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Relative Rounding on Dates

The Unit of Time with an Up Arrow indicates Rounding.

For example, a month with the arrow will 
round to the 1st of the month.



Comparison Periods:
Comparison Columns

• To add a comparison column, selected any output column and 
press the “Add Comparison Column” button in the output 
columns toolbar.

• Any subset of the total columns may be chosen for comparison.

A comparison report compares the report (or a subset of the report) 
against itself over two different time ranges.



Comparison Periods:
Generating a Comparison Report 

• The user may change a comparison date offset when running a 
comparison report.

• This offset is used to skew the dates in the target range for the 
second data set to be compared.

• In our example above, 8/6/2006 to 8/13/2006 will be skewed 
forward one week. So the report date for the week of 8/6-8/12  
will be compared to the week of 8/13-8/19.



Comparison Periods:
Comparison Output Example



Comparison Periods:
Comparison Output Node 

• Default Comparison Period Dates
– Date entered will be the default offset on parameters tab when report in 

generated. 

• Select Comparison Match Columns
– Column to doing comparison matching on.

• Comparison Icons
– Select comparison columns to show with a comparison icon. An up / down 

arrow or dash will be displayed next to the comparison value if it is greater 
than, less than or equal to the original value.



Comparison Periods:
Comparison Matching Examples 

No Comparison MatchingNo Comparison Matching

Comparison Match on AssignedComparison Match on Assigned



Comparison Periods:
Comparison Matching Examples 

Comparison Match on DateComparison Match on Date

No Comparison MatchingNo Comparison Matching



Comparison Periods:
Percentage Difference Columns 

• To add a comparison percentage difference column, select any 
comparison column and then press the “Add Comparison 
Percentage Difference Column” button.

• This column will display the percentage difference between the 
comparison and original value for the compared column.

• Note, its default display will be in decimal format.  Remember 
to format it as a percentage on the output node to show the 
percent sign (%).



Comparison Periods:
Percentage Difference Column Example

• Formula for Pct Diff
– (Comparison Value –

Original Value) / Original 
Value

• Example: Sunday
– 45 – 40 / 40 = .125



Hierarchical Drilldowns

• Defines a Recursive Report Drilldown Level
– By choosing a hierarchy column to output, the report can be 

defined to drilldown back to itself at the next level down in 
a hierarchical relationship.

– This feature avoids needing to create a level in the report 
for each level in the relationship hierarchy.

• Hierarchical Relationships
– Manager (12 levels)
– Territory (12 levels)
– Organizational (12 levels)
– Product/Category/Dispositions (6 Levels)



Hierarchical Drilldowns:
An Example 

Step 1Step 1

Step 2Step 2
Step 3Step 3



Advanced Filters

• Outer Join Filters are an extra set of filters applied to 
the join condition on a left outer join.
– These are needed when the foreign key relationship 

between two or more tables does not provide enough to join 
the table together correctly.

• Node Filters are an extra set of filters applied to specific 
levels of the report.
– The values for the node filters are fixed; you cannot define 

them when the report is generated.
– Very useful for drill-down reports where you want to drill 

down on a column that uses an 

• Group Filters are an extra set of filters applied to the 
grouping of the report.
– Group filters will be applied to the data after the grouping is 

completed and must be aggregate functions. 
– Useful in limiting the data that shows in the report.



Outer Join Filters:
An Example 

Right-Click on Table,

Define Outer Join Filter

No Outer Join FilterNo Outer Join Filter

With Outer Join FilterWith Outer Join Filter



Node Filters:
An Example 

Click Add New Row, 

Define Node Filters

Click Add New Row, 

Define Node Filters

No Node FilterNo Node Filter

With Node FilterWith Node Filter



Group Filters:
An Example 

Click Add New Row, 

Define Group Filters

Click Add New Row, 

Define Group Filters With Group FilterWith Group Filter

No Group FilterNo Group Filter



Custom Scripting

• Define PHP code for each level of report output

• Script can be written to run
– Before report data is generated
– For the header row of the report
– For each row of output returned
– At the end of the report

• Uses
– Add/remove columns
– Insert/delete data rows
– Perform additional queries per row of data returned
– Any complex business logic specific to your company’s 

needs



Custom Scripting:
Where to Add 



Custom Scripting:
Custom Script Definitions 

Runs Once, 

before report generation

Runs Once, 

before report generation

Called once and passed column 
Headers.

Headers may be added, 
removed, modified. 

Called once and passed column 
Headers.

Headers may be added, 
removed, modified. 

Called once per row of output. 
Row may be modified or 
deleted. Additional rows may be 
passed back.

Called once per row of output. 
Row may be modified or 
deleted. Additional rows may be 
passed back.

Called once after all data rows 
have been processed. Extra 

data rows may be passed back.

Called once after all data rows 
have been processed. Extra 

data rows may be passed back.



Advanced Charting Techniques

• Plotting Values on Different Scales
– Used for line/bar graphs
– Example uses:

o Integers vs. Decimals
o Totals vs. Percentage

– Scales:
o Customizable through chart styles
o Can be synced per chart 

• Using a Series Indicator
– Defines series for Chart by the set of distinct values in a 

column of data
– Typical use case is grouping a report by multiple dimensions



Advanced Charting Techniques:
Plotting Values on Different Scales 



Advanced Charting Techniques:
Plotting Values on Different Scales 



Advanced Charting Techniques:
Series Indicator 



Advanced Charting Techniques:
Series Indicator 

• The report is grouped by 
assigned and transaction 
type.

• Our category axis is 
defined as ‘Assigned’.

• The series indicator will be 
‘Trans Type’. 

. Therefore, the series 
within each assigned 
grouping will be the 
distinct values of trans 
type over the dataset.



Advanced Charting Techniques:
Series Indicator 



Data Exceptions
Defined During Report Creation



Data Exceptions:
An Example 



Trending
Defined during Report Creation similar to 
Comparison Columns



Trending:
Output 



Trending:
Forecasting



Trending:
Visualizing Trends



Additional Information

• rightnow.custhelp.com
– A few favorite answers:

o Answer ID 2240:  In 7.x, what are the interval types in the Incident 
Performance table? 

o Answer ID 1884:  In views and reports, what are the aggregate, string, 
date, logical, and math functions?

o Answer ID 2482:  In 6.x, how do I include a recursive drill-down in my 
custom report? 

o Answer ID 1836:  How do I create drill-down views and reports?
o Answer ID 1917:  Which data and standard reports are cached? 
o Answer ID 2192:  Sending a report only if it has data in it 
o Answer ID 2047:  What are the chat Statuses in RightNow Live reports? 

• Analytics Training
• Analytics Booth & Ask the Experts
• Professional Services
• RightNow Manuals and Online Help
• My Contact Info 

– sboyer@rightnow.com


	Advanced Analytics:  �Getting Deeper Customer Insight
	Agenda
	Relative Rounding on Dates
	Comparison Periods:�Comparison Columns
	Comparison Periods:�Generating a Comparison Report 
	Comparison Periods:�Comparison Output Example
	Comparison Periods:�Comparison Output Node 
	Comparison Periods:�Comparison Matching Examples 
	Comparison Periods:�Comparison Matching Examples 
	Comparison Periods:�Percentage Difference Columns 
	Comparison Periods:�Percentage Difference Column Example
	Hierarchical Drilldowns
	Hierarchical Drilldowns:�An Example 
	Advanced Filters
	Outer Join Filters:�An Example 
	Node Filters:�An Example 
	Group Filters:�An Example 
	Custom Scripting
	Custom Scripting:�Where to Add 
	Custom Scripting:�Custom Script Definitions 
	Advanced Charting Techniques
	Advanced Charting Techniques:�Plotting Values on Different Scales 
	Advanced Charting Techniques:�Plotting Values on Different Scales 
	Advanced Charting Techniques:�Series Indicator 
	Advanced Charting Techniques:�Series Indicator 
	Advanced Charting Techniques:�Series Indicator 
	Data Exceptions�Defined During Report Creation
	Data Exceptions:�An Example 
	Trending�Defined during Report Creation similar to Comparison Columns
	Trending:�Output 
	Trending:�Forecasting
	Trending:�Visualizing Trends
	Additional Information

