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Overview 
 
The Report Builder allows you to build your own reports based on your account data available in 
LiveEngage. Up to 13 months of operational data are available in Report Builder.  
 
You can customize your own dashboards and include in them self-defined KPIs, or use 
predefined dashboards to build customized versions tailored to your business needs. Access to 
the Report Builder gives you the opportunity to view all your prepared dashboards, run or filter 
them according to your requirements and export data to excel or PDF. 
 
Report Builder allows you to: 

● Create dashboards with custom KPIs and use predefined report templates to build 
out-of-the-box customized reports. 

● Customize further by creating new visualizations using the simple drag and drop interface. 
● Understand and analyze the performance of a campaign, including metrics such as 

conversions, increase in AOV, and sales generated. 
● Measure the performance of your contact center operation, filtering KPIs by agent groups, 

and drilling down to the hourly activity of a single agent. 
● View all metrics by the day, and key metrics, e.g. those needed for staffing calculations, by 

the hour. 
 
This User Guide sets out detailed instructions for building your own dashboards, creating filters 
and visualizations and more. 
 
DISCLAIMER:  
LivePerson will support standard reports that are provided by LivePerson as part of the Report Builder 
product. If you use Report Builder to create or implement custom reports, we suggest that you keep the 
guidelines outlined in the customize dashboards section in mind. However please note that we will not 
provide support for these custom reports. LivePerson is not liable for any loss or damage to data that may 
result from the use or performance of any custom reports. 
 
 
  



Terms Of Use 

Our Commitment 
LivePerson is committed to the highest standards of quality and availability, including the builder. 
Accordingly, LivePerson technical teams run periodic performance tests and thorough and 
professional quality assurance processes to minimise the chance of defects impacting the builder. 
Every predefined dashboard is carefully designed and constructed to run with high response 
times and at its maximum efficiency. This to ensure the user can derive data driven decisions 
without delays. 
 
In order to maintain service availability to all platform users, LivePerson may apply system 
protection measures that limit the resources a custom dashboard consumes. This includes 
enforcing size and run-time limitations built into the platform. The system will alert you when a 
threshold has been reached. We strongly advise you to follow the recommendations detailed in 
this document. 
 

Freshness of Data 
As an offline business intelligence decision support tool, the Report Builder is updated periodically 
with recent activity that took place on your LiveEngage account. The data refresh process takes 
place three times a day. The first update runs every morning before 8 AM in the account timezone 
(according to the data center in which the account is stored), and includes data accumulated up to 
midnight the same day. For example, on Wednesday at 8 AM, Report Builder will show data 
updated to the Tuesday at 11:59 PM. The following updates run every 8 hours and these updates 
include data accumulated from up to 6 hours before the start time of this process. 
 
Certain metrics available in Report Builder may update retroactively. These metrics are either part 
of the “Funnel” (available in the Business Activity and Operational & Staffing predefined 
dashboards), or specific to Messaging (available in the Messaging Performance predefined 
dashboard). These metrics are updated for full visit sessions to the website, or closed messaging 
conversations. The description of such metrics include an explicit indication respectively. For 
more information, download the metric glossary. 
 

Your Commitment 
Customising dashboards through the feature rich builder, requires a certain skill set and needed 
knowledge. To best equip our users with the necessary knowledge, LivePerson has put forward a 

https://s3-eu-west-1.amazonaws.com/ce-sr/CA/Report+Builder/Report+Builder+Predefined+Dashboards+Glossary.xlsx


knowledge pack that is required of any user who wishes to gain edit access. For more information 
about the required certification process, please reach out to your LivePerson Account Team. 
 
It is important to note that LivePerson Support does not troubleshoot custom dashboards created 
by users; only dashboards stored within the Predefined Dashboards folder are maintained and 
supported by LivePerson Technical Support. 
 

Handling of 3rd party defects 
The builder is based on a 3rd party tool by Microstrategy, named Microstrategy Desktop - Web 
Client. LivePerson is entitled to and will escalate newly discovered defects with the tool to 
Microstrategy. LivePerson does not commit to resolution of defects found within the Microstrategy 
platform, however, is committed to deploying fixes made available by Microstrategy to improve the 
stability and availability of the builder for LivePerson’s customers. 
 
To ensure your browser and export software are supported for using the builder, review the 
Microstrategy Desktop - Web Client system requirements website. 
 

Your Feedback is Welcome! 
Please contact us at rbfeedback-lp@liveperson.com with any product related feedback from your 
experience with Report Builder. We are looking forward to continuously enhancing the range of 
analyses you will be able to perform with the builder.  
 
Thank you for your partnership! Hope you find the builder valuable to your business. 
 
LivePerson BI Product Management  

https://microstrategyhelp.atlassian.net/wiki/spaces/README104/pages/38305888/MicroStrategy+10.4+System+Requirements#MicroStrategy10.4SystemRequirements-Web_ClientMicroStrategyWebclient
mailto:rbfeedback-lp@liveperson.com


Getting Started 
 
Accessing Report Builder  
 
Brands can access Report Builder through the LiveEngage UI, from the Messaging Real-time 
Dashboard, Queue Health Dashboard, and Campaign Dashboard.  
 
Access Report Builder 
 

1. Log into LiveEngage using your Campaign Manager or Agent Manager credentials. 
2. Open the dashboard by clicking the drag down icon 

3. Click the Report Builder icon ( ) on the left of the screen. A new tab will open. 
 
How to video: Getting started 
 
Permissions 
 
In order for Agent Managers and Campaign Managers to be able to view, customize or share 
reports in Report Builder, the following permissions need to be enabled in their user profile: 

● View reports in Report Builder - allows viewing of all reports 
● Customize reports in Report Builder - allows users to customize reports and save them 

within the My Reports folder 
● Share reports in Report Builder - allows users to share reports with other account users by 

saving them in the My Account folder 
 

Note: These permissions are disabled for both Agent Manager and Campaign Manager roles by 
default.  
 
To enable permissions: 

1. In the Users tab, click on the Profiles page. 
2. Click on the ‘Agent Manager’ or ‘Campaign Manager’ profile. The Edit profile page will 

open.  
3. Under Permissions, scroll down to the Report Builder permissions listed above and enable 

the permissions you wish the user to have.  
4. Click Save. 

 
Note: If you would like to enable one or more of the Report Builder permissions for some users, 
but not for others, this can be achieved by creating a new custom profile within either the Agent 

https://bcove.video/2vj2Sid


Manager or Campaign Manager role. For further information, refer to the Customize user profiles 
documentation.  
 

Data view restrictions 
 
Report Builder filters data by agent groups, meaning that agent group managers can see data 
from their own group(s) and subgroups only. 
 
Where there are data that cannot be pre-filtered by agent group, there are also restrictions by 
role: 

● Agent managers are not allowed to view data in the Business Activity Dashboard that 
cannot be filtered by agent groups.  

○ If a copy of the Business Activity Dashboard is saved under the ‘My Account’ 
folder, an agent manager trying to access it will receive an error message and will 
not be able to see any data. 

● No restrictions apply for campaign managers.  
○ Agent managers required to view business data available on the Business Activity 

Dashboard will need to be assigned the role of Campaign Manager as well.  

 
Report Builder Folders 
 
Dashboards in Report Builder are saved in folders. The available folders are as follows:  

● Shared Reports - dashboards saved here are visible to all the users in the account.  
○ LE predefined dashboards: All available predefined LiveEngage dashboards. 

See details below. 
○ My Account: Reports that have been designed specifically for your account, 

created by you, other users in the account or by the LP account team. 
○ Analytics RB Reporting: Customized reports created by LP for accounts with a 

CSO (Customer Support Offering) package. The folder will be visible and 
accessible as read-only for accounts eligible of a CSO package. 

● My Reports - dashboards saved here are visible only to the user who created the 
dashboard.  

Creating and Managing Sub folders 
In the My Account and My Reports folders, users may create sub-folders to organize copies of 
existing dashboards. Each sub-folder can contain any number of saved dashboard. While any 
user with access to Report Builder may view sub folders and their content, managing sub-folders 
is only available to users with the permission to Customize Reports.  
 

https://s3-eu-west-1.amazonaws.com/ce-sr/CA/Admin/Permissions+(profiles).pdf
https://s3-eu-west-1.amazonaws.com/ce-sr/CA/Admin/Permissions+(profiles).pdf


 

 
 
Creating a folder under “My Account” or “My Reports” folders 

1. Access Report Builder and navigate to one of the above mentioned folders 
2. Right-click an existing dashboard and from the drop-down menu, select “New” and then 

“Folder” 
3. Once the name is chosen and submitted, the icon for the new folder will appear on screen  

 

 
 
Alternatively, a new folder can be created by copying an existing dashboard (right-click and 
“Copy”), or by selecting the Save As menu option from within an opened dashboard.  

In both options, to the right of the folder selection-box, click on the create folder icon  
 



 
 
Deleting and renaming an existing dashboard is also available via right-clicking the folder icon. 
Important note! When deleting a folder, its content is deleted as well, and cannot be recovered. 
 

LiveEngage predefined dashboards  
 
The data currently available in LE predefined dashboards is as follows: 

● Agent Activity Dashboard: Includes operational data about agents. 
● Skill Activity Dashboard: Includes operational data about skills. 
● Goals Tracker Dashboard: Includes information about each conversion. 
● Messaging Performance Dashboard:  Includes operational and business data about 

messaging conversations. 
● Business Activity Dashboard: Includes information about campaigns and engagements 

performance. 
● Operational & Staffing Dashboard: Includes information about skill performance and skill 

demand 



● Survey Activity Dashboard: Includes information about responses to surveys presented 
in Live Chat  

 

 
 
Note: The data included in Report Builder are constantly evolving. 
 
For further information on predefined dashboards, refer to the Predefined dashboards overview. 

Feature Releases 
With every release, new features are added to the predefined dashboards, but not all the changes 
are automatically updated in the custom dashboards.  

● New metrics in existing datasets - new metrics added to existing datasets in the 
predefined dashboards will be available in custom dashboards as well.  

● New attributes in existing datasets -  new attributes will be automatically added to 
custom dashboards, but will show with only IDs as values. The attribute’s description is 
part of a new dataset (the dimension dataset) which is not added automatically. 

○ In order to see the attributes’ description, the user must recreate his custom 
dashboard by creating a new copy of the predefined dashboard. 

● New datasets and visualizations - will not be added to existing custom dashboards.  
● Derived metrics - will not be added to the custom dashboards.  

Users are advised to create new reports often to get the latest version of the predefined 
dashboards. 
 
Field details tab 
Each report in Report Builder includes a Field Details tab, containing a list of all the available KPIs 
in the report, and a description for each. 
 
 
 
 

 

https://s3-eu-west-1.amazonaws.com/ce-sr/CA/Report+Builder/Predefined+dashboards.pdf


Capabilities 
 
A user with edit access can use the builder in a similar manner to the use of a spreadsheet in 
Google Spreadsheets or Microsoft Excel. These tools as well as the builder have limitations and 
the following points should help you avoid interruptions to your work on the builder: 
 

Dashboards 
 
A dashboard is an interactive display that you can use to quickly and easily explore your business 
data. Dashboards allow you to: 
 

● View visual representations of the data (called visualizations) in the VI dashboard to make 
the data easier to interpret. 

● Sort and rearrange data in visualizations. 
● Perform manipulations on the data to display only the information you are interested in. 
● Use pre-defined, presentation-quality formatting to quickly display your data in a 

visually-striking way. 
 
LiveEngage comes with a set of predefined dashboards which offer ready made reports for 
account data flowing into Report Builder from the LiveEngage data platform. These predefined 
dashboards can be used out of the box, or manipulated to create customized reports which 
contain unique key performance indicators. 
 
 

 



 
Time-frame selection for loading data into a dashboard 
 
When selecting a dashboard to run you will be asked to select a timeframe for the dashboard 
data. This prompt is the “time frame selector”. The dashboard will only present data from the 
pre-loaded timeframe. You can always “re-prompt” from within the dashboard’s file menu. 
 
In the selector, you may choose from one of the following time-frame options: 

1. Last 120 days 
2. Last 60 days (default) 
3. Last 30 days 
4. Filter for Months - choose up to four individual months from the past 13 months 

 

 
Image: Time frame selector main prompt 
 

 
Image: Time frame selector “Filter for Months” prompt  
 
How-to video: Filtering 
 
Customize a predefined dashboard 
 

1. Open any dashboard from the ‘LE predefined dashboards’ folder. 
2. Click the ‘Save As’ option under the ‘File’ drop-down menu. 
3. Save a copy of the predefined dashboard under the ‘My Reports’ folder.  
4. Select the ‘Run newly saved dashboard’ option. 
5. The new dashboard is now created, ready for you to customize. 

 
How-to video: Creating dashboards 

Saving Changes 
Idle time thresholds are enforced in Report Builder, and aligned with the LiveEngage platform 
setup. These thresholds in place protect your account. Please make sure to save your dashboard 

https://bcove.video/2wwcWD6
https://bcove.video/2wtZwaH


so editions will not be lost. Report Builder does not offer an auto save function at this time, and it 
is recommended to save your work after every bulk of changes. 
 
Share a custom dashboard 
 

1. Open the desired dashboard. 
2. Click the ‘Save As’ option under the ‘File’ drop-down menu. 
3. Save a copy of the desired dashboard under the ‘My Accounts’ folder. 
4. The dashboard will be available to all the users in the account. 

 
Export a dashboard to PDF 
 

1. Open the desired dashboard. 
2. Click the ‘Export to PDF’ option under the ‘File’ drop-down menu. 
3. In the Export Option window select ‘Current Sheet’ to export only the selected sheet, or ‘All 

Sheets’ to export every sheet, and click OK. 

Create subscriptions (scheduling) 
Scheduling dashboards to email is currently available via you LivePerson account team. 
 
 

Tabs and Panels 
 
A dashboard contains multiple layouts. To switch between the pages of data in the dashboard, or 
tabs, click the name of a layout tab. Each tab can contain multiple panels of content, all using the 
same tab filters. You can switch between panels by clicking the blue dot at the bottom of each 
panel. 
 
Add a new tab 
 

1. Click the ‘+’ sign next to the names of the tabs. 
2. Give the tab a name by double-clicking on the name field. 

○ Note: the existing filters will not apply to the new tab. To apply filters to the new 
tab, please refer to the instructions regarding adding filters below.  

{Tips} 
● It is recommended to use an existing tab with its filters and modify it, rather than adding a 

new empty tab. The predefined tabs include all the filters needed in order to see the data 
properly. Copy a predefined tab and delete the irrelevant visualizations or modify them to 
fit your needs.  

 



Copy an existing tab 
 

1. Click on the down-arrow next to the tab’s name. 
2. Select ‘Duplicate’. 

 
Remove a tab 
 

3. Click on the down-arrow next to the tab’s name. 
4. Select ‘Delete’. 

 
Add a new panel to an existing tab 
 

1. Click on the down-arrow next to the tab’s name. 
2. Select ‘Insert Panel’. 
3. Give the panel a name by double-clicking on the name field. 
4. Move between panels by clicking on the blue dot at the bottom of each panel. 

○ Note: all existing filters on the tab will automatically apply to all panels. 
 

{Tips} 
● It is recommended to create new tabs rather than many panels in a single tab 

 
 
How-to video: Sheets and Panels 
How-to video: Working with datasets 
 

Filters 
 
You can filter the data displayed in a dashboard by selecting from various options in the Filters 
panel. For example, a dashboard displays engagement data for several different agent groups, 
from 2015 to 2017. You can filter the data in the dashboard to only display data for a specific 
agent group in 2016. 
 
There are two types of filters available (see Metrics and Attributes): 

● Attribute filter  
● Metric filter 

 
How-to video: Filters and Dates 
 
Add an attribute filter to the filters panel 
 

https://bcove.video/2wIfhug
https://bcove.video/2wwnQJ0
https://bcove.video/2wKACTG


1. From the Dataset panel, select the attribute you want to use to filter your data, and drag it 
onto the Filters panel.  
You can place the attribute above or below the filters already displayed in the panel.  

2. Hover the cursor over the name of the filter you just added, then click the arrow icon. A list 
of options will display. 

3. Click on Display Style, then select the style you want to use to display the filter. The 
options are: 

○ Check Boxes 
○ Searchbox 
○ Slider 
○ Radio Buttons 
○ Drop-down 

4. You can choose to include or exclude data using elements selected in the filter, as follows: 
○ To display data in the dashboard only for selected elements, select Include. 
○ To display data in the quick dashboard for all elements except the elements that 

are selected, select Exclude. 
 
Note! The filters of a any dashboard must contain at least one attribute from the “Time” dataset 
which appears at the top of the DASHBOARD DATASETS list. Attributes of the Time dataset 
include: DATE, DAY OF WEEK, WEEK, and MONTH. 
 
Add a metric filter to the Filters panel 
 

1. From the Dataset panel, click the metric you want to use to filter data, and drag it onto the 
Filters panel. You can place the metric above or below the filters already displayed in the 
panel. 

2. Hover the cursor over the name of the metric you just added, then click the arrow icon. 
Click on Display Style and select one of the following: 

○ To filter data by creating a qualification on a metric, select Qualification. 
○ To filter data by choosing values on a slider, select Slider. 

 
3. Hover the cursor over the name of the metric you just added, then click the arrow icon and 

select one of the following: 



○ To filter by the metric's values, select Qualify on Value. For example, you can 
display data only for agents with engagements greater than or equal to 100. 

○ To assign a numeric rank to the metric values and then filter by rank, select 
Qualify on Rank. A few options are available: 

1.  To assign a numeric rank to the metric values, where 1 is the highest 
metric value, and then filter by rank, select Highest in the drop-down list. 
For example, you can display data for the ten agents with the highest MCS 
score. 

2. To assign a numeric rank to the metric values, where 1 is the lowest metric 
value, and then filter by rank, select Lowest in the drop-down list. For 
example, you can display data for the ten agent groups stores with the 
lowest login time. 

3. To filter by the top n% of metric values, select % Highest in the drop-down 
list. For example, if eight items are displayed in a visualization, Rank % 
Highest = 25 displays the top two items. 

4. To filter by the bottom n% of metric values, select % Lowest in the 
drop-down list. For example, if eight items are displayed in a visualization, 
Rank % Lowest = 25 displays the bottom two items. 

 
4. There are two options to configure how users will be able to filter the data: 

○ To allow users to filter data by creating a qualification on a metric, perform the 
following steps: 

1. Click Greater than or equal to. From the drop-down list, select the 
operator you want to use to compare data, such as Less Than or Equals. 

2. In the field, type the value you want to use to filter data, then press ENTER. 
The qualification is created. 

○ To allow users to filter data by choosing values on a slider, perform the following 
steps: 

1. Click and drag the endpoints of the slider to cover the range of values for 
which you want to filter data. 

2. You can choose to include or exclude data using the values selected in the 
slider. Hover the cursor over the metric name and click the arrow icon, then 
do one of the following: 

■ To display data in the quick dashboard only for metric values 
selected in the slider, select Include. 



■ To display data in the quick dashboard for all metric values except 
the values selected in the slider, select Exclude. 

 
Remove a filter from the filters panel 
 

1. Hover the cursor over the name of the filter you wish to remove, then click the arrow icon. 
A list of options is displayed. 

2. Select Delete. 
 
Use a filter as a filter to another filter 
 
You can choose to show only a subgroup of values in a filter by using a second filter to sort the 
options. For example, filter AGENT attribute by GROUP - once a specific group is selected, only 
agents assigned to this group will be visible in the filter. 
 

1. Hover the cursor over the name of the filter, then click the arrow icon. A list of options is 
displayed. 

2. Point to Select Targets, then select the other filters within the Filter panel to filter by the 
pre-selected filter. 

 
How-to video: Using visualizations as filters 
 

Visualizations 
 
Once the dashboard is ready, you can quickly add visual representations of the data (called 
visualizations) to the dashboard to make the data easier to interpret. 
 
Add a visualization to a dashboard 
 

1. Click the ‘Insert Visualization’  icon in the top bar. A new empty visualization is added 
to the dashboard.  

2. Add metrics and attributes to the visualization by drag-and-drop (to the ‘Editor’ panel or 
directly to the grid). 

 
How-to video: Working with graphs and visualisations 
 
Rearrange the visualizations 
 

1. To quickly rearrange the visualizations in a tab, click and drag the visualization to its new 
location in the tab. The other visualization will automatically be shifted and resized. 

 

https://bcove.video/2wTZrMV
https://bcove.video/2wKCFY4


Rename a visualization 
 

1. Click on the visualization.  
2. Click the down-arrow icon on the top-right corner of the visualization. A list of options is 

displayed. 
3. Select ‘Rename’, then type a new name for the visualization in the field. 
4. Press ENTER. The visualization is renamed. 

 
Delete a visualization 
 

1. Click on the visualization.  
2. Click the down-arrow icon on the top-right corner of the visualization. A list of options is 

displayed. 
3. Select ‘Delete’. 

 
Export a visualization 
 

1. Click on the visualization.  
2. Click the down-arrow icon on the top-right corner of the visualization. A list of options is 

displayed. 
3. Select ‘Export’ and then select the type of file to export: PDF, Excel or Data (CSV). 

 
{Tips} It is highly recommended to limit the amount of metrics included in a detailed grid that is 
based on attributes such as “AGENT” or “HOUR”. When pulling data for long timeframes, the 
performance of large grids may deteriorate. Therefore, it is recommended to either limit the 
amount of rows (attributes) or columns (metrics) in grids that present more than a week of data. 
 

Metrics & Attributes 
 
Once you have added visualizations to a dashboard, you can add metrics and attributes to show 
data. 
 

Providing business context to a report: Attributes  
Attributes provide a context in which to report on and analyze business facts or calculations. 
While being aware of your account’s total conversions is useful, knowing when and by whom it 
was submitted provides the kind of analytical depth users require on a daily basis. 
 
For example, you have a report containing the Week, Month, and Group attributes, as well as a 
Conversions metric. The report displays your account’s conversions for each group, during each 
week and month for which data are available. Because of the attributes on the report, a 
substantial amount of information is available, such as which group produced the least 
conversions and which months saw the highest growth in conversions. Without these attributes, 



the report will only display the total number of conversions, meaning you will miss out on this 
valuable in-depth analysis. 
 

Calculating data on a report: Metrics  
Metrics are objects that represent business measures and key performance indicators. They are 
similar to formulas in spreadsheet software. It is not an overstatement to say that the focus of 
almost any report is its metrics. Most of the decisions you make about the other objects to include 
on a report depend on the metrics you use on the report. Questions such as ”How many 
engagements were handled by agents during the fourth quarter?” can easily be answered by 
metrics. 
 
Add attributes and metrics to a visualization  
 

1. From the Dataset panel on the left, select attributes and metrics, and drag them onto the 
‘Editor’ panel. 

2. Attributes can be added to: 
a. ‘Rows’ - the attribute’s values will be displayed on the rows of the grid. 
b. ‘Columns’- the attribute’s values will be displayed on the columns of the grid. 

3. Metrics can only be added to the ‘Metrics’ to show data. 
 
 
How-to video: Creating attributes 
How-to video: Create an Hourly Interval Attribute 
 
Remove a metric or attribute from a visualization 
 

1. Click on the metric or attribute. A list of options is displayed. 
2. Select ‘Remove’. 

 
You can also create your own metrics. This option in is useful if you would like to achieve any of 
the following: 

● Perform additional calculations on the metrics from the datasets (such as multiplying by a 
constant or using a function).  For example, you can subtract the values of one metric from 
the values of another metric, such as Logged in Time - Online. 

● Create calculations that combine metrics from different datasets.  
● Create totals using specific functions. You can calculate an hourly average, for example, 

Interactive Engagements / (Labor Time * 24). 
 

Custom metrics are named ‘Derived metrics’. These are metrics that a report analyst can create 
based on existing metrics in the report. A derived metric performs a calculation on the fly with the 
data available on a report, without re-executing the report against the data source.  
 

https://bcove.video/2wFwMMr
https://bcove.video/2wI4DU8


Derived metrics are not metric objects that can be re-used in other reports and documents. They 
are metrics that are saved and displayed only on the specific report on which they are created. 
You can only use metrics already existing in a report to create a derived metric. 
 
Create a new metric 
 

1. Right click anywhere in the Datasets panel and select ‘Create Metric’. 
2. A new window ‘Metric Editor’ will open up.  
3. Use objects and functions or operators to create the required formula.  

a. Objects: the metrics and attributes available in the report.  
i. To add an attribute or metric, double-click an object from the ‘Objects’ list 

to the right to add it to the Formula field. 
b. Functions: when you create a derived metric, you can define it using a function, 

which allows you to create a more complex derived metric. For example, you can 
choose a RunningSum function to create a RunningSum of Revenue 
(RunningSum(Revenue)) metric. 

i. To create a derived metric using a function, select the function, define its 
arguments and parameters, and then specify the metrics on which to base 
the new metric. 

Note: Refer to the Functions Reference for information on the types of functions 
available, what each function calculates, the correct syntax to use for each, and 
examples. 

4. Click ‘Validate’ and make sure the formula is valid. 
5. Name the metric and save it. 

 
How-to video: Creating metrics 
 
 

http://www2.microstrategy.com/producthelp/9.5/manuals/en/FunctionsReference.pdf
https://bcove.video/2vPgq6B


 
 

{Tips} 
○ Quantity: Adding more than 3 derived metrics to a single dataset may ultimately 

harm the performance of your dashboard to the extent that it may be virtually 
unusable. We encourage you to use the existing metrics available in the builder 
and minimize the number of additional derived metrics you create on your own. 

○ Formulas: Functions which parse values stored in Attributes are known to impact 
processing time. Similarly, adding “Distinct” counting to built in functions would also 
have a relatively higher impact to the processing and ultimately load time of any 
dashboard. 

 
Edit a metric 
 

1. Right click on the metric name on the Dataset panel or Editor panel. 
2. Select ‘Edit’. 
3. The ‘Metric Editor’ window will open up allowing you to modify the metric’s formula. 

 
Change the format of a metric 
 

1. Right click on the name of the metric on the Datasets panel. 



2. Select ‘Number format’ and then select the format from the available options (Currency, 
Date, Time, Percentage and so on). 

 
3. Change the decimal places by clicking the ‘Increase Decimal’ or ‘Decrease Decimal’ icons 

. 
 
Note! Due to the Microstrategy platform design, when creating time based derived metrics, it is 
recommended to user the “Custom” formatting and change the prefix of the ‘hour” attribute from 
“h” to “[h]”. Example: [h]:mm 

 
Visualization Styles 
 
Once a visualization is created with metrics and attributes, you can display it in several ways: 
 
Change widget style using the Visualization Gallery 
 

1. Click on the visualization.  
2. Select the desired style from the ‘Visualization Gallery’, on the right of the screen. 

 
The table below lists the available styles: 
 

Icon Visualization style When to use 



 

Grid Display data in a tabular layout - multiple 
attributes and metrics 

 

Heat Map 1 attribute and a metric 

 

Bar Chart 1 or more metrics 

 

Chart 1 or more metrics 
1 or more attributes 

 

Area Chart 1 or more metrics 
1 or more attributes 

 

Bubble Chart 1 or more metrics 
1 or more attributes 

 

Pie Chart 1 or more attributes 

 

Combo Chart 2 or more metrics 
1 or more attributes 

 

Network Chart 1 or more attributes 

 



 
 

Graphs with more than 1 metric 
 

Change the axis  
 

1. On the ‘EDITOR’ panel, right click on the name of the metric you’d like to move the axis of. 
A list of options is displayed. 

2. Select ‘Right Axis’. The metric’s axis will move from the default left axis to a new axis on 
the right of the graph. 

 
Change color shapes according to the metric names 

1. On the ‘EDITOR’ panel, click on the ‘Metric Names’ rectangle. 

  
2. Drag the rectangle and drop it into the ‘Color By’ section in the panel: 

 
3. The shapes will be colored differently according to the metrics. 

 
Add a legend 
 



1. Right Click anywhere inside the visualization (but not on the shape itself). A list of options 
is displayed. 

2. Click on ‘Show Legend’. The legend will display on the right of the visualization. 
3. On hover a few options will be displayed:  

a. In the top left corner - an arrow, allowing you to minimize\maximize the legend. 
b. In the top right corner - an ‘X’ button, allowing you to close the legend. 

 

 
Formatting  
 
Formatting a graph 
 
Change the color of shapes 
 

1. Right click on the shape you would like to change the color of. A list of options is 
displayed. 

2. Click on ‘Shape Fill Color’ and select a color of your choice. 
 
Add data labels 
 

1. Right click on the shape you’d like to add labels to. A list of options is displayed. 
2. Click on ‘Data Labels’ and select ‘Only Value’. 
3. Labels will be added to the visualization.  

 
Thresholds 
You can highlight metric data in a visualization by displaying the data in a different font color, or 
by replacing it with an image. For example, a Grid visualization displays conversions data for 
different agent groups. You can use thresholds to display conversions values of less than 1,000 in 
red. Thresholds can make analyzing large amounts of data easier because images are easy to 
locate and different font colors are quickly identified. 
 
A threshold is made up of two parts: the condition, and the formatting that will be applied to the 
values that meet the condition. Conditions can vary in complexity depending upon the type of 
threshold that is created. The data that meets the condition are considered to be data that have 



passed the threshold of the condition. Once data passes the threshold, formatting is automatically 
applied to the data. 
 
Create a threshold for a metric 
 

1. On the selected grid, right click on the name of the metric you’d like to define a threshold 
for. A list of options will display. 

2. Select ‘Thresholds’. The Thresholds dialog box will open. 
3. From the ‘Thresholds Type’ options, select the type of formatting you want to apply to the 

metric values that meet the threshold condition, as follows: 
a. Color-based: to create a threshold to change the background color used to display 

metric values.  
b. Image-based: to replace metric values with an image.  

4. From the second drop-down list, select the color or images you want to display: 
a. Color: select a set of colors to apply to the values, such as Orange, Green, Red. 
b. Images: select the images you would  like to display. The options include: 

i. Arrows  

ii. Regular Pin  

iii. Rounded Pin  
iv. And many more 

5. From the ‘Based on’ drop-down list, select the metric to use to define the threshold. 
6. From the drop-down list that will appear once you have selected the metric, select one of 

the following: 
a. To create a threshold based on the value of the metric, select Value. For example, 

you can display metric values greater than 5 million in blue. 
b. To create a threshold based on the top x metric values, select Highest. For 

example, you can display the top 5 metric values in red. 
c. To create a threshold based on the bottom x metric values, select Lowest. For 

example, you can display the bottom 5 metric values in green. 
d. To create a threshold based on the top x percent of metric values, select Highest 

%. For example, you can display the top 10% of metric values with a green flag. 
e. To create a threshold based on the bottom x percent of metric values, select 

Lowest %. For example, you can display the bottom 50% of metric values with a 
red flag. 



 
7. From the ‘Break By’ drop-down list, select the attribute level at which you want to restart 

counting rank or percent values for the metric. This option is only available for thresholds 
based on rank or percent values. 

8. Each band displayed in the dialog box represents a different range of values. You can 
click and drag a thumb left or right along the slider to increase or decrease the range of 
values covered by the band. 

 
 

9. Further customizations are available: 

a. To create a new band, hover the cursor underneath the band and click on the  
icon that appears to place a new band. 

b. To change the color applied to the range of values covered by a band, hover on 
the band, the band will be highlighted. Click on the band, a palette of colors will be 
opened. Select the new color from the palette. 

c. To delete a band, hover the cursor over the band, then right-click and select 
‘Delete’. The band is deleted. 

10. You can preview your changes by clicking Apply. Once you have finished defining the 
threshold, click OK. The threshold is created. 

 
Clear all thresholds applied to a metric 
 

1. On the selected grid, right click on the name of the metric you’d like to clear thresholds for. 
A list of options will display. 

2. Select ‘Clear Thresholds’. All thresholds defined for the metric are cleared, and no longer 
affect the display of data in the visualization. 

 

Formatting the dashboard 
 
Add a title 
 



1. Click the ‘Insert’   icon in the top bar. A list of options will display. 
2. Select ‘Text’. A new title bar will display. 
3. Click on the text bar and type your desired text. 
4. You can drag and drop the title bar to anywhere in the dashboard. 
5. You can format the text font by selecting the title bar and changing the settings on the 

‘PROPERTIES’ panel. 

 

 
Groups 
 
When you have a very large dataset within a dashboard, it can be easier to work with that data by 
grouping it into logical subsets, and viewing only one or a few of the subsets at a time.  
 
For example, a grid displays requested engagements by campaign. If there are multiple 
campaigns configured with similar properties (e.g. one for mobile and another for desktop), they 
can be grouped together in order to display their aggregated data. All the data from the grid is still 
present, but it is grouped into smaller, more manageable sections. 
 
Once you have added an attribute to the grid, you can perform the following steps to group the 
data. When you group data in a dashboard, the grouping creates a new attribute, which is marked 

with the  icon. You can use this new attribute in any of your visualizations. 
 
Group or ungroup data  
 

1. Right-click on the name of the attribute you’d like to group, on the EDITOR panel. A list of 
options will display. 

2. Select ‘Create Groups’. A new window, the ‘Group Editor’, will open. 
3. Name the new attribute.  
4. Name a group and add values to it by dragging them from the ‘Available’ list on the left of 

the window and dropping them into the ‘Selected’ section on the right. 

5. Click the button once your group is complete.  
6. Add more groups by clicking in the ‘Add a Group’ link. 
7. Once you’ve finished creating the groups, click ‘Save’. 
8. You can now use the new attribute instead of the original attribute. 



 
 
How-to video: Creating and Managing Groups  

https://bcove.video/2wFK5MK


Recommendations for creating custom dashboards 
 

● Dashboards  
○ Users are advised to recreate their dashboards every so often in order to get the 

latest version of the predefined dashboards. 
● Tabs 

○ It is recommended to use an existing tab with its filters and modify it, rather than 
adding a new empty tab. The predefined tabs include all the filters needed in order 
to see the data properly. Copy a predefined tab and delete the irrelevant 
visualizations or modify them to fit your needs.  

○ It is recommended to create new tabs rather than many panels in a single tab 
● Filters  

○ The filters of a any dashboard must contain at least one attribute from the “Time” 
dataset which appears at the top of the DASHBOARD DATASETS list. Attributes of 
the Time dataset include: DATE, DAY OF WEEK, WEEK, and MONTH. 

● Metrics & Attributes 
○ It is highly recommended to limit the amount of metrics included in a detailed grid 

that is based on attributes such as “AGENT” or “HOUR”. When pulling data for long 
timeframes, the performance of large grids may deteriorate. Therefore, it is 
recommended to either limit the amount of rows (attributes) or columns (metrics) in 
grids that present more than a week’s worth of data. 

● Derived metrics 
○ Quantity: Adding more than 3 derived metrics to a single dataset may ultimately 

harm the performance of your dashboard to the extent that it may be virtually 
unusable. We encourage you to use the existing metrics available in the builder 
and minimize the number of additional derived metrics you create on your own. 

○ Formulas: Functions which parse values stored in Attributes are known to impact 
processing time. Similarly, adding “Distinct” counting to built in functions would also 
have a relatively higher impact to the processing and load time of any dashboard. 

○ Time based derived metrics - it is recommended to use the “Custom” formatting 
and change the prefix of the ‘hour” attribute from “h” to “[h]”. Example: [h]:mm 

 
 
 

○   

  



Further Reading 
● Report Builder Connection Area Article 

 
 

Resources for Self-Training 
To help Report Builder users develop the expertise empowering them to leverage the full 
capabilities of this tool, the following resources have been made available: 

1. Product Overview 
2. User Guide 
3. Report Builder Predefined Dashboards 
4. Predefined Dashboards Glossary 
5. Training Videos 

a. Basic Level 
i. Getting started 
ii. Filtering 
iii. Filters and Dates 
iv. Creating dashboards 
v. Working with datasets 
vi. Working with graphs and visualisations 
vii. Sheets and Panels 

b. Intermediate 
i. Creating metrics 
ii. Creating and Managing Groups 
iii. Create an Hourly Interval Attribute 

c. Advanced 
i. Creating attributes 
ii. Using visualizations as filters 

6. Frequently Asked Questions 
 
 

 
 

https://liveengage.liveperson.net/a/new/?connectionOpenArticle=report-builder
https://s3-eu-west-1.amazonaws.com/ce-sr/CA/Report+Builder/Report+Builder+Overview.pdf
https://s3-eu-west-1.amazonaws.com/ce-sr/CA/Report+Builder/Report+Builder+User+Guide.pdf
https://s3-eu-west-1.amazonaws.com/ce-sr/CA/Report+Builder/Predefined+dashboards.pdf
https://s3-eu-west-1.amazonaws.com/ce-sr/CA/Report+Builder/Report+Builder+Predefined+Dashboards+Glossary.xlsx
https://bcove.video/2vj2Sid
https://bcove.video/2wwcWD6
https://bcove.video/2wKACTG
https://bcove.video/2wtZwaH
https://bcove.video/2wwnQJ0
https://bcove.video/2wKCFY4
https://bcove.video/2wIfhug
https://bcove.video/2vPgq6B
https://bcove.video/2wFK5MK
https://bcove.video/2wI4DU8
https://bcove.video/2wFwMMr
https://bcove.video/2wTZrMV
https://s3-eu-west-1.amazonaws.com/ce-sr/CA/Report+Builder/Report+Builder+FAQs.pdf

