the slicers to compare the hours worked to the hours billed for types of time
and individual resources.
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Hours by Type of Time

Hours By Type of Time

- 8373

Ticket

Service Desk Regular Time Project Task

Y Axis = Number of Hours
X Axis = Type of time
Column = Hours worked for each type of time

View the number of hours resources spent on different types of

time: time entered on tickets, time entered on project tasks, reg-
ular time (not ticket or task time), and personal time.

Personal Time

This chart provides information like how your service desk ticket time compares to project time for work types like Admin,
Onsite Support, and Project Management. You can also look at individual resources to see how they are spending their

time.

Hours by Labor Type

Hours By Labor Type

mindirect Labor

B Service Labor

Each color coded segment represents the number of hours worked on the
corresponding type of labor.

See the legend on your chart to determine the color to labor type association
The hours value for a segment appears in white text in that segment.

In the worksheet, hover over a segment to display details.

Compare the number of indirect labor hours worked to the number of service
labor hours worked.

This chart lets you monitor indirect versus service labor by time frame, resource, and selected work types. Although some
work types are specific to one labor type, others may include a mix of indirect and service labor, for example, Project Man-
agement and Sales Support.
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Hours Worked by Billable Type

Y Axis = Number of Hours

Hours Worked By Billable Type Blue column = Hours billed

16000 - 13 858 Red column = Hours not billed
14000 - ; Note that your chart may use different colors. Check the chart legend.
12000 -
View and compare the number of hours billed and the number of hours that
10000 - .
were not billed.
3000 -
000
2000 A
2010
I
o

m Hours Billed 0 wHours_NonBiled D

Hours by Resource

Houwrn By Rerource . Y Axis = NUmber Of hOUI’S
: 2000 130 FETey X Axis = Resources
- Columns = Hours Worked
v Line = Hours billed

ws |

View and compare the number of

e e o hours worked and the number of
hours billed for each resource.

This chart shows you how many hours each resource has worked and how many of those hours are billable. You can filter
by year or month to track billable hours over time, and filter by Work Type to see who is charging time against certain work
types and how much if any of that time is billable. You can also check on details like how many hours are resources spend-
ing on meeting time or personal time.

Hours by Work Type

:;"'*Br Wk Type Y Axis = Number of hours

b e X Axis = Work type

E R Column = Hours Worked

ﬁe - e S Lod s e S— I 5 . Line with square Cdmarkers = Hours

f g,i- f d‘& JFA- o & Jn?‘ y J‘A f - _.;P’ ..-"j b‘f billed
s ST P f"/ A

— i ey B : View and compare the total number

of hours worked for each work type
and the number of hours billed for
the work type.

This chart provides an overview of how many hours are charged to your different work types and how many of those hours

are billable. Should you be billing for more of your Project Management or Onsite Support time? You can filter by resource
to check details like whether individuals are allocating their time appropriately for their job.
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Explore Margin

This worksheet contains only one chart that lets you explore account revenue and percent of margin. These metrics show
you not only how much you are making, but how much you are keeping.

The chart includes five slicers to filter data. A table that contains the underlying data is located below the chart.

Key Metrics

Three key metrics that reflect the filtered data appear at the top of the chart: Revenue, COGS (Cost of Goods Sold) and
Gross Margin (Revenue minus COGS).

Filter the Data

You can use the five data slicers to filter the chart data by quarter, month, contract type, contract category, and account.
The key metrics and underlying data in the table below the chart reflect the filtered data.

Revenue versus Gross Margin % Scatter Chart

This chart is the only chart on the worksheet.

EXPLORE MARGIMN st G | e o OnUIBGE_TYRE Bl [ (SRR {SIREY R [ | e s .
T 5 6,351,687 o = || son3ed = Recusring Ser_ | Managedtarvica | * R L
COGS 5 2,725,048 B0 2053 Time & Mwe_. | — s [roTrree——
Gross Margin 5 3,626,639 g - | [znace - |biank] I e — v || Ao Monn
Revenus versus Gross Marngin %

G S
o ¥
*
ety
-
sty
3 * *
t FE-ESS
2 L *
HEE ” . .t . .
90,000 7 T R
* * J:’ »
HHE000 .’ % "
L ‘"
* ‘-‘ :g.h L) .‘ ’ * - :
rat 50% Wy 5% % S [ore 5%

Y Axis = Revenue
X Axis = Gross Margin Percentage

Data points = Revenue and gross margin percentage by Account

Each of the data points scattered across the chart represents the Total Revenue and the Gross Margin Percentage for an
account. You can quickly see how your accounts compare in total revenue and gross margin percentage. In your work-
sheet, hover over a point to view details.
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Are there any data points in the negative quadrant? You know immediately that the gross margin percentage for these
accounts is a negative value and you are losing money on those accounts, regardless of the total revenue.

Filter by year or month to see Account revenue and gross margin percentages at different times. Do they improve from
month to month for the current year? And how do they compare to the previous year?

How does the data point pattern display for different contract types and categories? Is there one contract type or category
that consistently does not perform well?

Select an individual account from the Account Name slicer to see where that account lands on the chart. Refer to the key
metrics to see the total Cost of Goods Sold and Gross Margin for that account. Or, select two or more accounts to compare
them and see their combined revenue and costs.
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Financial Analysis: Current and Previous Fiscal Year

The FinancialsCurrent and FinancialsPrevious tab worksheets are similar. They store the data that appears in the work-
book charts and tables. Data is presented as a spreadsheet, grouped and sorted to correspond to the visual present-
ations. You can easily view and compare the data on these tabs. Sparklines provide a quick visual key to trends year to
date by month and by quarter.

« The FinancialsCurrent tab contains the Financial Analysis worksheet. It stores the current fiscal year data. Itis a
dynamic worksheet that will change regularly as you update your workbook with the most current data. This work-
sheet is where you enter your financial plan targets. You can also add monthly revenue, cost, and operating
expense data that is not stored in your Autotask database.

« The FinancialsPrevious tab stores the financial data from the previous fiscal year. The data will usually remain
static and is used for comparison purposes.

The data download for the Financial workbook includes selected financial data from your previous fiscal year and
year to date for the current year. At the end of the current fiscal year, the current year data becomes the Previous
year and the Current Year Financial Data is downloaded as it becomes available.

Metrics that Matter

The first data rows in the Current Year worksheet display the thirteen Metrics that Matter. These are the key metrics that
appear on the Metrics tab. Selected metrics from this group also appear at the top of the other Financial worksheets. You
can, if you want, change the labels for these values. Simply click in the label cell and update.

Set Plan Goals for Current Year

In order to view your financial plan target data in the workbook charts, you must enter those values in the Current Year
worksheet. The Plan cells are green.

You can also set a Type for each financial target: Over, Under, or None.
« Overindicates that your goal is to meet or exceed the plan target.
« Underindicates that you want to stay below the target value.
« None applies no type.

For example, for revenue, you want your total revenue to meet or exceed the plan target; for cost totals, you want to stay
under the plan target.

Set Plan Goals
1. Save a backup copy of your workbook.
2. Inyour workbook, click the FinancialsCurrent tab.

3. Inthe worksheet, scroll to right to find the column labeled Target Type. It should be column AB, or close to AB (the
Financial worksheets can vary slightly between workbooks). The cells in this column are green.

© 2021 Autotask Corporation | Page 162 of 197



‘A’ Autotask Professional
> oervices Automation

Performance Analytics Workbooks
Using the Financial Workbook

I“ I
o Metrics That Matter

Revenue

Bariwrdnn Candra Rau

N o &
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To the right of Target Type is the column labeled Jan Plan.

Mar Plan
4,142,932  Owver 170,000 170,000 170,000
T AR MAE  Phiae A0 AR 170 Nl 170 AR

Scroll down to the row for the first set of values you want to enter.
In that row, click in the Target Type cell and you will see a down arrow.

Click the arrow to open the menu and select your preference: Over, Under, or None.

To the right of Jan Plan there is a column for each additional month of the year.

8. Find the cell where the Jan Plan column intersects with the row to which you want to add plan values.

9. Clickinthe cell and enter the January plan value for that row.

10. Move to the next Month Plan column and enter the value for that month. Repeat for each month. You can copy and
paste where different months have identical values.

d"# You can see the Plan values immediately in worksheet charts that display Plan lines.

L *

11. Save the workbook.

12. Repeat Steps 3 through 7 for each additional row to which you want to add revenue goal values.

Add Additional Revenue, COGS, and Operating Expense Values

If you have additional revenue sources, costs of goods sold, or operating expenses that are not stored in your Autotask
database, you can manually enter that data in the FinancialsCurrent tab worksheet. The values you enter manually are
then included in the totals for your revenue, cost of goods sold, and operating expenses.

1. Inthe left column of the worksheet, locate the Profit & Loss section. Then locate the two rows with green labels that

appear under REVENUE.

so0 Profit & Loss

41 REVENUE

42 Recurring Service
43 Time & Materials
44 Fixed Price

45 Block Hours

46 Retainer

—=m 36,048
=N 14,994
mun [

516,123
i

47 H
Additonal Revenue 1
dditional Revenue 2

— 769

50 TOTALREVENUE

=il 4,142,932

© 2021 Autotask Corporation | Page 163 of 197



Autotask Professional Performance Analytics Workbooks

5

Services Automation Using the Financial Workbook

The two rows are labeled Additional Revenue 1 and Additional Revenue 2.

Beginning with the column for January of the current year, the cells in these rows are green.
To change the row labels, click in the label's cell and enter the new label.

To enter values, scroll right to the column for the month or Plan month for which you want to enter a value. Click in
the cell in that column for the correct row and enter the value.

Repeat for any additional months you want to add revenue.
If needed repeat the process for the second Additional Revenue row.

To enter additional Cost of Goods Sold or Operating Expense values, scroll down to locate the two rows with
green labels under COST OF GOODS SOLD and under OPERATING EXPENSES.

The Cost of Goods Sold rows are labeled Other Cost of Sales 1 and 2.
The Operating Expense rows are labeled Other Operating Expenses 1 and 2.
Repeat steps 2 through 4 for these "Other" rows.

If needed, repeat for the Other Cost of Sales 2 or Other Operating Expenses 2 rows.

Save your workbook.
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Labor Summary and Details: Current and Previous Years

The LaborCurrent and LaborPrevious tab worksheets store the labor summary and detail data that appears in the work-
book charts and tables. Data is presented as a spreadsheet, and is grouped into Labor Summary and Labor Detail. Labor
Detail presents details for each employee that tracks time in Autotask.

All data is provided as total year to date, by Quarter, and for each month. Sparklines provide a quick visual key to trends
over time by month and by quarter.

Month QTR
Trend Trend YTDO Q1 Q2
J Labor Summary

Service vs Indirect Labor
Service Labar [Hours) e mEE_ 3,778 2,538 2.2
Service Labor [Billable Hours]) | -——_~* @m_ _m 1.532 E10 376
Imdirect Labor (Reqular Haurs] | —~~"—"  mmm B.027 1.203 1550
Tatal Hours e  _HHE_ 15,805 3.7 q4.232

Tickets vs Tasks
Service Dezk Ticket [Howurs) et aEE_ 8373 2151 24393
Praject Task [Hours) e B _mm 1.405 a7 220

Target Resource Hours

Labor Detail

Jack
Service Labar [Hours) ST —— _HEm 1.465 103 21
Indirect Labor [FeqularHows) | . @ 235 32 28
Total Hours A~ _HEm 1708 135 550
¥ Service Hours T Hm_ i T b
Burden Rate per Hour Wammasaanniiil | | | 23 T
Indirect Labar Cost [RegHows) | . _m 16,643 2,246 1,980
COGS Indirect Indirect Labor | ceeaeaaaae. - - -
Operating Expense IndirectLabpr . _m 16,643 2,246 1380

Labor Summary

The labor summary metrics break the data into service versus indirect labor. You can compare total hours to service
hours, billable service hours, and indirect labor (regular hours). Service hours are also displayed as Ticket and Task
hours.

You can set a target for total resource hours per month on this worksheet. Enter the target hours in the green cells on the
Target Resource Hours row.
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Labor Detail

The labor detail rows show a set of key metrics for each resource entering time in Autotask. You can view the number of
service labor hours versus regular hours, service hours percentage of total hours , the employee's hourly burden rate, and
the total indirect labor cost (Indirect Labor hours multiplies by Burden Rate) . If any indirect labor is allocated as Cost of
Goods Sold, that value is subtracted from indirect labor cost to calculate Operating Expense for Indirect Labor.
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Using the Projects Workbook

Every project on time and within budget? We can't promise you that! But, when you manage your projects in Autotask, the
Projects Analytics workbook can help you quickly see how close your are to reaching that goal - for all projects. More
importantly, you can see where you're falling behind and pulling ahead, and then explore those areas to gain valuable
insights into your company's project management, right down to the task level.

Like all Autotask Analytic workbooks, the projects workbook presents project and task data in easy to follow graphs and

charts. The data, charts and graphs are carefully chosen and configured to provide useful insights into your company's pro-
ject management.

Project Metrics that Matter

The Metrics tab displays 10 key metrics that were selected to provide a quick assessment of the current state of your pro-

jects.
This Week Last Week 2 Wks Ago 10 Week 10 Week Target
s sy afmfen Trend Met Plan

Opening Backlog @ 428@ 3000 220 B TTRRE
Backlog Over 30 days 108 100 96 L PPPY)
Tickets Created 556 599 589 ~ i
Tickets Completed 534 471 sog |\ NN
Added to Backlog 2@ 122 80 Ay e
% of First Response Met 99% 97% 98% i,
Avg Elapsed Hours to Respond 1.0 1.3 0.9 \ i,
% of Resolution Met 83% @  80% 85% ' L o
Avg Elapsed Hours to Resolve 5.7 52 @ 6.1 ‘ ||||||'|" <6
Avg Survey Score 4.6 4.7 @ 4.5 \ N L

The chart displays summary data for this week, last week, and 2 weeks ago. You can set a target for each metric for a
three week time frame. Sparkline graphs and charts display the overall trend for each metric, and red icons alert you when
a metric is not meeting its target.

Refer to "Viewing Key Project Metrics" on page 170.

Project Trends and Task Trends Tabs

The graphs and charts on the Task Trends and Projects Trends tabs break out project or task data to display trends over
time. You can see what is happening now and analyze trends over the previous ten weeks.

Key Metrics for Trends Tabs

The Task Trends and Project Trends tabs display the following critical high level data at the top of the page. The data will
reflect either tasks or projects, depending on which tab you selected.
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Backlog New Completed, Change On Time On Budget

208 264 111 153 11% 91%

« The overall count of Backlogged, New, and Completed (Tasks or Projects)
« The total difference between New and Completed tasks or projects (Change)
« The percent of tasks or projects that were completed on time

« The percent of tasks or projects that were completed on or under budget

Task Trends

This tab contains multiple charts that present different views of the following task related data: Opening Backlog, Com-
pleted Tasks, Tasks Completed On Time and Budget, Projects Managers (by overdue or overestimate tasks), and Tasks
by Line of Business.

For details, refer to "Task Trends" on page 171.

Project Trends

This tab contains multiple charts that present different views of the following data at the Project level: Opening Backlog,
Projects Completed - Above or Below Budget, Projects Completed - Before or After End Date, Projects By End Date (Due)
- Above or Below Budget, and Projects By End Date (Due) - Before or After End Date.

For details, refer to "Project Trends" on page 175.

Explore Tasks, Projects, and Overdue Projects

These three powerful and flexible interactive worksheets let you filter data to gain further insights into what drives your task
and project trends. Each tab has nine or more charts and multiple slicers so you can filter down to the details you need.
Below the charts, there is a list of the individual projects or tasks included in the filtered results. When no filters are applied,
the worksheets reflect all data for the 10 weeks previous to the last data refresh.

Key Metrics for Explore Tabs

On the Explore tabs, you can scan the following critical high level metric at the top left corner of the tab. These metrics
reflect the filtered data .

« Explore Tasks displays the current count of Projects and Tasks.

« Explore Projects displays the current count of Projects and Remaining Hours (based on project and task estimated
hours)

« Explore Overdue displays the current count of Projects, Remaining Hours (based on project and task estimated
hours), and Tasks

Slicers
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Across the top and down the right side of each tab, nine or more different slicers let you filter the data by various criteria.
The slicers differ between tabs.

Explore Tasks

On this tab, 13 charts display task counts filtered by one task related category, for example, due date, assigned resource,
project type, or task status. Four additional charts display task data related to resources and clients. You can use slicers to
filter the data and focus the charts, for example, if you want to view information for a specific project type, of line of busi-
ness, or date.

For details, refer to "Explore Tasks, Projects, and Overdue Tasks" on page 180.

Explore Projects

On this tab, 15 charts display project data by different project related categories, for example, end date, start date, and per-
cent complete. You can use the slicers to filter the data and focus the charts, for example, if you want to view information
for only completed projects or overdue projects.

For details, refer to "Explore Tasks, Projects, and Overdue Tasks" on page 180.

Explore Overdue

This tab focuses on your overdue tasks so you can quickly get a sense of where things are falling behind, what you need
to keep an eye on, where you may need to step in. There are nine charts that display data about overdue tasks, and two
tables that list the top ten resources, or top ten projects, with the highest count of remaining task hours. You can filter the
data to focus the charts on overdue tasks in a specific area, for example, overdue tasks from a specific project or assigned
to a specific resource.

For details, refer to "Explore Tasks, Projects, and Overdue Tasks" on page 180.

Data Analysis Tabs

The Task Analysis, Project Analysis, and Backlog Analysis provide a spreadsheet view of all the data downloaded for use
in the Project graphs and charts. These worksheets allow you to view, compare, and quickly access the data visually rep-
resented in the Dashboards and Timeline Views. Data is grouped and sorted to correspond to the visual presentations.

On these tabs, you also set your targets for key task and project metrics and you can also change some key metric labels,
and even the metrics selected for display. Refer to "Customizing Your Data Display" on page 13.

Task and Project Analysis Tabs

These two tabs contain, in spreadsheet format, all the task or project data that drives the Task Trends and Project Trends
charts. Data is grouped by Opening Balances, Items Started, Closed, and Due. It is then sorted within groups by the cri-
teria presented in the graphs and charts, for example, By Priority or By Hours Worked. Each group is sub-totaled. Spark-
lines summarize the data for each line. Refer to "Data Analysis: Task, Project, and Backlog Tabs" on page 189.

Backlog Analysis Tab

This tab contains backlog data by assigned project lead and resources, in spreadsheet format and grouped by Open
Tasks, Overdue Tasks, Tasks Due, Tasks Closed - Last 7 Days, Balances, and Quality - Last 14 Days (Completed, On
Time and Overdue) Each group is sub-totaled. Refer to "Data Analysis: Task, Project, and Backlog Tabs" on page 189.

© 2021 Autotask Corporation | Page 169 of 197



‘A’ Autotask Professional Performance Analytics Workbooks
L = 4

Services Automation Using the Projects Workbook

Viewing Key Project Metrics

The projects Metrics worksheet tab includes 10 key project and task metrics that were selected to provide an overview of
the current state of your company's projects. You can set targets for each metric and then quickly see where you are meet-
ing or not meeting those targets.

This Week Last Week 2 Wks Ago 10 Week 10Week Target
1112014 SI251201  5n8i20W  Trend  Met Plan

Open Projects 35 32 33| o Ummmm .
Due Tasks 17 31 25 A~ i,
Overdue Tasks @ 326 300 @ 304 o TR e
Tasks Completed - 5 32 wen——.
Task Open Balance @ 344 @ 321 @ 323| _— ML <250
Tasks Created 19 28 27| A\ N,
Estimated Hours Tasks Created 39.8 31.0 185.0 | ' _ 1
Total Hours Worked G 1] Ei B.50@ 5225 _ ' 100
Avg Overage (Days) # N/A |##2 NA @ 229 /' m m1 4
% of Tasks Completed Ontime ™ N/A D 0% @ 9% /- pmmmam 07

For each metric you can instantly see the following:
« Values for the previous three weeks.
« Red icons where a metric has failed to meet its target
« A sparkline graph that shows the overall trend for the previous 10 weeks.

« A sparkline bar chart that shows where the target was met or missed for the previous 10 weeks. Green indicates the
target was met, red indicates a missed target.

« The target specified for each metric.
For information on setting targets, refer to "Data Analysis: Task, Project, and Backlog Tabs" on page 189.

For information about changing labels and changing which data displays, refer to "Customizing Your Data Display" on
page 13.

© 2021 Autotask Corporation | Page 170 of 197



‘A’ Autotask Professional Performance Analytics Workbooks

> oervices Automation Using the Projects Workbook

Task Trends

This tab provides information on project task trends over the previous ten weeks. It contains eighteen charts grouped into
five categories of task related data. Each chart displays a different aspect of the data from that category. The key metrics
at the top of the page give you a quick overview of the current status of project tasks.

The Project Trends tab provides project specific data. Refer to "Project Trends" on page 175.

@ More detailed descriptions of individual charts will be available at a later date.

@ In your workbook, hover over any point in a chart to see details for that point.

Opening Backlog

Opening Bacilog
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It's important to monitor trends in your task backlog, both on a day to day and long term basis. Is the backlog changing, or
staying steady over time? How does the number of open tasks compare to the number of hours estimated for those open
tasks? And, if you look at the Task Estimated Hours chart, how many estimated hours remain on tasks due within the next
2 weeks? Are some projects contributing more to the task backlog than other projects? If so, you'll want to know why. If
you have been taking steps to address a growing backlog, can you see the results over time?
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See how many hours were worked on tasks completed in the previous 10 weeks. How many of the total hours were
accrued by tasks that required over 40 hours of work, vs under 8 hours of work? If you have a spike in hours for one week,
it may be because a few tasks were completed that required a large number of hours. If an increasing number of hours are
recorded for individual tasks, it might be worth looking into. Are these tasks also running over estimate and over budget? If
not, it might still be worth while exploring whether the tasks should be broken down into smaller, more manageable tasks.

If you bill directly for task hours, you can see how many billable hours have been worked over the same time frame, and
compare that to the total hours worked.

@ The data for the demo workbook used for the image above does not include billable hours data for tasks.
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On Time and Budget
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Unlike tickets, tasks are often ongoing and cover a large number of estimated hours. Often it's more useful for project man-
agement to know whether tasks are completed on time and within budget than how many hours were logged. This section
offers a variety of ways to analyze how successfully your project managers are in meeting your task time and cost estim-
ates. Although an unusual spike or dip usually has a reasonable explanation, you should still check into it. Often the

answer is in the next chart.

For example, the "Overdue Tasks Completed - Average Overage Days" chart shows an unusually high overage (22.9
days) on May 18. If you look at the next chart, "Overdue Tasks Completed - Overage Ranges", you'll see that on May 18
only three overdue tasks were completed, but the overage for each of those tasks was more than 5 days.
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Project Managers
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The two charts in this section break down overdue and over estimate tickets by project lead (manager). You can see how
well different managers are doing in meeting deadlines, and how they compare with the other project managers. Be aware
that these charts don't reflect the overall number of tasks that each manager is responsible for. A low number of task for
one manager on either chart might indicate a low number of projects assigned. But if there is a consistent change over
time, for example, if the number of overdue or over estimate tasks begins to creep up steadily for one manager, especially
if the figures remain steady for the other managers, you should investigate further.

Tasks by Line of Business

| TasisBylineofBusiness |
Ower Due Tasks - By Line of Business | [over Estimate - By Line of Business.
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These two charts look at overdue tasks and over estimate tasks by line of business. Knowing whether projects in some
lines of business consistently cause tasks to be overdue or overestimate can help you plan future projects in these areas.
And if there is an upward trend in one line of business - you should look into it. It might just be from one particularly difficult
project, or it might signal a chronic issue, like insufficient resources with expertise in that are of business.
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Project Trends

This tab provides information on project trends over the previous ten weeks. The 28 charts on this page are organized into
five categories or project related data. The key metrics at the top of the page give you a quick overview of the current
status of your company's projects.

For Task data, refer to "Task Trends" on page 171.

@ In your workbook, hover over any point in a chart to see details for that point.

Opening Backlog
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As with tasks, it's important to be aware if and when you start to fall behind in the completion of projects, and why. These
four charts give you different perspectives on your project backlog. You can compare new projects to completed projects
by week, and follow the impact that has on backlog. You can view your backlog by project type to watch for changes in one
compared to the other. See how your estimated hours for new projects compare to completed projects by week, and mon-
itor changes in the backlog by week.

If your backlog is growing, are your teams falling behind in meeting deadlines? If so, why? Or are you adding new projects
faster than you can complete current projects? If so, is that temporary, as you finish up a few projects nearing their end?
Or will you need to bring in more resources to handle the growing work load?

Projects Completed - Above or Below Budget
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In these six charts, you can follow how well you are doing with meeting your estimated project budgets. It would be great if,
like the "company" that produced the data in these charts, all of your projects came in below budget! There is nothing in

the "# Projects Over Estimate", "Average Hours Over Estimate", or "Project Hours Over Estimate" charts. But realistically,
all companies at some time will see data there.

What you don't want to see is purple or turquoise lines in any of these charts - at least not consistently over time: purple =
40 to 80 hours over estimate and turquoise = more than 80 hours over. Of course, if you consistently have high numbers of
projects that are running over budget, you need to dig deeper and find out why. But even if only one project is behind and
over estimate, follow up on it. One large project over estimate can cost more than multiple small projects over estimate.

Projects Completed - Before or After End Date
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This section looks at projects completed in the last 10 weeks and displays data about projects completed before and after

due date. You can monitor the percentage of your projects completed on time and compare the number completed on time
and overdue.

Since there's more concern for overdue projects, four of the charts break down the overdue projects to display the number
of projects overdue by week and where they fall in the range of days overdue. You can also see the total days overdue for
completed projects and the average days overdue for projects completed each week. Overdue projects are more likely to

require extra work and therefore can run over budget. And, overdue projects can impact resource availability for upcoming
projects.

Projects by End Date (Due) - Above or Below Budget
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It's also important for you to monitor projects that are not yet complete that were due in the last 10 weeks to see what
impact this is having on budgets. It's possible for a project to be past due date and still under budget, especially if there

was some delay that prevented resources from logging time on the project. But more than likely, if you are past due date
you are close to or already over budget.

If you see that you have overdue projects that are still under budget, you may be able to take steps to keep them within
budget. If they are already over budget, you'll want to complete them as quickly as possible while keeping costs low.

Projects by End Date (Due) - Before or After End Date
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The final six charts on the Project Trends tab look at projects with end dates in the last 10 weeks. First the good news - you
can see the percent of projects due each week that were completed on or before due date. You can then see how many
projects were completed on time compared to those overdue. Still good news if you see more blue (total projects due and
on time) than red (total projects due and over due).

For the overdue projects, you can see how many projects due each week are overdue. Additional charts give you more
details about the number of overdue projects, for example, how many projects fall within the same range of days overdue,
the total days overdue for all project due each week and the average number of days overdue for projects due each week.

The last chart provides the total number of days overdue for projects by end dates, and then shows how many of the over-
due hours came from projects under 15 days overdue, 15 to 30 days overdue, 30 to 60, and then 90 days overdue. This
helps you dig a little deeper into where your overdue days are coming from. If you show a high number of project days over-
due for one week, are those hours coming from projects running 30-60 days overdue? Or 60 to 90 days? Or, maybe a num-
ber of projects ended and all were under 15 days overdue.
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Explore Tasks, Projects, and Overdue Tasks

The Explore Tasks, Projects, and Overdue tabs are interactive worksheets where you can drill down further into your
task, project, or overdue task data.
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Explore and Research

These worksheets include slicers that filter the task and project data so you can find out what's behind the trends you see
in the Project and Task Trends tabs. For example, on the Tasks Trend tab, if you see an unexpected spike in overdue
tasks due the week of June 8, you can dig deeper in the Explore Overdue Tasks tab.

Filter on overdue tasks and the week of June 8. Then, check the charts to find out important details. How many remaining
hours are associated with the overdue tasks? Maybe the remaining hours are very low because the resources have not
yet finished some minor details and closed out the tickets. That shouldn't have too great an impact on the projects, unless
those tasks are holding up other work. If the number of remaining hours is high, you'll want to know what projects, project
leads, and resources are associated with the overdue tasks, and how long it's been since work was done on the tasks. Are
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the remaining hours associated mostly with one project or resource, or are there a number of different projects with over-
due tasks? Are the tasks still being worked on regularly, or have they been put aside? And are there any tasks overdue
because no resource was assigned to them?

You can also use these tabs to quickly research project related questions. What accounts have open projects? Which pro-
jects are different resources assigned to? What is the differential between actual project hours vs estimated project hours
for all projects, one project, or all projects for one account?

Key Metrics

The upper left corner of each explore tab displays two or three key metrics. These key metrics reflect the filtered data on
the tab. When no filters are applied, these metrics and all the data on the tab represent all data from the data cache down-
load, for 10 weeks prior to the most recent data refresh.

Filter with slicers

Each tab has multiple slicers. Slicers are easy to use filters you can apply to data on the Explore tabs.You can combine as
many slicers as you need to focus on the data you want.

View a list of all tasks or tickets in the filtered data

Below the charts, a table lists all the projects or tasks included in the filtered data. The list updates immediately when you

apply or remove filters. The list includes details for each task or, for the Projects tab, each project.

In your workbook, hover over any point in a chart to see details for that point.

How to Explore

Review the available charts and filters. Most slicers (filter controls) appear across the top of the page and down the right
side of the page, except for the Overdue Tasks tab . On that tab the Accounts slicer is below the charts, just above the task
and projects list.

Decide which filters will focus in on the data that will be most useful. Then apply the filters. You can apply additional filters
on the results, and clear one or more filters at any time.

Apply Filters

Filters with longer lists of criteria provide a scroll bar to view the entire list.

« Click to select an option in the filter list.
To select multiple options, Ctrl + click multiple non-adjacent options in the list.

To select multiple adjacent options, click an option then Shift + click another option to select both options and all
items between them.

« To clear filters, click the filter icon next to the filter name.
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The charts update immediately and the Ticket count at the top of the page updates to reflect the number of tickets included
in the current data set. The ticket list below the charts updates to include only tickets that meet your selected criteria. You
can apply additional filters as needed.

Explore Tasks

On the Explore tasks tab, you can focus on specific data for all tasks. You can look for underlying causes and effects of the
trends shown in the Task Trends tab, or simply access data to help you make decisions and finalize management
strategies.

For example, a small project for a long time customer comes up unexpectedly. The duration is short and the estimated
hours are pretty low. You need to know the workload, or remaining hours, assigned to each of your teams to see if one of
the teams can take on this project. You can quickly click through the Project Lead slicers to filter the by individual project
leads. Then check the charts to get an idea of remaining hours for open tasks assigned to the team and the statuses of the
tasks.

The Explore Tasks tab has nine slicers and fifteen different charts. There are two key metrics at the top of the worksheet,
Projects and Tasks.
The Slicers

You can use the slicers to look at specific weeks, or you can choose any of the slicers to see only Completed or Open
tasks, or tasks by Project Lead or task Resources. Additional filter options include Estimated hours, Overdue tasks, Task
or Project Status, Created or Completed dates, and associated Project, account, or Line of Business. You can also look at
Last Activity by four different date ranges.

The Charts

The first chart, Tasks by Due Week (End Date) gives you an idea of the work load for tasks with end dates that fall within
the indicated weeks. You can see how many tasks have due dates within the specified week, and two line that compare
the estimated and remaining hours for those tasks.

Tasks by Due Week (End Date)
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The first of the next three charts simply shows the count of tasks due. The next shows completed tasks, and breaks the
data into tasks under or over estimate, or without an estimates. And the third shows where tasks fall in four different date
ranges for when the last activity was logged on a task.
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Five more charts present the top five task statuses, project statuses, lines of business, resources, and project leads by the

number of tasks in each category. Additional charts provide information on tasks by project type, create week, close week,
and overdue status.
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The final four charts focus on resources and clients. They display the top fifteen resources or clients based on the number
of assigned tasks.
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Resources and Clients
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Explore Projects

While it is important to carefully monitor project tasks to be sure they are assigned, worked on, and completed on time and
under estimate, you should also look at projects overall. With the Explore Projects tab charts, you can stay on top of cur-
rent projects and delve into past projects to check on details in areas like project types, accounts, resources, and lines of
business. You can quickly filter to view projects completed in the last ten weeks. You can then filter by overdue to check on

projects that were overdue when completed. And you can look at open, overdue projects, check remaining hours, and
determine the project lead for overdue projects.

The Explore Projects tab has twenty slicers and fifteen charts. There are two key metrics at the top of the worksheet, Pro-

jects and Remaining Hours. Remaining hours equals the total hours remaining for all projects included in the filtered dis-
play.
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The Slicers

You can use the slicers to narrow the display to include only specific Projects, or Client or Internal projects, Completed or
Open projects, projects of specified Statuses, associated Accounts, Departments, or Lines of Business. You can also filter
by year, or month and year, that the project ended, or started. You can look at projects by Percent Complete or Duration,
how many days Overdue they are, and when they were last Updated. And you can determine which projects are over or
under estimate and, and if over estimate, by how many hours.

The Charts

The first chart presents Projects by end dates. In addition to the project count, you can see the estimated hours and
remaining hours for the projects included in the count. This gives you a good overall sense of how your projects are doing
at this point in time. If you see any spikes or dips in progress, you can look deeper into the specifics.
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The next fourteen charts let you look at projects by different criteria important to project management.
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You can view project count by Status, project Type, the length of project (Duration), how many are Complete, and how
close, by percentage, the incomplete projects are to completion. View project Start and End dates. You can monitor how
projects are doing in terms of Actual Hours vs. Estimated Hours, how many projects are currently Over Estimate (and by
how many hours) and for overdue projects, how many Days Overdue.

Three charts display project count for the top five by Project Lead, Departments, or Line of Business. Apply additional fil-
ters to see how many, if any, of the project leads with the top 5 count for project assigned also have overdue projects and
how many days overdue. Are any of the top 5 project leads overextended?

Explore Overdue

Information on all tasks and projects is critical for long term management and planning, but to keep on top of your open pro-
jects and day to day operations, you need data on what is overdue. The Overdue tab focuses specifically on overdue

tasks. It's not enough to know how many overdue tasks there are, or even to know when they were due and what the estim-
ated overdue hours are. You need to learn more about those overdue tasks to manage their completion as efficiently as
possible. You need to know details.

The Explore Overdue tab has seven slicers and eight charts designed to provide useful details about your overdue tasks.
There are also two tables that display the resources with the highest number of remaining hours on overdue tasks, and the
projects with the highest number of overdue hours remaining. The Overdue tab has three key metrics displayed: Projects
(with overdue tasks), Tasks (associated with projects with overdue tasks - not all these tasks are overdue), and remaining
hours (estimated hours left on overdue tasks).
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The Slicers

There are fourteen slicers on this tab. The data i s already filtered to display data on tasks that are open with a due date in
the past. Starting from that point, you can filter on Project Type, Project Lead, Task Resource, Project Status, Task Status,
and Account.

@ The Account slicer is below the charts

You can also filter on when tasks were due by Year, Month, and Week as well as Project End date. You may also want to
narrow your display to tasks overdue by thirty days, or eight to thirty or less than eight days. You can filter by last activity
date to find out which overdue tasks are actively being worked on maybe you'll find that a number of tasks are not being
worked on because the work is done - but the resource never marked the task as complete. Or, maybe the customer put a
hold on the work for some reason. Finally, it might be useful for project planning to learn if there is any correlation between
overdue tasks and the line of business associated with the project, or the department to which the project is assigned.

The Charts
There are nine charts and two tables on this tab.

The first table provides a general count of Tasks over time by the month in which they were or will be due. All tasks pre-
vious to the current month are overdue. You can see both the count of tasks and the remaining hours for overdue tasks
and tasks coming due in the upcoming months.

To make a realistic assessment of the upcoming workload, the remaining hours are more critical than the number of tasks.
Ten small tasks can have less impact on your resource availability than two tasks with 20 or more hours remaining.

Owerdue Tasks by Month Due (End Date)
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The variety of charts on the Overdue tab is similar to the charts on the Explore Tasks page. You can use them to monitor
the number of tasks that were due each week over the previous weeks, or to see which five project leads have the highest
number of remaining task hours. You can also view the count of tasks by Task Status and Project Status, number of Days
Overdue and since Last Activity, or by Line of Business or Department. Do you see any unusual trends or spiked in any of
the charts? Does one week stand out for having a high number of tasks or remaining hours overdue? Is there one project
lead whose count of overdue hours is unusually high? You may then want to apply filter the data by that week or that pro-
ject lead to learn more.
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The Tables

This tab also includes two tables in addition to the main list of all tasks included in the display data. Tables provide a ref-
erence list that includes multiple details. The Overdue Tasks by Resource table shows you immediately which resources
have the top ten highest counts of remaining task hours. And, if there is a line with no resource name, the number of hours
and tasks on that line are not assigned to any resource.

The Overdue Tasks by Project table displays which projects have the top ten highest count of overdue tasks hours. The
Project name column also displays the Account name.

Both tables display a line item count of Remaining Hours, Tasks, and Average Days Overdue. You can click a column

header to access the column sorter.
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Data Analysis: Task, Project, and Backlog Tabs

The Projects workbook includes three data analysis tabs: Task Analysis, Project Analysis, and Backlog Analysis. All three
present, in spreadsheet form, the raw data that populates the Project Analytics workbook charts.

Task Analysis

On this worksheet you can view the raw numbers for all the data for all the tasks in your current data download. Data is
presented by Current Week, Last Week, Previous Week, Last 4 Weeks, Previous 4 Weeks (weeks before last 4 weeks)
and by week for all 10 weeks included in the data set.

Metrics that Matter

The first 10 lines of data represent key metrics for project task management. Selected rows from this data provide some of
the raw data for the table on the Metrics that Matter tab. The Metrics that Matter tab also draws from the Project Analysis
tab.

¥,
{j You can, if you want, change the labels for these values. Simply click in the label cell and update.

You also set the target value and target type for these metrics on this tab. See "Setting Metric Targets" on page 191.

TASK ANALYSIS
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Additional Data

On this worksheet you can view the raw numbers for all the data for all tasks in your current data download. Data is presen-
ted by Current Week, Last Week, Previous Week, Last 4 Weeks, Previous 4 Weeks (weeks before last 4 weeks) and by
week for all 10 weeks included in the data set.

The additional data in this worksheet is presented in groups: Opening Balances, Tasks Started, Tickets Completed, and
Quality, that is, Completed Tasks Overdue, Overage (number of days overdue), Over Estimate, and Estimated Hours vari-
ance, that is, the number of hours over estimate. Each group is further grouped by criteria like Queue, Source, Group, etc.
and then sorted by the options available for each group.
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A simple weekly trend spark graph is presented for each line and totals are provided for each group.

Project Analysis

On this worksheet you can view the raw numbers for all the data for all projects in your current data download. Data is
presented by Current Week, Last Week, Previous Week, Last 4 Weeks, Previous 4 Weeks (weeks before last 4 weeks)
and by week for all 10 weeks included in the data set.

Metrics that Matter

The first 10 lines of data represent key metrics for project management. Selected rows from this data provide some of the
raw data for the table on the Metrics that Matter tab. The Metrics that Matter tab also draws from the Task Analysis tab.

- 3
iﬁ You can, if you want, change the labels for these values. Simply click in the label cell and update.

You also set the target value and target type for these metrics on this tab. See "Setting Metric Targets" on page 191.

PROJECT ANALYSIS

Met Week Current Last Prev Last 4 Prev 4

Target Trend Week Week Week Weeks Weeks 30-Mar  6-aApr
Metrics That Matter Aug Avg
Open Projects — 15 3z 1n 13 4 ¥ 1
Projects Started F— —" 9 8 % 43 44 4 18
Projects Completed f— . 2 1 1 1
Proj Compisted Over Estimate TR e
Proj Compieted Over Due — AT . . 1 1 1 . .
Open Client Projects T sads 1900 3000%  2950%  2118% 19 19
Average Duration of Starting Projects N 50.0 109.0 1070 107.5 9.2 50.0 T8.5
Avg Mours Over Estimate for Completed Projects " emivio: T SDIVIDE T SDIVAD! TEDIVID! SDINAO! TSDIVIOL SDIVIO!
Projects Completed Under Estimate F— . . 2 1 0 1.0
% of Tasks Completed Ontime T - - -

Additional Data

The additional data in this worksheet is presented in groups: Opening Balances, Projects Started, Projects Completed,
and Projects Due. Projects due includes sub-sets for projects under and over estimate, projects due, days over due, and
completed projects over due and on time.

A simple weekly trend spark graph is presented for each line and totals are provided for each group.

Backlog Analysis

The Backlog Analysis tab is similar to the Task and Project Analysis tabs with one very important difference. Instead of
viewing the project and task data over time, this table presents the data by Project Lead and Resource. For each metric,
you can quickly see how many, if any, of the projects or tasks in that metric are associated with each project lead or
resource.
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For example, looking at Open Tasks by Department, Client Services, you can see the total open tasks associated with that
department and the count of those tasks associated with each project lead and resource. This tab provides a quick assess-
ment of total project assignments for each project lead, and task assignments for each project lead and resource. You can
also easily monitor, by resource, overdue tasks, range of hours required to compete tasks, and percent of tasks completed
on time or overdue.

1. To enter or remove your project leads and resources, first save a backup copy of your workbook.
. On the Backlog Analysis tab, click the Criteria button.
In row 7, click the cell in the column where you want to add a name.

2

3

4. Type the name in the function field.

5. Repeat as needed for additional names.
6

. Click the Criteria button and then Save.

Setting Metric Targets

On the Task Analysis and Project Analysis tabs, you set target values for key task and project metrics. Some of these met-
rics appear in the table on the Metrics tab. The target value appears in the chart in the Metrics that Matter table and drives
the graphics that indicate whether or not you have met your target.

You also set a Type for each task or project target: Over, Under, or None.
« Over indicates that your goal is to meet or exceed the plan target.
« Under indicates that you want to stay below the target value.
« None applies no type.

For example, you want to keep your overdue tasks under a certain number, so, for Overdue Tasks, you would select under
as the target type, because you want to stay under the plan target.

Set Target Value

1. Save a backup copy of your workbook.

2. Inyour workbook, click the appropriate Analysistab.

3. Inthe worksheet, scroll to right to find the column labeled Target Type. It should be column AN, or close to AN (the
worksheets can vary slightly between workbooks).

4. Scroll down to the row for the first set of values you want to enter.

5. Inthatrow, click in the Target Type cell and you will see a down arrow.

6. Click the arrow to open the menu and select your preference: Over, Under, or None.

7. Tothe left of Target Type is the column labeled Target Value.

8. Find the metric for which you want to set the target value and click in the cell where the metric row and Target Value

column intersect.

9. Enterthe Target value for that row.
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10. Save the workbook.

11. Repeat Steps 3 through 9 for each additional row to which you want to add target values.
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Frequently Asked Questions - FAQs

1. Can | save my workbook password so | do not have to enter it every time | refresh my
data?

Yes, you can save your password in Excel under Data > Connections. You must save the password for each workbook
you use. For instructions on how to save your password, refer to "Save Your Password (Optional)" on page 9.

2. How do | password protect my workbooks at the Excel file level?

1. Open your workbook in Excel and click File.

2. Click the Protect Workbook icon to open the menu.

3. Select Encrypt with Password.

4. Follow the instructions to add a password for the file.

5. Save the workbook.
3. How do I filter my ticket data to exclude data | do not need, like sales queues or issue
types that are not part of my customer related activity?

The service workbooks automatically download data for all of your tickets. If you don't want to include all tickets, you can fil-
ter the downloaded data using an Advanced Where clause. You can add the clause on the Config tab.

For details, watch this short video: How to exclude data from the service workbook http://www.y-
outube.com/watch?v=FCUHehN50K8

Or refer to "Add or Update an Advanced Where Clause" on page 20.

oy
au:; Just a reminder: Always save a backup copy of your original workbook before you make changes.

4. Can | have different versions of the performance workbooks targeted for different teams?
Yes, you can save multiple versions of your workbook.

1. Filter the data as needed using the Advanced Where clause (see question 3) and make any additional changes you
want to the workbook charts.

2. Save the workbook file under a different name.
You can save as many "custom" versions as you need.

5. How do | change the ranges in my charts (1-7 days, 8-14 days etc.) so | see what | need?

You can change the data ranges and many other parameters in your charts. You can also change the labels. You make
these changes once in the Ticket Analysis tab and the changes then update in every page in the workbook (and in any
linked charts in PowerPoint presentations).

« Inthe Ticket Analysis page, click the Criteria button on the top right to view customizable options.
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For more information, view the following short video - Performance Dashboards: Configure Your Trending Criteria
http://www.youtube.com/watch?v=5YiGatZ_jEM

Or refer to "Customizing Your Data Display" on page 13.

a‘!?

u: Always make a backup of your workbook before you make changes.

6. Sometimes | see ### marks instead of numbers? Why does that happen and how can |
correct it?

This is usually due to display/cell size issues; that is, the number is too large (too many characters) to fit in the cell at the
given screen resolution. To correct this, select the content and reduce the font size so all the characters can fit.

7. How do | embed a linked chart from my workbook in my PowerPoint presentation?

It's easy to put a chart from workbook into a PowerPoint presentation. If you add the chart as a linked object, you can
quickly update your presentation data directly from the workbook.

¥, The sample PowerPoint presentation, Executive_meeting.pptx, sent with your workbook files and credentials, already
4 includes a number of charts from the Weekly Analysis Service workbook.

1. Select and copy a chart in your workbook (CTRL+C).

2. Click in the PowerPoint slide where you want the chart.

3. Inthe Home ribbon, click to open the Paste menu and select Eﬁ‘ (Keep Source Formatting and Link Object).
Refer to "Add Linked Charts to PowerPoint Presentations" on page 22.
8. How do | create static reports (PDFs) | can share with customers?

1. Select the view you would like to publish.

2. Under “Save As”, select the format PDF.

9. How do | change chart types, colors and settings so | can make the charts look the way |
want?

1. Save a backup copy of your workbook.
2. Right-click in the chart you wish to modify to display options menu.

3. Select Change Chart type and follow the steps to achieve the desired type and style.
For more details, refer to "Customizing Your Data Display" on page 13.

10. How often can | refresh my workbook?

The Workbook data cache is updated once every 24 hours. As such, you can update the workbook once daily and your
analysis will be valid for that day. For more information, refer to "About the Workbooks Data Cache" on page 195.
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About the Workbooks Data Cache

When you configure an Autotask workbook, and every time you refresh your data, you access the Dashboard Data Cache.
The Data Cache includes a select group of data views that map to one or more tables in your Autotask database.

The views contain only the data used to populate the Performance Dashboard workbooks. Because the workbooks

access only a small segment of your database, you can quickly download data to your computer and work locally.

The Dashboard Data Cache is a unique set of data views. It is not related to the Autotask Report Data Warehouse.
Autotask does not support any use of the Dashboard Data Cache in a SQL reporting environment. If you require
full access to a SQL based environment, please contact your Account Manager for information on acquiring access
to the Autotask Report Data Warehouse.

The Dashboard Data Cache is a contract based service. Your Data Cache login credentials allow access to only your com-
pany's Autotask data. You cannot share your workbook with other Autotask users.

Data Refresh Times

You refresh your workbook data directly from the Dashboard Data Cache. Currently, the Data Cache is automatically
refreshed daily from a backup of your production database. Refresh time occurs as follows:

» Between 1AM and 5 AMEDT
« Between 1 AM and 5 AM GMT for customers hosted through our LON Data Center.
To be sure you get the most current data when you refresh, and to avoid potential disruption of your workbook refresh pro-

cess, do not attempt to refresh during this time.

@ If you must refresh regularly during this time period, please contact your Autotask Account Manager to arrange for
a specific Dashboard Data Cache refresh time.
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Contacting Customer Support

Autotask does not provide individual training or customization for Performance Analytics Workbooks.

Before contacting support, please review the information in this PDF document, especially "Get Started with Performance
Analytics" on page 6, "Frequently Asked Questions - FAQs" on page 193, and "About the Workbooks Data Cache" on
page 195.

If you have difficulty accessing the Workbooks Data cache, or to report a technical problem with your Workbook, please
contact Datto Customer Support.

When we create a ticket, it will consume one of your annual support incidents. If you do not know the details of your
company’s Support Package, please contact your Account Manager.

Using the Client Portal
Access the Client Portal.

All Autotask customers have access to the Client Portal, where you can create a support ticket. It is also the most effective
and convenient way for you to receive updates on the progress of your Support requests.

Requests submitted electronically are queued and handled in the order they are received. Our Support team will provide
its initial correspondence on the ticket and via email to the customer contact. We will use this first contact to provide a res-
olution or to request more details. If additional research is required, your ticket will be annotated, prioritized and routed to
our team.

Account Champions are provided with the required Client Portal credentials upon completion of their Implementation.
Non-champions can gain access to the portal through their Account Champion. If you are the Account Champion and do
not yet have access to the portal, please reach out to our Support team for assistance.

How many support incidents are you entitled to per year?

The annual number of support incidents Autotask will handle free of charge is spelled out in your Autotask contract. The
number of incidents is decremented as you utilize our support services. If we determine that your support incident is
related to a bug in the software, your allotment of incidents will not be decremented. Autotask Client Services has the sole
discretion of what constitutes a support incident within the scope of Support.

If you have any questions regarding your company’s Support Package, service levels, specific training options, or any
other service or support needs, please contact your Account Manager.

To maximize your support incidents, Autotask recommends that you select a Champion who becomes your internal
- focus point for use of Autotask products, and can assist in developing proper workflows, your own internal standard oper-
@ 5 ating procedures, and reviewing and raising issues as needed to Autotask Product Support. Typically Autotask will direct
our communications regarding updates, release schedules, new education offerings, etc., to Champions as a primary

point of contact at your company. Access to the PSA Client Portal is controlled by each customer’s Autotask Champion.

What are your (the customer's or partner's) responsibilities?

Autotask's obligation to provide Support is contingent upon the customer:
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« Using the Autotask resources; Community, Training, and Online Help to research topics and potential resolutions
prior to submitting an incident

« Making reasonable efforts to resolve any Incident after obtaining a proposed resolution from Autotask

« Using best efforts to provide Autotask, at the reasonable request of Autotask, with data, information, assistance,
and/or materials as necessary

« Eliminating the potential conflict on non-Autotask products interfering with Autotask product operation

« Ensuring that the local operating environment is working correctly and any issue that may be experienced is not
caused by a network or facilities failure
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