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Webcare Conversion Report

Overview

The Conversion report displays data related to customer transactions which have occurred as a
direct result of a Live Help Call or Chat. Specifically, the customer and agent have interacted via a
Live Help Call or Chat invite link which has been offered and accepted.

Subsequently, this interaction has resulted in a transaction being made either during the current
Call or Chat session, or up to a maximum period of 7 days after the Call or Chat occurred.

Transactions

A transaction event, also known as a Transaction Complete event, denotes that a transaction has
occurred. For commerce sites, this will typically refer to the submission of an order. Transaction
events are usually generated as a result of Transaction Complete rules being triggered on a page
(e.g. on a cart checkout page).

Conversions

A conversion is a connected Live Help Call or Chat interaction that has one or more transactions
associated with it.
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Using the report

1. To access the report, log on to Webcare in the normal way and go to the
Reporting menu. Select the Conversion Report option, highlighted in yellow in the

example screen below.
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The Conversion Report window opens, as displayed below:

Conversion Report

Event horizon 7

Variable storing shopping cart total{optional): -
Preset Yesterday
Starting & August
Ending = August

.

Include all invites

-

20 2012 12 00 ~j00 AM ~|BMT
20 22 il 59 59 PM ~|GMT

2. You must make the following selections to generate the report:

= Event horizon: enter the amount of days between when the customer and
agent interactions took place via Live Help Call or Chat and when the
transactions were made. The maximum amount of time to have elapsed
between a Call or Chat occurring and a transaction is 7 days. The default
is 7 days.
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= Variable storing shopping cart total (optional): select the variable storing
the shopping cart total, if required.

= Preset: select a pre-defined date range for the report. Refer to Appendix A
for a definition of all preset timeframes.

Note: If you select the Custom Range preset then you are automatically
prompted to enter a specific calendar start and end date and a time
selection. Likewise, if you do not make a Preset selection and use the
calendar then the Preset field automatically displays as Custom Range.

Conversion Report
Event horizon 7

Variable storing shopping cart total{optional. Var3

Preset Customrange -
Starting -j August * 21 », 2012 v 12 ~:00 ~:00 ~ AM ~ GMT
Ending < August > < 2012 > = August * 21 -, 2012 + 11 ~:59 ~:59 ~ PM ~ GMT

SMWTWTTFS

Include all invite 1 2 3 a4

567 8 91011
1213 14 15 16 17 18
19 20[21] 22 23 24 25
262728 293031 1

Today

Starting: enter a date and time range from which you want the report to
start.

Ending: enter a date and time range from which you want the report to
end.

Include all invites: check this box to include all invites in the report. By
default, if there are no accepted invites, no connected interactions and no
converted interactions for an invite link then its data it is not visible in the
report. An 'Include all invites' box should be selected when you want to
include such invite links in your report.

3. Once your selections are entered, click on the Generate Table button. An
example report is displayed below:

Note: The report provides a detailed conversion breakdown per Live Help service
(Call, Chat) in to sections. Each section displays the activity for a specified
reporting period for the given service. If a particular Live Help service has no
activity then its section is not visible as part of the report.
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Conversion Report

Event horizon 7

‘anabie storing shopping cart totaioptionai): Vard -

Preset Custom rangs -

Starting T June w13 v | 2012 4| 12 w00 » 00 w | AM o GMT
Ending = June +[20 + L2012 +| (11 <558 +159 « | PM = cuT

Include all invites

| Gomerstn vcbie |
Call *
RusiLink Nams | imvites | Acosptsd | | I | | Drders Total ntaov | aov
Regrecsion Hover Link oy 0 1 0 % 0 i ] ] [ 000 \ooChoge o p 0O
Ruds Activated Smoks Emafl Web Link (Prog) | 14 (] (] (] a 0% Qoo i Umont 0 dog
Ruls Activatsd Smows Howsr LN [Prod) [ 1 1 1 1 100% 8600 | BB00 | 8600
Ruls Activated $moks Timsout Web Link [Proa} | 9 1 1 1 1 100%. 5600 | ‘sE00 | E600
Ruts sctivated Smows Wsb Link (Prod) H 14 Q [\ Q 0 [ el 4] f Q00 i fals )
Ruts Actvated: $moks Emaf Link - 17 Q 1] Q 1} % fali 4] s Q0o [ {ali ]
Ruse Activatsd: $moks Hover Link H 14 2z 1 Q Q e Q02 H a0l H Q00
Ruts sctivated: Smoks Timsout Link 14 Q Q Q 0 [ fsli ) i a0l i falis)
Rusis Activated: Smoas Web Link (- ] [ (] 1} % aog [ 1 R ' .
Smoke Hover Link . 43 1 Q a Q (] 000 i a0 Qoo
Smoks Hower Link [Production) f 14 Q a ] 1] % fali ] | a0l ¥ el 1]
Smoke Timecut Link I 43 6 3 Q Q e Qo 1 Q00 Qoo
Smois Timaout Web Link (Production) 13 ] [ 0 ] [ 000 ' @goa ! oo
$mode Web Link H 108 Q Q 2 2 Lo Q00 H a0 K Q00
Smods Wst Link (Production) i 3 H 5 H 4 H ] 0 H 0% H falis] H a0 H {als 4]
Totals 400 0 18 0 12 ¥ 2 16.67% | 132.00 | 66.00 ' 66.00
Chat
i RussLink Nams Invitss | Accepted Connscted | Conwerted = Transactions =~ ConversionRate | OndersTotsl | intaov | aow
Rufs activated: Smoks IS Chat Ematl Link v ' Q ' a ' a ' Q 0% ! Q00 ' @ ' 0o
Ruls Activated: Smoks 15 Chat Hover Link 9 4 2 Q Q [ Q00 Q00 . oM
Rufle sctivated: Smoke 13 Chat Hover Link [prod) ! a Q L] (1] Q 0% aoo | Q.00 !0
Ruts activated: Smoks 15 Chat Timsout Link } a Q qa Q Q % a0 s Q00 3 Q00
Rue activated: Smoks 15 Chat Timsout Link [prod) | a 1 Q Q 0 Q 0% Qoo \ 000 , Qm
Rule Activated: $moks 15Chat Web Link ! 13 ! a L] a a % a0 ! a0 falia]
Rutle Activated: Smoke 1SChat Vel Link {prod) ! 14 4 Q Q Q [ e Q00 1 [eed] T
Emoks 1§ Chat Hover Link H 54 [ Q ] (1] 0% a i Q00 . Qo
2moks | § Chat Timeout Link L | 3 a a [ 0% Q00 ' @ ! om
Smeoka 13 Chat Tmsout Link (prod) RS [ Q ] [ 0% ax ! oo ' 0o
Smeoks | $Chat Wsb Link | k-] 1 L] a ] % a0 t a0 P Q00
Smeke | $Chat Web Link [Prod) ¥ 16 i Q Q Q 2 T a0 i Lelod] L)
Smois 13Chat Visb Link{proguction) (I - 15 9 ] 0 3 a0 ' oo ! 0o
Wt [ i ] | a [ % ¢ 200 ! @ ! om
Totals 1303 0 43 1 I 0 0 0% 0.00 . 000 . 0.00
Conversion Rates
Total Converted Call/Chat Interactions: 4
Total Transactions: 4
Total Call/Chat Orders WValue: 264.00
Conversion Rate with callichat: 12.5%
Overall Site Conversion Rate™: 23.53%
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Report Metrics

The following metrics make up the columns within the Conversion report:

Rule/Link Name

The name of the Live Help Call or Chat invite link associated with a Call or Chat interaction.

Invites

The number of offered Live Help invitations.

Accepted

The number of accepted Live Help invitations.

Connected

The number of connected Live Help interactions.

Converted

The number of connected Live Help interactions that have been converted. A converted interaction
will have one or more transactions associated with it.

Transactions

The number of distinct transactions.

Conversion Rate

The number of converted interactions divided by the number of connected interactions.

Orders Total

The total order value for the connected Call/Chat interactions which occurred as a direct result of
an invite offered.

Int Average Order Value (AOV)

The average order value per converted interaction. This is equivalent to the Orders Total divided by
the number of Converted interactions.

Average Order Value (AOV)

The average order value per transaction. This is equivalent to the Orders Total divided by the
number of Transactions.
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Conversion Rates Summary table

This refers to the summary table that appears at the end of the report. An example is displayed
below:

Conversion Rates
Total Converted Call/Chat Interactions: 4
Total Transactions: 4
Total Call/Chat Orders Walue: 264.00
Conversion Rate with call/chat: 12.5%
Overall Site Conversion Rate™: 23.53%

The metrics contained within this table include:

e Total Converted Call/Chat Interactions: This is the sum of all converted Live Help
Calls and Chats. This figure is equivalent to the sum of the Converted column
values in the preceding sections of the report.

e Total Transactions: This is the total number of transactions across Live Help Call
and Chat. This figure is equivalent to the sum of the Transactions column values
in the preceding sections.

e Total Call/Chat Orders Value: This is the total order value across Live Help Call
and Chat. This figure is equivalent to the sum of the Orders Total column values
in the preceding sections.

e Conversion Rate with call/chat: This figure is equivalent to the total number of
converted Live Help Call/Chat interactions divided by the total number of
connected Call/Chat interactions.

e Overall Site Conversion Rate: This is the conversion rate for all visitors to the
site, regardless of whether they engaged in a Live Help Call or Chat interaction.
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Appendix A: Preset Time Frames

Relative Time Frames

There are a number of preset relative time frames that return data for the time period described.
You can select the relative time frame you require by clicking on the dropdown box and selecting
the appropriate option.

The following table provides more information about how the preset time frames display data.

Preset
Time frame

Description

Using the time frame of 14:26:11 on Thursday 16™
February 2012, the following results are available
when the preset time frames below are selected:

Starting at

Ending at

Yesterday

This displays data from
the previous day.

00:00:00 on Wednesday
15" February 2012

23:59:59 on Wednesday
15" February 2012

This week

This displays data for
the current calendar
week.

Start periods depend on
what starting day of the
week is configured for your
organization

End periods depend on
what starting day of the
week is configured for your
organization

Last week

This displays data for
the most recently
completed calendar
week.

Start periods depend on
what starting day of the
week is configured for your
organization

End periods depend on
what starting day of the
week is configured for your
organization

Last 3
days

This displays data for
the most recently
completed 3-day period

00:00:00 on Tuesday 14™
February 2012

23:59:59 on Thursday 16™
February 2012

Last 7
days

This displays data for
the most recently
completed 7-day period

00:00:00 on Friday 10"
February 2012

23:59:59 on Thursday 16"
February 2012

Month to
date

This displays data for
the current calendar
month.

00:00:00 on Wednesday
1% February 2012

23:59:59 on Wednesday
15" February 2012
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Last month | This displays data for 00:00:00 on Sunday 1% 23:59:59 on Tuesday 31%
the most recently January 2012 January 2012
completed calendar
month.
Last 30 This displays data for 00:00:00 on Wednesday 23:59:59 on Thursday
days the most recently 18th January 2012 16th™ February 2012
completed 30-day
period.

Absolute Time Frames

You can also define the reporting time frame by providing a start date and an end date. There are
some limitations to the dates that you can define.

e Reports can date back to a maximum period of one month.

e The End Date can be as late as today’s date.
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Appendix B: ROl and Conversion
Reports Comparison

This section highlights the main differences between the Webcare ROI report and the Conversion
report.

An example of the ROI report search criteria is displayed below:

ROl Report
Event horizon #

Variable storing shopping cart total{optional): varl -

Preset Today -
Starting &= September 6 L2012 2 =100 00 AM GMT
Ending = September 6 .| 2012 59 ~[159 PM GMT

Ge

An example of the Conversion report search criteria is displayed below:

Conversion Report

Event horizon %

Variable storing shopping cart total{optional): -

Preset Yesterday -

Starting E [ August 20 2012 2 ~[{o0 ~l{o0 ~|[AM ~|cmT

P2
=1
P
=
[
o
fr=}
53]

fa]

Ending = August .| 201 11~ | 59 PM GMT
Include all invites E

Both the ROI and Conversion reports use most of the same search criteria; Event Horizon, Variable
storing shopping cart total (optional), Preset, Starting and Ending.

Only the Conversion report makes use of the Include all invites criteria. You can tick this box to
include all invites in the report. By default, if there are no accepted invites, no connected
interactions and no converted interactions for an invite link then its data it is not visible in the report.
An 'Include all invites' box should be selected when you want to include such invite links in your
report.
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You can click on the Generate Table button to run the report, once all the search criteria have been

selected. An example of the ROI report is displayed below:

RulsiLink Nams
Demo Call

Demo Cafl VWsb Ling

Russ Activated Smows Hover Link [Prod)

Ruse Activated Smos TImeout VWb Link (Prod)
Fuse Activatsd Smoks Vifsh Link (Prod)

Smois Emall Web Link (Production)

Smois Timaout Wsb Link (Production)

Smoks Wb Link (Production]

SMoNs Vst Link(batman)

Test Cail Link

~ Totals

Ruls/Link Nams
Dsmer Chat Hower Link
Ruts Activatsd Smoks Chat Emall Link (Prod)
Ruds sctivated $moks Chat Hower Link (Prod)
Fouss actvated Smows Chat Timsout Link (Prod)
Ruls dctivated: 3moks Chat Hower Link
S Chat Hower Link
smods Chat Timsout Link (Produstion)
Smods Chat Vs Link
smide Chat Web Link (Production)
Vst Damo Chat

Totals

Ruf'Link Nams
13 Chat Hower Bnk
12 Timsout Chat
Jamas McCuliough test tschat web
Russ Activated: 3mods 13 Chat Hower Link
Ruse Activated: Smoks 13Chat VWab Link (prod)
Smods |3 Chat Timaout Link | pro)
Emods | 3Chat Vs Link
smoks | 3Chat Wb Link [Prod)

Wab

Totals

Call:
Invites Invites Accepted Rats Orders Total Ao
1 2 a 0% 3000 3000
12 B a 0% ! 50000 5000
107 1 1 100 % 33300 33300
18 1 1 100 % 33300 33300
137 1 a 0% ! 5000 ! 5000
a 2 3 150% 39900 33500
107 1 1 100% §33.00 $3300
140 3 a 0% 3300 3200
1 1 a Q% H 3000 ! 50000
1 1 a 9% 5300 $0.00
622 19 6 31568% ¢ $198.00 « $33.00
Chat:
Invibes Invibas A r‘ i Rate Orders Total ADV
2 3 a [1: 00 1 3000
T4 1 a (1.9 2100 5000
135 1 1 100% 33300 33300
108 2 b 10 SE500 $3500
16 4 a [1:% i 5000 5000
51 1 a (17 3000 ! 30,00
105 2 3 150 $22.00 ! $33.00
158 il a [ 000 1 3000
140 3 a [1:9 | 100 3000
8 2 a [1:9 F000 5000
768 ar ] 16.22 % $195.00 « $33.00
|15 Chat:
Invitzs Invitzs A ..‘ i Rate = Orders Total a0
2 1 a [ 000 5000
4 L a L% 000 H 000
Ta 13 a T 3100 . 000
32 1 a i) 5000 | 5000
117 11 a [ $200 000
107 1 a e 5000 0 3000
v 7T a [ i 5000 H 100
112 Z1 a Z38% F165.00 33300
12 7 a e | 5000 ! $0.00
493 64 5 781% - $165.00 . $33.00
Conversion Rates
Total Call/Chat Conversions:
Total Call/Chat Orders Value: 5561.00
Cwerall Site Conversion Rate™: A6.76%
Conversion Rate with eStara call/chat:13.25%

Similar to the Conversion report example on page 4, the ROI report provides a detailed conversion
breakdown per Live Help service (Call, Chat) in to sections. Each section displays the activity for a
specified reporting period for the given service. If a particular Live Help service has no activity then
its section is not visible as part of the report.
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The following table displays a comparison of the metrics for both the ROl and Conversion reports
(a *-' represents a particular metric not available in the associated report):

Metric

ROI Report

Conversion Report

Rule/Link Name

The name of the Live Help Call
or Chat invite link associated
with a Call or Chat interaction.

The name of the Live Help Call
or Chat invite link associated
with a Call or Chat interaction.

Invites

The number of offered Live Help
invitations.

The number of offered Live Help
invitations.

Invites Accepted

The number of accepted Live
Help invitations.

See Accepted

Conversions

The number of transactions

Conversion Rate

The number of transactions
divided by the number of invites
accepted.

The number of converted
interactions divided by the
number of connected
interactions.

Orders Total

The total order value for the
transactions which occurred as
a direct result of an invite
offered.

The total order value for the
transactions which occurred as
a direct result of an invite
offered.

Average Order Value
(AOV)

The average order value per
transaction. This is equivalent to
the Orders Total divided by the
number of Transactions.

The average order value per
transaction. This is equivalent to
the Orders Total divided by the
number of Transactions.

11

Appendix B: ROI and Conversion Reports Comparison




12

Accepted

See Invites Accepted

The number of accepted Live
Help invitations.

Connected - The number of connected Live
Help interactions.
Converted - The number of connected Live

Help interactions that have been
converted. A converted
interaction will have one or
more transactions associated
with it.

Transactions

The number of distinct
transactions.

Int. Average Order Value
(AOV)

The average order value per
converted interaction. This is
equivalent to the Orders Total
divided by the number of
Converted interactions.

Appendix B: ROI and Conversion Reports Comparison
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