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Login into QuickMetrix
Open the URL (https://inbox.quickmetrix.com/)in your web browser. The site shows the

Login screen, which is used to authenticate a user. Type in your Login ID and password into
the according fields. Hit the ‘Sign In’ button or press <Enter> on your keyboard to login.

Log in to your account

Forgot password?

Getting Started

General Overview of the User Interface

Once configured, the screen is divided into functional parts which are explained here:

T, ik E

Dashboard I 0,001 2020 0000 - T NI0-T3R I

W Followers
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(1) List Operations
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The List provides different icons such as Fullscreen, Social Media Authentication (Twitter,
Facebook, etc — Login’s so that response mgmt. is enabled) Configuration, Layout,
Contact Support, etc.

How to authenticate?

Below are the steps for authentication.

Sccial Media Authentication

1) Click on Human/profile icon in the right top corner and then click on ‘Social Media
Authentication’ as shown below.

2) You will be able to see all the platforms listed. Click on Facebook and below screen
will appear.

Ei Add Facebock FanPage

Add a Facebook Page

QuickMetrix needs
to Facebook-on you n, you must be

i -

Please proceed and follow the further instructions making sure that authentication is done
from the Admin credentials selecting the correct fan page and giving the permissions to
QuickMetrix.

Likewise click on Twitter and follow the same process for authentication (Same process to
be followed for all platforms)

Once the platforms are authenticated, page would refresh, and the icon would turn green.

Social Media Authentication

Authentication Status

Ei Facebook [

Bl Twitter [ ]
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(2) Settings

A @ setting is an adjustment in QuickMetrix software that adjusts it to the user's
preference.

The setting includes elements such as Custom Report, Layout, Notes label, Tags, Tags
Report, etc.

1) Social Inbox layout

1} Layout

Now there is an option to change the layout as per your preference.
Under Settings > Click on Layout > By default the hover effect option will be selected.
You can uncheck this option and then hit submit as shown in the above image.

2) Add Brand Logo

Brand Logo (URL) Field is Empt

Now you can add Brand logo from settings

Under Settings> Click on Layout> Insert the Brand Logo URL (JPEG / PNG) and click on
submit (for e.g.:- https://gm.quickmetrix.com/img/gmlogonew.png) . Refer the above
image.

Once done, please re-login for the changes to take place.

3)Twitter Influencers Followers count

ITwitter Influencers Followers count Field Is Empty

Under Settings> Click on Layout> Insert the Twitter Influencers Followers count
(For e.g.: - 1000)
You would be able to see followers count is red for Twitter Influencers with 1000 and above.

4)Charts Theme & Default View

Default View Standard v

Select Category

Social Inbox

Change the chart theme are per your choice of theme
Under Settings>Click on layout> Charts Theme- select the theme of your choice

Also, can change ‘Default View’ which selected as Standard Dashboard you can select it to
social Inbox.
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(3) Brand

QuickMetrix v

QuickMetrix [ 2]

AdTech
QuickMetrix Insta

ShareChat

This area of the screen is dedicated to display main brand and other topic/ competitive
brands.

(4) Date & Time Range

21 Jul 2022 00:00 - 27 Jul 2022 23:59

The Date Range selector appears at the top right that allows you to select date
and time for analysis. By default, the date range will be set to the past 7 days, but this can
be changed at any time by selecting the date range and clicking on apply button.

Today
Yesterday
Last 7 Days
Last 30 Days

This Month

Last Month

Custom Range

[Note: - For dates at the beginning of a range, the default time is 00:00:00 (midnight). For dates at the end of

a range the default time is 11:59:59pm. The date range can be selected up to 3 months.]

(5) Tabs (Dashboard, Social Inbox, Reports, Trending, etc)

Trending

Publish

The Tabs are located on the left side of the content area and allow you to perform different
actions, depending on what is being shown or selected in the content part of the window.
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Detailed Information about all topics
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Dashboard

The page which displays live content.

(1) Online Platforms

Data from multiple online platforms are viewed on the dashboard for the selected date
range. That represents the number of conversations. Listening from social media platforms
— Twitter, Facebook, YouTube, Instagram, LinkedIn, News etc.

Media Coverage for Listening and Limitations

Twitter- Data Collection is permissible for twitter brand and competitors posts like Brand
Posts, Influencers/ other Posts, Replies, Retweets, Reach and Impressions. Twitter
provides 30 days historical by default. Twitter DM (direct messages) and Publishing are
accessible on QuickMetrix after authenticating twitter brand account through QuickMetrix.
In twitter, like (heart) and retweet button is only available for logged in users, like button is
not available for retweets. Furthermore, you can reply to the DM and replies through
QuickMetrix once the twitter account is authenticated. Twitter canned responses work only
for logged in users.

Facebook — Data Collection is possible for Facebook fan pages of Brand and competitors
and not personal FB pages. By default, 30 days of historical data is obtained for
Facebook. Dark posts/Advts & its comments can be tracked for FB after authentication.
Posts available on Facebook without authentication are brand posts and comments.
(Facebook will not provide the names of the people making the comments as Facebook
requires admin authentication for giving those details. Hence for competition, all comments
will be shown as from 'Facebook User')
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Posts and charts visible after authentication of the brand page on QuickMetrix are as
follows: -

e Posts — Comments with FB usernames, Facebook DM (Facebook
messenger), advertising posts, reply to DM or Comments from the
QuickMetrix tool, Can Publish posts through QuickMetrix. Video
view/Reach/impressions is for logged in users. FB canned responses
works only for logged in users

e Charts/Reports — The charts/Reports that get noticeable after
authentication are: -

a. Page Reach by Age and Gender
Page Impressions Type

Brand post Reach by Day

Page Reach by City

Page Reach by Country

Page Engagement by Type
Page Engagement Daily

S@ "o a0 T

Reaction Classification Report

FB others — Information is provided by QuickMetrix for whatever conversations are
happening around the brand on other fan pages.

YouTube — QuickMetrix will be able to get the data from Brand and competition channels
for the videos and the engagement for the same. YouTube canned responses work only
for logged in users

Instagram — Brand owned pages data is only available for Instagram. The Instagram
account needs to be authenticated to get the data and reports for Instagram. You can see
Instagram followers from the day you have configured into QuickMetrix. You cannot see
historical followers. Instagram DM, Advts/dark posts, IGTV videos and boosted posts
cannot be seen in QuickMetrix even after authentication. Instagram will provide limited
data for competition brands as all data is provided only for authenticated admin handles.
Instagram publishing works only from the phone. Instagram permits hashtag tracking only
for the last 24 hours.

Only brand post data is permitted by Instagram for non-authenticated handles/ competitors
since January 2021. Follower’s count would be available only for authenticated handles.

LinkedIn — Company pages data is only available for LinkedIn. No data for competitions.
Only company pages can be crawled and not personal LinkedIn pages. LinkedIn canned
responses work only for logged in users

News and Forums — Data collection for online news and forums sites is based on
keywords configured in the login. E-commerce sites for product reviews can be configured,
under forums.
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Time lag
Platforms Minimum Maximum
Twitter 3 minutes 5 minutes
Facebook Posts 4 seconds 4 minutes
Facebook Comments 4 seconds 4 minutes
Twitter DM immediately immediately
Facebook Message 5seconds 1 minute
Facebook Reviews 5 minutes 5 minutes
Facebook Review comments 5 minutes 5 minutes
Facebook Promotional Posts 10 seconds 3 minutes
Facebook tagged posts 10 seconds 4 minutes

Limits & Limitations

1. For Social Media Platforms:

Vi.

Vii.

viil.

Crawling possible for - Twitter (100% - For brand & competition), Facebook
(fan pages of brand & competition), LinkedIn and Instagram (Only Brand
Owned pages), YouTube (100%)

Possibilities on Competition Tracking:

Facebook - Yes but Facebook will not provide the names of the people
making the comments as Facebook requires admin authentication for giving
those details. Hence for competition all comments will be shown as from
'Facebook User'

Facebook messenger cannot be tracked for competition as it also requires
authentication

LinkedIn - Brand Posts and Comments on Brand posts are being tracked. As
of 1st May 2021, LinkedIn also allows to track tagged posts will show up only
if the user has mentioned brand handle on their main post (not on
comments). No data for competitions. Only company pages can be crawled
and not personal LinkedIn pages. LinkedIn canned responses work only for
logged in users.

YouTube: Yes, QuickMetrix will be able to get the data from competition
channels for the videos and the engagement for the same. Keyword listening
also applicable on YouTube.

Instagram: Instagram DM, Historical, Advts/dark posts, IGTV videos and
boosted posts cannot be seen in QuickMetrix even after authentication.

Instagram will provide limited data for competition brands as all data is
provided only for authenticated admin handles. The data for competitors will
be provide only if the main account’s/Brand accounts Instagram account is
authenticated which is mandatory.

Instagram publishing works only from the phone.

10
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X. Instagram permits hashtag tracking only for the last 24 hours.
2. For Crawling News portals, Discussion Forums, & Blogs:

i. QuickMetrix has a crawling engine that will crawl sites and fetch data based
on keywords. The list of platforms that QuickMetrix currently crawls is
attached in Annexure 2 of this document.

ii. Thislistis a dynamic list as QuickMetrix team will keep adding more portals
to this list based on the relevance and client inputs and some portals may be
removed due a change in their policy on providing data to crawling engines.

(2) Daily Volume Chatter

Chatter volume (Includes all platforms except messages) for the brand can be seen for a
week duration in the daily volume chatter. Which helps understand the increase and
decrease in the conversation volume happen in a week. It also includes the Tonality, FB
Likes, FB Talking about & Twitter Followers count.

» Tonality - Tonality scoring involves detecting sentiment-bearing terms, determining
their contextual polarity and their intensity and then computing an aggregate value
for the message or sentiment object of interest.

Tonality =Total Positive Sentiments/ (Total Positive Sentiments + Total Negative
Sentiments)

* FB Talking about - This is actual number of people who are engaged and
interacting with that Facebook Page. This people who actually come back to the
page after liking the page. This includes activities such as comments, likes to a
post, shares, etc by visitors to the page

(3) Recent Posts (Across all platforms)

Chatter box shows real time quick updates for the people talking over brand

(4) News

Mention of brand/person in the real-time update from any specific news portal is shown on
the top

(5) Breakup by Media

Break up by media navigates you to see where your brand is performing more on social
platforms

(6) Twitter Trending'’s

Twitter trending highlights the tweet’s trending for the brand

11
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Social Inbox

Social inbox will comprise all the conversation from brand and people talking about it on
various platforms

E QUICK Y |QUICK 4]
METRIX METRIX o
- Social Inbox QuickMetrix v 28 Oct 2020 00:00 - 26 Nov 2020 23:59
TableView  ThemeView  Wall | °

[ Ashok Agarwala: ashok
@ k. Qbellandur

I8@gmail.com * Replied to @AgarwalBAshok
2880598

1 QM-error-31 & QuickMetrix Agent1
https://t.co/PDD3TkDew: Hittps://t.co/wEiiZxBCMe
NPX

“ ® T @O = = Z * © = B

. D Avinash Hegde t3 Retweeted @QuickMetrix
e ° 6 @Bangiore. India

(1) Filters
: 4

Filters can be used for different views. Apply filters for analysis

> Basic

Different actions can be performed using ‘Basic Filters’

Basic

Brand ~ Media «

Search Text Search Location Search Note
Sentiment

all Positive Megative Meutral
Gender

o All Male Female

12
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Conversation can be tracked with brand, Media, Search Text, Search Location, Search
Note, Sentiment and Gender. which helps for quality purpose, various actions like hide
retweet, hide repeated users can be used for better conversation count.

Filter brand can help to do competitor analysis on various places

Search:

e Various keywords and phrases can be searched through search text

e Display/Screen name can be searched in 'Search Text' for Facebook and Twitter by
using 'from:@handle’.

e Conversation can be tracked geographic specific region through search location

Note: - News and forums are not a part of social media platform hence they need to check separately.

Selecting competitor will not merge data in social inbox but will reflect data on reports.

» Advanced

Post Type ~ User Al S

Emai Tiket Status ~ Using Advanced filters helps you with more effective

Email Ticket Assigned To ~ analySiS.

e - Get in depth slicing and dicing of the conversation

Importance ~ Readrunread - with the help of advanced filter like Post Type, User,
Tickst Priority Langusge Tags, CRM etc. Combination of basic and advanced

Ticket Priority ~ Language ~

filters is also possible

| Rating H

» Themes

Themes Filters are used for ‘Theme view’ to analyze the dept of phrases.

Theme Type Quick — Ignore 'Other Topics'
15 Increase or Decrease Word count of theme
- no.of Themes ' title (high/low)

Maximum phrases
per label

L

13
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» Predefined Filters

Predefined Filters is used to save a repeatedly used filter for quick filtering.

» Select the filters you wish to apply and click on ‘Save Filter’

* Give a ‘Name’ to the filter you wish to save with. Add description if needed.

* By Selecting the Default box, the filters would be set to default. So, whenever a
user login’s the filter would be applied by default.

Save Filter As <
Name
Negative Filters
Description
| | Default

* Re- login to see the predefined filter.

Predefined Filters

Filters Not Selected $

In filters- Select the predefined filter and click on apply. The Filters would be applied.

- UICK 5 UICK
- ORix & V7 &R
2 Social Inbox QuickMetrix ~ 01 Dec 2020 00:00 - 07 Dec 2020 23:59

[Sentiment : Negative X | [[Post User : Ignorebrandpost X | [ Post Type ! Tagged mentionsonly X |

Table View Theme View Wall @)

14
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(2) Types of views

Theme View

Table View

Wall

This is an overview for all the conversation made by consumer from all social media

platforms

» List View

List View to see details of all conversations

T % © = B D m i

This helps to delete the
(=] conversation from the
QuickMetrix software
and not from social
media platforms

- Using this icon, it
= directly opens the post
on any platform used

Brand can use this
action to re-tweet any
of the posts

Using this action, the
-, earlier conversation of
the user can be seen
for the brand

This is one of the key
@ features to tag posts
naming complaints,
service, lead and can
be designed as per
campaign.

1% Retwest

Functions

A Conversation can also be
translated into English, if
written in regional language

Ticket — Auto Assign to Agent
for action. These is one of the
key features which is used for
ORM (Online Reputation)
purpose.

(Additional features)

Mark as Important — Click on
the star icon to mark the
conversation as important.
Click Mark as

Read or Mark as Unread.

Time the post has been posted

15
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It allows to track the
conversation easily

This is used as a
note/reminder for
future purpose

Activity Audit - View
the activities related to
sentiments, tags and
responses

Send Email Ticket to
specified contacts for
information/ action

» Email Ticketing

#' Change Sentiment

ol

v

Sentiment, can be seen here.

Source Platform — Through
which you can on which
platform the conversation/ post
is from

Reply directly to the
comments/replies from
QuickMetrix Platform. ( Note:-
Only authenticated users can get
this reply icon)

A simple yet effective workflow has been built in QuickMetrix to track the lifecycle

e from when the social media person routes a post to a department (Open)

e receiving an appropriate response from them (in progress)

¢ and then finally closing the cycle by sending that ad verbatim response to the customer (closed)

1) Click on ‘Settings’ at the top right side of the dashboard and then click on Email ticket option.

UICK
E Qme'rmx

General Settings

2HY

]
11 Dec:2021 000017 Dec 2021 2359

o

2) Click on ‘Add’ to input email Id’s in ‘To’ and ‘CC’, also you can upload the email Id’s in bulk.

3) Once the Id’s are added you can delete them or form a group with those ID’s for easy access.

4) After adding the Id’s, go back to the social Inbox —‘List View’ the Email ticket icon would be
highlighted. Clicking on the Ticket icon opens up a list of Email 1d’

5) The selected post can be sent to multiple email ids for resolution or detailed response to be sent to

customer.

16
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6)

7)

8)

T0

Email ticket

Send cover note only

Cover note

The recipient sees it as a regular email (Outlook, Lotus Notes, Gmail, etc.) and requires neither

access to the brand’s social platforms nor to QuickMetrix

Once the is sent, the icon changes colour to notify that the post has been emailed for the ‘official’

response

The recipient sees the post as an email and has to respond without changing the subject line.

Customer care-QuickMetrix Alert Ticket : QM-Testing-E168 »

@ matljertspauielmetricom

9) The concerned team received the text of the case as a standard email. When they respond to it, the

ticket is ‘in progress’

10) To view the response. Again, the changed colour of the icon indicates that a response has been

received.

11) Clicking the icon shows the response sent from the concerned email is, which may be copy pasted

and sent to the customer, with closure remarks, if any

17
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{2 PritwiKalra 8 Repled to Twiter user
@ banglore

= OM-Testing-E168 & riddhi kamatipquickmetrix.com

® 4 @ == & 6 F D m !

12) The reply from concerned team is received in QuickMetrix. When the same is copy pasted and sent

to customer, the ticket is ‘closed’

13) The audit flow can be check from the Email Ticket report under ORM Report.

Email Ticket Report

» Table View

List View Table View Theme View Wall

Note: Double click on any row to see the post in "List View".

" 06 tries
Show| 100 & et Showing 110 6 of & entries

(@ [w](=]

Download

Sentiment || Delste

Select All | esalact

( C_i'\\

Table View to see list of conversations in bulk

« Table view shows the same data in tabular format.

» This is provided for the user to drive productivity when working with large volumes

of data

+ Ability to select multiple data points like in excel sheet and perform different

activities on the same such as:

18
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v/ Sentiment change

v' Tag the conversation

v' Mail to internal or external team
v Delete the conversations

* Any content can be quickly searched by using the top row as filter. Just start typing
on any column and QuickMetrix will start filtering the content in real time

» Theme View

Theme View is the visual presentation of the list view

Social Inbox QuickMetrix 28 Oct 2020 00:00 - 26 Nov 2020 2359

QuickMetrix ‘
Request

our Patience =
y B o

e Social Inbox — Conversation highlights in honeycomb format

e Theme view provides quick view of various topics in huge volume of data that can
be selected for any time period. Quick and Advanced Settings to set the theme view

e The themes titles indicate the topics of discussion and the size indicates the interest
in the topic

e The themes can be further drilled down to see sub-topics within them

e Theme charts are a visual representation of the same data that enables user to
understand the nature of discussion and the key topics that are being discussed
without manually eye-balling the full data

» Wall View (Additional Feature)

Wall view is a simpler and easier way to aggregate all social media posts mentioning your
brand or hashtags and display them on screen. The use of wall view can be done during
business events, exhibitions etc.

"Wall View" feature on QuickMetrix shows you real time tweets/comments that are coming
in in a clear picture.

Auto-refresh happens every 30 seconds so that the latest tweets are visible on the Wall.

e Select the date range accordingly and brand name and click on Refresh
e Click on Social inbox and then Wall view.

19
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projector)

You can also load full screen view as shown below (Especially when displayed on a

&

department

Nov 23, 2020-QuickMetrix

Ashok Agarwala:

@ ashok.agarwal8@gmail.com (
AgarwalBAshok )
3daysago

you. 12:56 PM - Nov 18, 2%

QuickMetrix

Ashok Agarwala:
@ ashok.agarwalg@gmail.com (
AgarwalBAshok )

9daysago

QuickMetrix Wall - Adtechindia

AI/ML BASED
AUTOMATION

Head 10: AI/ML based automation From this #Dussehra,

@QUiCkMetrix Hello

@ /vinashHegde (AvinashHegdes ) o
- 7 days ago ”

@QuickMetrix Happy Diviali 1)

Hegde ( AvinashHegde6 )

trix - QuickMetrix

Note: - apply filters in case you want to refine the data (Under filters)

Reports Tab

Rich out-off -Box reports for more detailed analysis on the required platforms.

Rich Array of Reports that are continuously evolving based on client needs and requirements.

» Media Platforms

Media Platforms

20



QuickMetrix User Manual

o Twitter Dashboard

P s

O & :

* The snapshot it the example of Twitter Dashboard. It is the overview of the selected

platform (e.g.: - Twitter Dashboard, Facebook Dashboard, etc)
» The Dashboard contains depends according to the selected platforms.
* Fore.g.: - Twitter Dashboard contains Followers & Following count, Brand Tweets,

Mentions (Others), Engagement Score, Total Volume, Engagement Type, Reach &

Impressions Pie Graph.

Engagement score =0.5*(Mentions + Replies) + (0.3* Retweets) + (0.2*Favourites)

o Twitter Full Report

B & & T O B

le= Twitter Report

QuickMetrix v 28 Oct 2020 00:00- 26 Nov 2020 23:59.

24

Qussin: P
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Full Reports for Brand & Competitors

» The above is Twitter report for Volkswagen and competition brands.
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Shows comparison of engagement, no. of brand posts, replies, favourites, retweets,
mentions, etc.

More charts from Twitter report. Comparison with competing brands on per hour
data points such as brand tweets/hr, engagement /hr, engagement /day.

o Twitter Impression/Reach Report

B GiRx @ T O @

lzx Twitter Impressions Reach Report

QuickMetrix + 28 Oct 2020.00:00 - 26 Nov 2020 2359

NOTE : Quée optimistic - i i for:
pent the impressions and seach melrix in perspective.

=

Twitter Total Potential Impressions : Owned Twitter Patential Impression:

Twitter Total Reash H Owned Twitter Reach

Eamed Twitter Potential Impressions

s :
e wotern  aareen

Twitter Potential Impressions and Total Reach Report for Brand and Competitors

e Potential Impressions — The number of times relevant posts has shown up across
digital network.
¢ Reach - The total number of people who see your content.
o Twitter Hashtag Report

B & fax & T ORhx

l2 Twitter Hashtag Report QuickMetrix v 01 Oct 2020 00:00 - 31 Oct 2020 23:50
Twitter Brand Hashtags : Twitter Others Hashtags H Twitter Brand Hashtags Reach
el m Gbusseie 2 L.
st pedfteare 2 [#oofiware e
L ’ﬁ T 2 L
s s . 2 sbighserkeing e

Twitter Brand Hashtags & Reach / Twitter other Hashtags & Reach

N
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e This report is useful for Hashtag Campaign analysis
o Twitter Influencers Report
B O T

Twitter Influencers Report

Most Engaged (By Sentiment) H Most Engay

-, patience

concerned

- l|1|

S

Most Engaged

QuickMetrix v 28 Oct 2020 00:00- 26 Nov 2020 23:50

e Twitter Most Engaged/ Valuable influencers can be tracked on QuickMetrix

Other Reports

» Twitter Reports — Quick Report, Trending, Keyword cloud, Engaging posts (Brand

& other posts)

+ Facebook Reports - Full report, Engagement Report, Reaction Report
* LinkedIn Reports - YouTube Reports - Instagram Reports - Google Analytics

— News Report — Forum - Report

» Fans Report

UICK
E QmGTRIX

Fans Report QuickMetrix v

[[Brands : QuickMetrix AdTech % | [l
FB Fan Page Likes Increment FB Fan Page Likes Increment Percent

S0k

40.1k

a0k

20k

Likes Increment
Likes Change %

350m

A UICK
T ORfux

07 0ct 2020 00:00 - 31 Oct 2020 23:59
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e Fans Report contains Twitter Follower, FB page Likes, Instagram Followers count
and increment count

» Sentiment Report

WICK
E Qme‘rmx

Sentiment Report

EERAL -

Paattve Kepuart o

SUmm|t s

~ customer

R

=me dussehra --=

e Sentiment Analysis — Identify if a conversation is positive, negative or neutral in its
tone. Sentiment Breakup by Brand & Competitors

»Volume Report

ILICK
B OF&%x
Volume Report

CK
METRIX

e Volume Report includes daily total volume for selected date range as well as
separate volume for different platforms like Twitter volume, FB volume etc.

e It helps to compare brand volume with competitors and compare the share of Voice
(Volume)
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» What/Where Report

B S5
‘ o B
10heads1arrow
ri—;;dusseh'ia solution
online™= = -
quickmetrix:
brand's —digital head .
~* "problems ™ >
_ Py
P e— i
s .
§
P 3 [—— A . s
P - il

e This report shows what is the conversation competing brand ‘Volkswagen’ and from
where the conversations are originating.

There are few more charts here that shows gender break up between competing
brands, city wise sentiment breakup, language distribution for VVolkswagen
conversations.

» ORM Report

The ORM report will show which tickets are at which stage and the time it took to move to
each stage. Also, details of how many tickets are pending with which agent can also be
seen.

e Click on ‘Report’ tab and then open the ORM report.

- UICK

METRIX

Iz~ Tickets Report

Total Open Case
Total Inprogress Case
Total Pending Case

Total Closed

Aging Analysis

ORM Report

Count

Tickets Report

No of Tickets assigned

Count

Tickets report that indicates how many customer queries/complaints have been routed to

various internal teams / agents.

QuickMetrix

Avg Turn Around Time (TAT)

Created — Open (Avg Time)

Open — Inprograss (Avg Time)

Inprogress — Pending (Avg Time)

Pending — Closed (Avg Time)

& (}UICK [ ]
I METRIX 1
01 Nov 2020 00:00 - 30 Nov 2020 23:59

22 mins, 42 sec
15days, 9 hours, 23 mins, 32 sec
2 nours, 1 mins, 32 sec

1 mins, 12 sec

54 zec
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It provides with a chart that displays number of cases open, in — progress, pending
or closed. The next chart shows the average time taken at each stage of ticketing
process.

Aging Analysis — Week to week status of cases/tickets

No. of Tickets assigned - Number of tickets assigned to agents, and the status of
those tickets

Grouping of email ids possible on ‘Workflow Email’

Grouping Email ID help you to efficiently communicate with other members or

the group as a whole. It is easy to email a group of people at the same time by just
selecting group name instead of select email ID’s, which saves time.

Click and open the setting option in the list view

Click on ‘WorkFlow Email’ in General Settings

LICE K
i T R
General Settings CriickMetrs - T o 2070 00-00 - 30 Mow 2050 2357
5 L
. i
.
— =

i

Insert the Email ID’s you wish to Group in ‘Add New Email ID’; then ‘Add a Group
Name,” and select the email ID to be added in the Group. Click on Save. The
workflow email group would be created.

» CRM Report

To mark a customer/Influencer/Merchant/Banker etc and make a list in QuickMetrix. You
can all do it with the help of ‘Add CRM’ icon = In social Inbox — List View
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I QM-error-32 & QuickMetrix Agent1

Head 10: Al/ML based automation

DA'.nnash Hegde 13 Retweeted @QuickMetrix

=6 Q Banglore, India

Click on ‘Add CRM’ and the below dialog box would be display

1 Do you want 1o mark this user as CRM?

B Avinash o} Hegde
= 4
CRM Category CRM Sub Category
Select Category s Seleot SubCategory
Address

Fill in the details and select the Category and Sub- Category and click on okay. The
user would be marked as CRM. Once added the user in CRM list you would be able
to view the list in ‘Reports Tab- CRM Report’. The CRM list is Divided according to
the platform as show below: -
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e Click on the platform you want to view the list. For e.g. — Click on Twitter - CRM
Report. The list would be provided as show below: -

1}UICK o UICK
METRIX G NETRIX
2 Twitter CRM Report QuickMetrix ~ 01 Nov 2020 00:00 - 30 Nov 2020 23:59
cRM
View
Total Sub In
Name Twitter Handle About Followers ~ Tweets  Location Category Category  Detail
Social Samosa Social Samosa Sacial Ssmosa - think social #LeadingThought #influsncingthelnfluencers 24150 38365 703, Cosmos Plaza. Customer  customer O
#Enablingindustry Mumbai, India
Uday Kelleputtige UdayKelleputtig Key Interests: Social Media Solutions. Analytics. Other unique interests -} 479 781 Mumbai, India None HNone e
Palitice & Entartzinment
Rahul Kumar RahulKku90435420 o 108 Merchant Bad &
‘ Merchant
r
Ashok Agarwala AgarwalBashok A Chartered Accountant by Profession. Contact for: GST-" Reconciliation & °5 5904 Bellandur Merchant Bad &
ashok agarwal8@gmail.com problems in filing Returns @ 89C” Income Tax & Debt Restrusturing work. Bangalore: 7228805981 Merchant
® Rekha Ramakiishna Hegde ish? o 3 None Hore o
r 3

e You can download the list into excel, by click on download button. This help to save
time in manually feeling the details in excel.

Note: - Columns would be different for different platform in the list.

» MonthWise Report

Month wise reports in QuickMetrix provide important data or report for the last 6 months in
respective to the date range selected. Get to know your brand month-wise progress.

e Click on Reports tab- MonthWise Report

MonthWise Report
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1) Brand Original Posts

This report includes month-wise brand original posts for various social media platforms like
Twitter, Fb, etc.

QUICK
METRIX
22 Monthly Distribution By Source Report

Brand Posts Platform wise (Current selected brand only)

20
17
16
13 14 14
13 13 13;

=
E
[~]

E: 10
=
[=]
2
&

3

3
2
11 1
a o taono o0 oo | | [ |
5 & E o &
Twitter Facebook YouTube Instagram Linkedin

2)Followers/Fans Count

The report contains Twitter followers count and Fb page likes counts; it also includes
followers/ fans month-wise increment charts.

Note: - Select filter to see competitor’s data

Followers Count

70

60

a

&

w
]

8

=

L]

80

o1 o o 5
51 ) = =2 a
60
2
[
4 & Ea o & e ¥ &

QuickMetrix

Followers Count
&

= QUICI(
METRIX
l= Monthly Followers Report QuickMetrix v
Twitter Followers Count = Instagram Followers Count

20
&

o T ORERx @

01 Nov 2020 00:00 - 30 Nov 2020 23:59

73
I m I
o L +&

QuichMetrix
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Twitter Followers Count{Main brand only) : Instagram Followers Count(Main brand only)
7] 5 4 74
3
A A o 73
2
2
i . 5 72
0 1
. . & 71
0
2
" 1 70
A
4 ] 2 6
Jul Aug Sep Oct Noy Dec Jul Aug Sep Oct Noy Dec
Fellowers Coumt Increment Total Followers Count Followers Count Incrament Total Followers Count

i)

3)Volume Report

Compare multiple platforms month-wise volume data with a monthly volume of brand and
competitors

- O o T
METRIX NETRIX
I~ Monthly Volume Report QuickMetrix ~ 01 Nov 2020 00:00 - 30 Nov 2020 23:53
Twitter Volume i Facebook Volume
50 30
i 25
20
2 g 15
£ =
g 3
) I 5 I
i} - _ o L ==
& & & & & o @ & oF & & o
Quickidetric QuickMetrix
A |
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4) Breakup by Media

Month wise Breakup by media report for Brand

= UICK
- QMTRIX

l» Monthly Breakup By Media Report

Breakup By Media(Current selected brand only)

100

o
Aug Sep it No

=
5

8

0
dul Dec

v
Twitter Facebook Blogs FB Others Youtube Instagram

5)Share of voice/volume

Correlate month-wise share of voice/volume with brand and competitors.

= |
= &

Iz Monthly Share of Voice
[{Brands : QuickMewin AdTch QuickMerrix insta | (R

Share Of Voice

100
B
&
»n
0
0

i g s oe Now Da:
QuickMetrix

i AdTech  QuickMetrix Insta

» Custom Report — Process

Custom report is an easy method to access reports from an older date range.
Instead of selecting reports one by one from the Reports section, you can just run the
custom report selecting the charts you need and for the date range that's required.

Step by step method is explained below:

e Click on Settings and then click on Custom Report under General Settings
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= QmETRIX

2 General Settings

Lul Custom Report

@ Layout

[ Notes Label

@ Mention Tags

@ Ticket Tags

B Tags Report

B Agent Ticket

E Email Ticket

W wall

4 Canned Responses
T

Predefined Filters

5 ICK i)
& T Opax

QuickMetrix v

Custom Report Template

P

07 Oct 2020 00:00 - 30 Nov 2020 23:59

e Click on Create Template

QUICK
METRIX

= General Settings

@ Layout
[ NotesLabel
@ Mention Tags
W TicketTags

B Taos Report

W Agent Ticket
B Email Ticket

0 wall

4 Canned Responses
T Predefined Fifters r
volkswagen "

; ‘In,.
| T

QuickMetrix v

e Select the Charts to Generate report
e Click on Create template and save template with a name [Eg: - Demo].

S T QR ¥

07 Oct 2020 00:00 - 30 Nov 2020 23:59

Save Template 45

Diema
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e Click on Reports- Custom Report — Create Report

e After clicking on Create report the Below screen would

be Displayed
Creats Report H,
Template Nams Template Nams
| Dema H Chart H
Scheduled Title
1%, M
= o i Title
Date Range
Description

2020/717728 D000 - 2020/1 2704

i

Description

Email id (Notify when report is ready)

e

e Select the template name (e.g. — Demo)

e Select the frequency (e.g. — Custom Date) insert the date range and time (From
Date — To Date) you wish to generate the report.

e Enter the E-mail Id to get notify when the report is ready

e Title and Description are optional

e Click on create report. Once the report is created a notifying mail would be Sent to
the E-mail 1d which would contain the report link.

33



QuickMetrix User Manual

VICK
Qf\CTPIX

e To view the Report in QuickMetrix. (After getting notifying email). Click on Custom

Report — View Report

|

|

View Report

Select Report

Demo maonth

Date Range

06,/11/2020 171:30:50

Title

Diescription
Diate Range

Report Link

=

DEMO

071/10/2020 00:00:00 To 06/11,/2020 23:50:00

https:/fa3-us-west-Z amaZonaws com/gmataticreporis/ca
0954a82297db724164b542d8044740/821 7633210705064
f721d5hb03474cd90 htrmi il

]

e Choose report name (e.g. — Demo). Select the date and time of the report
generated as shown in the image.

e Click on Submit

e Custom report with selected chart for the template (Eg:- Demo) with the date range
selected while creating report will be displayed

= OSfaux

=+ General Settings

WhatWhere Keyword Cloud

problems

head ‘solution
“10headsTarrow

Feom Date: 01/10/2020 00:00 | To Dste = 06/11/2020 22:50 | Current Brand : QuickMetrix | Selected Brands : Quickbetix AdTech, QuickMetrix Insta

& T QK @
QuickMetrix ~ 01 Oct 2020 D0:00 - 30 Nov 2020 23:59
Which Media s the discussion : Gender Distribution

&
&

P |
&

Pl
&

e To delete the report, you can click on Custom Report — Delete Report.
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Delete Report

Select Report

L1

Demo manth

Diate Range

L1

06/11/2020 113050

Title DEMO
Description
Date Range  01/710/2020 00:00:00 To 06/11/2020 23:59:00

Report Link  https:/s3-us-west-2 amazonaws, comigmataticreporis/ca
0954a282497db724164b542d9044740/32176352107009054
7a1d5be2474cd09 htm! I

NOTE: Report link will be invalid ence the report ia deleted.

]

e Select the Report and Choose the date and time the report was generated and click
on Delete.

e The report would be deleted.

e To modify the template of custom Report. In Setting — General Setting. Click on
Custom report and then click on Modify Template.

= QUICK 4 UICK
= RETRIX & T &R U
= General Settings QuickMetrix~ 01 Oct 2020 D0:00 - 30 Nov 2020 23:59
1 Custom Repart Modify Custom Report Templates
3 e Template Name Dema &
[# Notes Label

@ Mention Tags

W Ticket Tags

B Taos Repont
B Agent Ticket
B Email Ticket —

wall
# Canned Respanses

Y Predefined Filters

e Select the Template Name
e Select/ Deselect the charts you wish to Add/Remove from the Template
e Click on Save - To save the Modification done in the template
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To Delete the template, Click on Delete Template in Custom Report — General

Settings

Select Template To Delsts

Demao =

Select the template you wish to delete.

» TAT Report

Mail TAT Report

From-To

04 Dec 2020 07:12 PM- D4 Dec 202 =

Email

Email

Motes :

* Pieaze put commial,) in case of multiple email id's.

* If the previous TAT reporn reguest is pending in queue
then the new reguest will overwrite the existing one;

* |f you need TAT for multiple brands then select all
brands fromy filkers

|

o Turn Around Time

o For TAT Report the Client
need to add the date range and E-
mail. The report world me mails to
the respective E- mail ID.

o The TAT Report Excel Sheet
Includes — Author Name Turn
Around Time, Type (Complaint,
Query, etc), Response post,
Response time, Status (Responded
/ Pending), Source (Facebook.com,
FB DM, Twitter. Com, etc), Links,
Snippet, etc.
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Month ~ |Author Na ~ [Source _ * |Date Discovei * [Date Publish ~ [Permal * [Snippet ~[StatusV[Type Sentiment * [Response Pogt * [Canned ~ [TAT ]
June  [Abhishek son Twitter.com [2018-06-18 17:44]2018-06-18 17:44https:/ww|@Syskaccessories sir | recei{Pending Complaint [negative | @abhishek_somar|2018-06-19[19:41:45

June Abhishek som Twitter.com |2018-06-19 09:33;2018-06-19 09:31hnps://wvd@8yskaccassories sirthe | hdResponded Complaint  |negative @abhishek_somar|2018-0&19|3:47:26

June  [Abhishek sor Twiter.com [2018-06-19 09:48]2018-06-19 09 4¢https:/ww|@Syskaccessories dear si ifResponded  |Complaint |negative | @abhishek_somaf2018-06-19[3:37:21

June Ramji |Tw'mer.com 2018-06-20 09:30]2018-06-19 18:41https:I/ww]@Syskacc%sories When are|Responded  |Request neutral @rdramji Hi @r4ta[2018-06-20 2:51:14

June  [Abhishek som{Twtter.com [2018-06-20 14:41{2018-06-20 14:41hnps://ww|@8yskaccessories Dear sir it|Responded ~ (Complaint ~ [neutral @abhishek_somar 2018-06-20[0:33.16

June Shakir Vorajeq Twitter.com [2018-06-21 10:25]2018-06-21 1(121https:I/wvd@Syskacc&ssoﬂes Worst ProResponded  |Complaint  |negative @shvorajee Hi Shq2018-06-21(2:11:23

June  |Reshu Tiwitter.com [2018-06-22 09:30{2018-06-21 20:04nttps:/ww|@Syskaccessories Team, PL[Responded  [Query neutral @baranwal_gudiy32018-06-22/3:48:51

June  [Reshu Twitter DM _[2018-06-22 09:30{2018-06-21 20.0§https:/ww]@Syskaccessories Team, PidResponded |Query neutral @baranwal_gudiyq 2018-06-22|3:56:37

June  [Govind Jna  [Twitter.com [2018-06-22 13:24]2018-06-22 13:2]htps:/ww|@Syskaccessories | bought s|Responded  [Complaint [negative  |@Govingha255 Hi2018-06-23]21:58:55

June |Vikas Chauch|Facebook.c{2018-06-05 09:30{2018-06-04 20:3{https:/lww{Made in china low quality prod]Responded |Complaint |negative Deepak S Chauha2018-06-05/5:17:18

June  [Manjusha JairFacebook.c{2018-06-12 09:30]2018-06-11 21:2{https:/wwAny winners ? Responded  |Query neutral Hi Manjusha Jain, |2018-06-12/4:06:45

June  |Yogesh GquFacebook.c 2018-06-14 09:3012018-06-13 23:4]https://w Bought syska power bank in n|Responded ~ Complaint ~ [negative Hi Y ogesh, we reg|2018-06-14|3:31:53

June Y ogesh GoyalFacebook.c{2018-06-15 18:1612018-06-15 18 1§https:/ww]Y our customer senice is path¢Pending Complaint ~ [negative Hi Yogesh, we reg|2018-06-19|3 days, 21:02:
June  |Chiranjit Kedi{Facebook D}2018-06-18 09:30]2018-06-17 14:3¢Fmpzllwwv48yska Accessories: Mobile bgResponded  |Query neutral Chiranjit Kedia: Hi|2018-06-18/4:50:21

June Vinod ChouhalFacebook D[2018-06-21 09:30{2018-06-21 07:2{http: /www{Syska Accessaries: Hii Responded  |Query neutral Vinod Chouhan: Hjj2018-06-21/3:12:00

June  |Vivek Mishra |Facebook D|2018-06-22 09:30{2018-06-22 01:41http:llwww|3yska Accessories: Hi Responded  |Query neutral Vivek Mishra: Hi V|2018-06-22/3:31:05

June Ates India  |Facebook D|2018-06-25 14:29]2018-06-25 14:21http:/lwww|3yska Accessories: We need|Responded  |Query neutral Ates India: Hi Ate§2018-06-25(1:26:00

June [Ates India  [Facebook D[2018-06-25 15:56]2018-06-25 15:5¢nttp://www|Syska Accessories: 98311226Responded | Query neutral [Ates India: Hi Ateg 2018-06-25[2:05:22

» Tags Report

A tag is a keyword or term assigned to a piece of information. This kind of data helps
describe an item and allows it to be found again. The set of tags is known as a category in
QuickMetrix. This feature will help you improve the quality of your social listening. You will
be able to define a specific action you would like to be applied on all new, or even past
results. It is an incredible time saver. Tags help you to refine sentiment analysis, remove
irrelevant or unnecessary data from the conversations

Tags - Tags is basically used as a label attached to posts/messages/videos/comments for
the purpose of identification.

How to Generate new tag?

Click on Settings right corner.

Click on Mention Tags under General Settings

= QH(.‘E":'I!CRIX

~. General Settings

st Custom Report
 Layout
[ Nates Label
W Ticket Tags
B Tags Repon
B Agent Ticker
B Email Ticket
B wal
# Canned Responses

Y Predefined Filters

Tag Name

Tag Name

Tag Category

Select Categary

Add / Delete Tags

TagLabel

Uplosd

Booking

Tag Label

Advt

book

QuickMetrix~

Add / Delete Tags Category

T

Tag G

tegory Name

Tag Colour

|

2

T OhS B

01 Oct 2020 00:00 - 30 Nov 2020 23:59

Tag Categary

null

Varienta
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e Under Add/delete tags category enter the category name of your choice and click
on Add.

Add / Delete Tags Category
Tag Categorny Mame

Tag Categ {zme

e Move to Add/Delete Tags and enter the Tag name as per your preference and

select the category. You can additionally give a label and choose a colour to
differentiate.

Add / Delete Tags
Tag Hame Tag Label
Taog Category Tag Colour

Select Category v El

Note: -

*  You can add maximum 8 categories

« To modify tag/tag category, delete it and then re-add
*  You cannot delete category if it is already in use

*  You can add as many as tags you need.

Add Multiple Tags

Upload the excel file in the below format

Tag Name Tag Category Tag Dependency Tag Label
noodles  food Vary 1asty

» Tag Name should be in lowercase.

= Should contain enly alphabets

»  Should not contain any space and specis| characters.
= Tag Category should not be empry

Choose File | No file chosen

To add tag/ label the conversation — Go to Social Inbox

Click on the tags icon ®» of the conversation you wish to tag.
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o @AgarwalBAshok

= OM-error-31 & QuickMetrix Agent1
7 h 0/ PBDATkDew}: hitps://t co/wbjlZxBCMe

com 4y Replizd to @AgarwalBAshok

73K: https:j/tco/Ps30qZCUnS

» Select Tag Name from the Tag Categories (for e.g. — Testing)

» Click the tick button to add tags

om # Replied to. @AgarwaldAshok

» Tags would be added to the conversation

Note: - Tag the main tweet and a dialog box would be displayed on the screen, which mention the
present No. of retweets and if you want to tag all the retweets. Click on ‘OK’ to tag all the retweets
and click on ‘Refresh page’ all the retweets would be tagged. That will save your time of manually
tagging each retweet.

To Create Tags Report —

Reporting on tags is tricky in Insights. There can be any number of tags in a category at
the same time. To make this possible; tags report gives you the ability to report.

QUICK 5 UICK
MG TRIX @ T O |
General Settings QuickMeatrix v 01 Oct 2020 00:00 - 30 Nov 2020 23:59
L& Custom Report Compare two categories(s remaining) Saved comparison
B Layout Qategory Axis{¥-Axiz|
= Category-Axis(X)  Valus-Auis(Y)  Delete
Q‘ Notes Label EORAE
@ Mention Tags Value Auxis{¥-&xis) Typs Varients
W Tioket Tags Show only coumt + s Tipe
Chart Title General Varientz

m General tagscountonly

4 Ganned Respanses

Y Predefined Filters
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e In settings under the settings tab, there is an option for tags report where you can
compare two categories or a single category with its count or sentiments. Refer to
the image. [ eg: - Select a category on the x-axis (General) and compare it with
another category on the y-axis (Type) or analyze it with tags (counts/sentiments)
and add the chart title.]

e Click on 'add' button and view the result in tags report.

Report Tab — Tags Report

= ICK

NCTRIX @ v Qe . @

< Tags Report QuickMetrix v 01 Oct 2020 00:00 - 30 Mov 2020 23:59

General vs Tag Counts

a
3

2

Tag Courts

e “Tags Report” in the ‘Report’ tab is the comparison view (e.g.: - Type vs tag Count) to
analyse the topics of conversations. Slicing and dicing the conversations drives better
results, with the help of Tags report.

» Tonality Report

Mail Tonality Report

From

2020-11-01

il

To

2020-12-30

il

Email

Email

Motes :
* Please put comma(,) in case of multiple email ids.

] = |
,
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e For Tonality Report you need to add the date range and E- mail ID. The report
would be mailed to the respective E- mail ID in an excel sheet format.
Terminator Tonality Report :June e—y [ronatytngtocng sraree
Sentiment Count Soentiment Count
Positive 2416 Positive 2416
reports@quickmetrix.com Negative 569 Negative 569
Neutral 4300 Neutral 4300
Grand Total 7285 Grand Total 7285
Tl:ll"la"'n:r Rfu.:_xr. for usend yolksw agen is attached Tonality 0.8093802345 | Tonality 0.809380234!
Crate Range From - 2019-06-01 — To - 2019-06-27 — =T - R
Social Media 2397 540 3646
Forums o 8 268
- — News 19 21 386
==: 1 3 Total 2416 569 4300
B e Henda Tona!';lncmdin’gsnnes
ﬂ volkswagen_ Volks. '
Sentiment | Count Sentiment Caunt
Positive 2540 Positive 3666
Negative 2067 Negative 2067
Neutral 15567 Neutral 15567
Grand Total 20174 Grand Total 21300
Tonality 0.5513340251 Tenality 0.630455782
e The Tonality Report Excel Sheet Includes — Positive, Negative, Neutral, Total and

Tonality score (Tonality with shares and without shares count) for Brand and its
competitors.

» Activity Audit

The activity audit report is the lists of all the activities by the accounts related to
sentiments, tags, and responses, which helps to monitor the actions in QuickMetrix.

arwala: ashok.agarwalB@gmail.com * Replied to @Agarwal8Ashok

2

[ OM-error-31 & QuickMetrix Agentl

Replying to: https- it co/PDD3 TkDew): https:/t. co/wiilZxBCMe
Gk 3 Ashok https: it co/Fanl QOy=7- https-'t oo/ MIANPRTIE: httpst/i't co/Ps3007CUNS
Cea 5 ur concemed rement is looking into it. Request your patience

23, 2020-Guic

A

View Activity Audit

w © = D & =2 g = & « ©@ = F ® oo i

You can see an option “Activity Audit “on every chatter. Clicking on this icon would
give you the logs as shown below.
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Activity Audit |

) 0 o quickmatrix has marked it as Unread
n »

Dac 2021 o quickmetrix has marked it as Read
f
5 i [ 0 quickmetrix added the rags [l
! L3 a
b o
k

4 D 20 @ quickmetrix removed the tags [l
i
MOTE: Thiz activity timeline currently includes only activities related to Sentiment, Tags and Responzes -

Fle s o

e View all the activity logs in one report. Under Reports click on Activity Audit and you
can view the logs table

=  QUICK @ Y QUICK iy
METREX E NETRIX &
~ Activity Audit QuickMetrix 01 Oct 2020 00:00 - 30 Nov 2020 23:59
NOTE: This activity timeline curremtly includes only activities related 10 Sentiment Tags and Responses
Search Showing 110 10 of 57 entries Show 10 § entries

Date UserID Activity Link

30 Nov 2020 09:53 quickmetrix Has Marked |t Az Read o

30 Nav 2020 09:53 quickmetrix Hzs Marked It Az Read ey

26 Nov 2020 1410 quckrretm Has Marked It As Read E‘

26 Nov 2020 10:52 quickmetrix Past Deleted From QuickMetrix o

19 Nov 2020 20:08 quickmetric Email Ticket Opened c

19 Nov 2020 20:05 quickmetrix Has Marked 1t A5 Read o

19 Nov 2020 20:C5 quickmetrix Emall Ticket Openad =

18 Nov 2020 26:09 quiskmetric Email Ticker Opanad [eg

18 Nov 2020 19:47 quickmetric Email Ticket Opened (cy

18 Nov 2020 19:16 quickmetrix Has Marked It Az Read ey
Showing 110 10 0f 5 . s 3 4 5 8 q

Note: This activity timeline currently includes only activities related to Sentiment, Tags and Responses
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Publish

Publish & Scheduling

Content, Video and image posting are possible from QuickMetrix platform from publish
tab.

» Maker — Checker Control for Publishing.

» This allows online approval of content before it is published on the social media
platforms

UICK UICK
Qme-rnlx @ v QUICK.

Publish Posts QuickMetrix v 01 Oct 2020 00:00 - 30 Nov 2020 23:59

e select multiple images for Twitter and LinkedIn posts in ‘Publish tab’ while
composing posts.

e The below screen appears after clicking on compose and next click on 'add image'
icon, select the video you want to upload, add content and select the media
platforms (FB, Twitter) then click on 'post 'or you can 'schedule' the post, all from a
single platform.

MNew Posi

v 5o s [EPOE

(Note- Posts without images and videos can be posted for LinkedIn from QuickMetrix.)
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Ticket (additional Feature)

Ticketing System: -

Agents should be allowed to focus on constantly improving customer experience. Instead,
most of their time is spent unearthing buried issues, prioritizing them, and making sure that
no one else is working on the same issue. There is no more switching between multiple
tools. No more missing out on follow-ups and delaying replies.

Agent ticketing system of QuickMetrix act as a shared inbox for all your customer's
questions and concerns for Email, Twitter and Facebook. This way, the agent is always
provided with a consistent ticket, making ticket management much easier for the agent to
help the customer more quickly solve the issue to their satisfaction.

Two types of Accounts are created in QuickMetrix: -

1. Supervisors Login

Supervisors login has access to all features like, Reports, Social Inbox, Ticket Id creation,
Feedback form view, etc.

QI}‘IJéC'I"%IX & T QMG

Tickets QuickMetrix~ D7 Dct 2020 00:00 - 30 Nov 2020 23:59

2. Agent login’s
An Agent’s login has access only to the ‘Ticket view’

UICK i UICK
Ot & T O

= Tickets QuickMetrix ~ D1 Now 2020 00:00 - 04 Dec 2020 23:59

EER ooeomevisi mvsssandned  poniin

- Ticket ID Generation: -

To add start name to Ticket ID generation (Which can be done only from Supervisors
login)

Click on Setting == General Setting==) Ticketing System
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( ;}UlCK 5
METRIX ®

144 Custom Report Ticket ID starts with: QM- m
i Layout

[# Notes Label Q. Search
® Mention Tags

W Ticket Tags Agent ID T Status
B Tags Repont

Showing 1121 of 1 amriss
B Email Ticket Showing 1o 1.0f 1 enrise

quickmetrix_Agent? Active

A wall
4 Canned Responses

T Predefined Filters

UICK
T OhSRix

General Settings QuickMetrix v 01 Oct 2020 00:00 - 30 Now 2020 23-53

Create ‘Ticket ID’ by adding name in “Ticket ID starts with” (For eg:- QM —

click on save the Id would be saved as (For eg:- QM -gen- XXXX)

» Ticket Specifications: -

QM-error-23

o QuickMetrix B surendrabaliga

Agent] surendrabaliga says
#HappyDiwali Quoted Tweet: @QuickMetrix : QuickMetrix wishes
you a very happy and safe Diwali! ‘hitps /i .coffzseUCoHD
Last Mess

& W = = 2] [ 3

¥ _By click on the cross-icon ticket can be deleted from QuickMetrix

4  -Ticket Icon [Changes Colour from Red (Open) to Green (Closed)]

+ - By clicking on the reply icon an agent can reply to it customer

#, - View Conversation

=] - View Feedback Form Icon is Visible only in the supervisor Login (once a

customer fills the survey form the 'view feedback' icon is visible)
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QUICK

METRIX

nchat/AAAAAFD

Write a reply...

ETYB

i 1 T P hittps://bit 1y/35501My

= Ticket Action Record: -

Lazt Messege 19 Cct 2020 Ticket Created 19 Qct 2020
1457
Ticket Modified 19:0ct. 2020 Assigned By

On the left hand of the ticket you can see the last customer message date and time, ticket
modified time, ticked created date and time, and assigned by (i.e. Supervisors name)

Ticketing System: -
Once a Comment/Reply/DM is sent by a customer to the registered platform (Facebook,
Twitter, etc.). It takes around some time to come to Social Inbox in QuickMetrix once

refreshed.
- GRS o T OREn 1l

|2~ Social Inbox
Table View Theme View Wall
T ) Neeti Pereira # Replied 1o @QuickMetrix

 @MestPerelia Q Mumibai
3 Foliowers

@QuickMetrix Testing

- ®» e . =

QuickMetrix v

01 Oct 2020 00:00 - 07 Dec 2020 23:59

1to10a0f 113

| @
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After a minute ticket number and agent name gets assigned. The auto assigning uses
‘Round Robin’ (RR) process for ticketing. And it can be seen in Supervisor and Agent
login’s to whom the ticket is assigned.

(Note: - It is mandatory that Agent/ Supervisor refreshes the screen frequently for
conversational updates)

3 0 Neetj Pereira *y Replied to @QuickMetrix
@NestiPereira Q Mumbai
3 Followers

B QM-error-35 &, quickmetrix_Agent1

@{uickMetrix Testing

- » ", =T =m & © = F I m

The assigned ticket is seen in ‘Ticket Tab’.

e Once the ticket is assigned it gets ‘Open’ and the colour of the Ticket changes to
‘Red’. Ticket is Auto assigned to ‘QuickMetrix Agent1’ and is marked as ‘Unread’

" UICK - ®
List View QmGTRlX s Y 9
List View Volkswagen v 01 Sep 2021 00:00 - 31 Oct 2021 23:59

Actionable Tickets Non-Actionable Tickets 1to20f2

QM-Testing-4 £ Mehboob Siddique
& Testuser_Agent2 Already DM please update @Cyberdost #JagoGrahakJago #ConsumerRights #cybersecurity #cyberfraud #onlinefraud

#consumerprotection Quoted Tweet : @volkswagenindia : @msmobilevalsad Hi Mehboob, please share your contact details
via DM so that we can get in touch with you.

01 Nov 2021 04:16 t Cre d 20 Jan 2022 13:57
» ., = = @O P OX
QM-Testing-3 3 Mehboob Siddique

& Testuser_Agent @volkswagenindia Already DM, Please check and reply @Cyberdost #JagoGrahakJago #ConsumerRights #cybersecurity
#cyberfraud #onlinefraud #consumerprotection

01 Nov 2021 04:17 ket ed 20 Jan 2022 13:57

e The assigned agent (e.g.: QuickMetrix Agent1 ) can click on ‘Reply’ icon, to reply
the customer
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QM-error-35

= QuickMetrix
Agentl

- Dear <name=>, Thank you for contacting QuickMetrix. Please 2
connect with us so that we can help you better:

O NeetiPereira
MeetiPereira says

Testing

L3 Crested 2minutes ago
T ned By  QuickMetrix
[ &=

e Once the Agent replies the customer the ticket automatically changes its status to

‘In Progress’ and ‘Read’, the ticket colour is changes to ‘Yellow’

OM-error-35

& QuickMetrix
Agentl

) NeetiPereira

MestiPereira savs

Testing

“« 9 @© =~ = = @ F X

e When a customer replies the conversation is automatically marked to ‘Unread’

48



QUICK
QuickMetrix User Manual mGTRIX

OM-error-35

o QuickMetrix ) MeetiPereira
Agentl

MeatiPeraira savs |

Wanted to know more about QuickMetrix

Pending and closed should be manually done (depending on agent’s requirement).
e To change the status manually the agent needs to click on the ticket Icon, a dialog
box would be displayed where the status of the ticket can be changed and to save

click on ‘Update’. As shown Below

QM-error-35

Properties

Change Ticket Status Assigned To

Inprogress ~ el QuickMetrix Agent] L

Select Priority Assigned By

Normal v 8 QuickMetrix

Tickets Activity Audit

 ® @ = = = P X

o |If the agent selects the ticket status as pending, then the status of the ticket would
be changed to pending and the ticket colour will change to ‘Purple’

49



QuickMetrix User Manual

UICK
Qﬁ\GTRIX

OM-error-35

& QuickMetrix
Agent]

) NestiPereira

MeetiPereira savs :

Wanted to know more about QuickMetrix.

¢ Once the agent changes the ticket status to ‘Closed’, the colour changes to ‘Green’

OM-error-35

= QuickMetrix
Agentl

@ -,

) NeetiPereira
MeetiPerelra says

Wanted to know more about QuickMetrix.

Quickhetrix

e When the ticket is closed, a survey mail is sent to the customer, As shown in the

below Image

iome -

Feedback!

QuickMetrix Survey inbox =

gmemaildemo@gmail.com

3:17 PM (1 minute ago)

Please take a moment to fill out the survey below. Your input will help us to provide you with the best services. We value your Opinion and

https://gm.quickmetrix com/survey ?uid=4tqlisuV=&sid=4tqDicO T 4tSprpub=&tid=wipRjMOUcKak

Thanks

W o~

& 2
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e Once the customer opens the give link, he/she need to feel the survey and click on
‘Submit’

Qf%\"égl'if?l)(

1. Considering your complete experience with our company, how likely would you be to recommend our products to a friend or colleague?

¥ % % %k Xk Kk k¥ *k

e The survey Feedback Form will only be seen in the ‘Supervisors’ Login

Survey Feedback

UICK
QmGTRIX

1. Considering your complete experience with our company, how likely would
you be to recommend our products to a friend or colleague?

% ok ok ok %k ok ok ok

e |f you want to re-open the ticket, click on the ticket icon — a dialogue box will appear
with a ‘Reopen’ Button

Assign Ticket

Ticket Id: OM-gen-14
Assigned By: QMDemo
Add Notes: Notes
Select Priority : Normal ¥ |
Ticket Status: Closed *

e If the customer replies on same email, then ticket will be assigned to agent who
handles it initially.

(Note: -
1) Likewise, ticketing operates for Facebook and Twitter platforms.
2) Auto-assignment of tickets is not enabled for Twitter/Facebook.
Reason: Several messages/comments/tweets may come in for these platforms, it is up to the
supervisor/agent to decide if ticket creation is required. This evades unnecessary ticket creations.)
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How to logout?

Once your work is done on the QuickMetrix application, it is important that you properly

terminate the current session by clicking the Logout icon.
In ‘List Operations’, the button to terminate the current session (Logout) is also located.

UICK
CQNETRD(

Thank You

52



