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Preface

About This Guide

This guide provides information about the InQuira 6 InQuira 6 Analytics application.

This guide is intended for application developers who want to configure, deploy and maintain
InQuira 6 Analytics, and for business analysts who want to use InQuira 6 Analytics to report on
an InQuira 6 application.

See InQuira 6 Documentation on page ix for a complete description of the InQuira 6 product
documentation.

This preface includes information on:
e the general organization of this guide
e the support services available from InQuira Customer Support

e the available product documentation and its conventions

What This Guide Contains

The InQuira 6 Analytics Guide is divided into the following sections:

e Introduction to InQuira Analytics see "Introduction to InQuira 6 Analytics" on
page 1 describes the InQuira 6 Analytics business intelligence application; its
architecture, types of standard reports, and general report features

e Configuring Report Data on page 15 describes how to configure navigation to
InQuira 6 Analytics detail data, how to create the detail report structures, how to
load InQuira 6 log data into the InQuira 6 Analytics databases, and how to generate
the reporting cubes and standard reports

e Dimensions and Measures on page 19 describes the pre-defined and application-
specific categories of business items that you can report on and the measurements
used to within the standard reports

vii InQuira 6 Analytics Guide
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e Configuring Application-Specific Dimensions on page 27 describes how to
configure InQuira 6 Analytics to report on the objects and actions of interest to your
business environment

e Standard Reports on page 31 describes the dimensions and measures of each of the
InQuira 6 Analytics standard reports in detail, and provides examples of the
formatted reports

e  Using Analytics on page 59 provides information on using the InQuira 6 Analytics
user interface to view and manipulate report data

Contacting InQuira

You can contact InQuira by mail, telephone, fax, and email.

Mail: 851 Traeger Ave
Suite 125
San Bruno, CA 94066
Telephone: (650) 246-5000
InQuira Customer Support Hotline: (888) 947-8324
Fax: (650) 246-5036
Email: For sales information, send email to sales@inquira.com. For product

support, send email to support@inquira.com.
You can find out more about InQuira on the web at: www.inquira.com.

Note: See InQuira Customer Support on page viii for more information on reporting
incidents to InQuira Customer Support.

InQuira Customer Support

InQuira Customer Support is available from 6:30 am to 4:30 pm PST, excluding InQuira
holidays.

You can contact InQuira Customer Support by email at: support@inquira.com. We recommend
that you use email to report all Priority 2, 3, and 4 incidents.

For Priority 1 incidents, please use the support hotline: (888) 947-8324.

Important: We accept Priority 1 requests only by telephone. We recommend that you send a
follow-up email for Priority 1 requests after contacting InQuira Customer Support using the
support hotline.

viii About This Guide
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Call response times are determined by the following priority definitions:

Priority Level | Response Time Definition

1 1 business hour A production system hangs or crashes, or
continued use of the program is impossible.

2 8 business hours The product is usable with major restrictions on
functionality.

3 16 business hours The product is usable with minor restrictions on
functionality.

4 3 business days You have a question or an enhancement request
pertaining to the software or the documentation.

InQuira 6 Documentation

InQuira 6 is shipped with the following documentation set. Each document in the set contains a
specific type of information to help you use the product.

Document Number

Description

InQuira 6 Installation 1Q62-1G-07
Guide

This guide is intended for technical staff who are
responsible for installing InQuira 6. It provides
detailed information on installing and
configuring InQuira 6 products and
components.

InQuira 6 Application 1Q62-ADG-07
Guide

This guide is intended for application developers
who need to develop and deploy an InQuira 6
application. It describes InQuira 6 integration,
development, configuration, and maintenance.

InQuira 6 Language 1Q62-1.LDG-07
Guide

This guide is intended for application developers
and subject matter experts who need to create,
implement, and maintain aspects of the InQuira
6 Dictionary. It provides an overview of the
Dictionary components, and describes
customization, maintenance, and administration
tasks and the tools, processes, and procedures
required to perform them.

About This Guide
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InQuira 6 User
Interface Guide

features.

1Q62-UIG-07 This guide is intended for application developers
who want to integrate and customize the
InQuira 6 Dynamic Portal User Interface. It
contains information about the elements and
features of the User Interface, and provides
guidelines for integrating it into your web
architecture, customizing its appearance and
functionality, and implementing various special

InQuira 6 Analytics
Guide

1Q62-AG-07 This guide is intended for application developers
who want to configure, deploy, and maintain
InQuira 6 Analytics, and for business analysts
who want to use InQuira 6 Analytics to report
on InQuira 6 performance.

Documentation Delivery

InQuira 6 documentation is distributed with the software release as a set of Portable Document
Format (PDF) files. InQuira documentation is available only to licensed users of our software
products and may not be redistributed in any form without express permission from InQuira,

Inc.

Note: You need the Adobe Acrobat reader to view PDF documents. The Adobe Acrobat reader
is available from Adobe Systems at: http://www.adobe.com.

If you encounter a problem, need help using the documentation, or want to report an error in
the content, please contact InQuira Customer Support, as described in InQuira Customer

Support on page viii.

If you need help obtaining InQuira product documentation, or want to obtain permission to
redistribute a portion of the contents, contact your InQuira account representative.

Documentation Conventions

We use the following typographical conventions in our documentation:

Convention

monospace

Definition

We use monospace font to denote code examples, path and file names,

parameter values, and system messages and prompts.

About This Guide
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italics

<value>

c:\
[item]

{item}

STERM
or

$ {TERM}

$TERM%

INQUIHA

Italics indicate terms contained in the glossary and citations of other published
soutces.

Strings of italicized text within file names or parameters indicate variable text
that you must replace with an appropriate string, or that the system will
replace with product- or installation-specific values.

Product directories may use italicized 7 characters as variables to denote
current product version numbers.

Indicates a symbolic for which you must specify an appropriate value. For
example, <section> indicates a specified section of the answer display
page.

Indicates the Unix command-shell prompt without root privilege.
Indicates the Microsoft Windows command prompt or file system.

Indicates an optional item within a syntax description.

Indicates a required item within a syntax description, only when necessary for
clarity. Otherwise, required items appear without braces.

Separates choices in lists of optional and required items within syntax
descriptions. For example, [1teml |item2] or {iteml|item2}.

Indicates a variable (within Unix-type environments) for which you specify an
appropriate value. For example, fROOT indicates the root directory of the
installed product. Variables are sometimes enclosed in curved braces when
necessary for clarity.

In some instances, variables are set by and/or resolved by the system with no
user intervention required.

Indicates a variable (within Microsoft Windows environments) for which you
specify an appropriate value.

Screen and Text Representations

The depictions of product screens, screen text, and file contents in our documentation are
representations. We attempt to accurately convey the product's appearance and functionality;
however, actual product contents and displays may differ from the published examples.

World Wide Web Resources

We provide Uniform Resource Locators (URLs) for various relevant Web resources for your
convenience. We attempt to provide accurate information; however, these resources are
controlled by their respective owners, and are therefore subject to change at any time.

About This Guide
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Chapter 1

Introduction to InQuira 6
Analytics

InQuira 6 Analytics is a business intelligence application designed specifically to provide insight
into InQuira 6 application performance.

You can use InQuira 6 Analytics to:

e understand user behavior, such as why users visit your site, and what they try to
achieve

e assess the quality of application responses and whether users are finding the
information they need

e determine whether important information is missing from your application content
e assess application performance, such as system response time and accuracy

Important: InQuira 6 Analytics requires an installed and configured InQuira 6 application and
installed and configured supplementary software as described in the Installation Guide.

InQuira 6 Analytics Overview

InQuira 6 Analytics processes InQuira 6 application data to populate reporting and analytics
databases, and uses that data to generate a set of standard reports.

The standard reports include data dimensions, such as products, business units, and types of
end-user questions, that are tailored to your specific business environment.

You define the dimensions, such as products and question types, that you want to report on
using the InQuira 6 Analytics Administration tool, as described in Defining Analytics
Hierarchies on page 28.

You view reports using the web-based InQuira 6 Analytics user interface. The user interface
supports a complete range of options to display, manipulate, filter, print, and export reportts, as
described in Using Analytics on page 59.

1 InQuira 6 Analytics Guide
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Important: See the InQuira 6 Installation Guide for information on InQuira 6 Analytics pre-
requisites, including supplementary software.

InQuira 6 Analytics Architecture

InQuira 6 Analytics imports data from InQuira 6 application log files. It then populates both the
reporting and analytics databases and creates a set of standard reports using the following
components:

Normalized reporting database

The reporting database stores data extracted from the InQuira 6 logs, and makes it available
to the analytics database. Due to some of the huge volumes we are dealing with (at Yahoo in
particular) it looks like we will have to treat the ODS database purely as a staging
environment. We will be purging this data periodically, so we should talk about ODS in this
manner as opposed to a transactional database that can be regularly accessed.

Star-schema analytics database
The analytics database uses a de-normalized star schema that is optimized for creating reports
OLAP engine

InQuira 6 Analytics employs an OLAP engine optimized for rapid information retrieval and
fast, flexible data calculation and transformation.

Report Cubes and Standard Reports

Report cubes are the data structures that support the standard reports. The three-dimensional
(cube) structure is optimized for historical analysis and provides rapid and flexible display of
different views of the data within the standard report formats.

Web-based user interface

The InQuira 6 Analytics user interface is a powerful business intelligence tool that displays
easily readible standard reports and provides a complete set of tools for slicing and dicing,
sorting, formatting, and exporting and printing reports.

InQuira 6 Analytics Third-Party Components

InQuira 6 Analytics uses an underlying third-party product, Cognos Series 7, to aggregate and
present InQuira 6 application data. The Cognos Series 7 components, as well as additional
required supplemental software, are installed and configured as part of the recommended
installation process described in Installation Guide.

Note: No special knowledge of the Cognos products is required to install or operate InQuira 6
Analytics.

2 Introduction to InQuira 6 Analytics
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Refer to the Installation Guide for more information on the Cognos Series 7 components used
within InQuira 6 Analytics.

Report Types

InQuira 6 Analytics provides a full range of standard reports to support business intelligence
activities. These reports are organized into the following categories:

Customer Insight

Customer Insight reports provide information about the content of user requests that helps
you to determine:

e which products and services users are asking about
e what types of questions users are asking
e which concepts are occurring in user requests

e which questions are occurring most frequently

See Customer Insight Reports on page 31 for more information about the individual reports
in this category.

Content Diagnostics

Content Diagnostic reports provide information about how well the application is responding
to requests, and how well the application content is meeting uset's needs. You can use this
information to identify:

e important words (from questions and/or content) that the application does not
recognize

e important concepts and questions that the application is not processing effectively
e which documents and managed responses are the most popular

e which locations on your site generate the most questions

See Content Diagnostic Reports on page 40 for more information about the individual reports
in this category.

System Metrics

System Metrics reports provide detailed information on system usage, performance and overall
accuracy.

See System Metrics on page 51 for more information about the individual reports in this
categoty.

Introduction to InQuira 6 Analytics 3
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Report Features

The InQuira 6 Analytics user interface provides access to the standard set of customer insight,
content diagnostics, system metrics, and user experieince reports. The standard reports are
packaged with default display parameters designed to provide a generally useful level of
information. Additional user interface functions provide the ability to:

e change the graphical format of the display, as described in Report Display Formats
on page 4

e drill up, down, and through, nest columns, and filter reports based on all dimensional
levels, including individual users, questions, and sessions, as described in Varying
Dimensions within Reports on page 63

e sort column data, as described in Sorting Report Columns on page 65

e display automatic or custom highlighting exceptions (values above or below a
defined range), as described in Highlighting Exception Data on page 66

e cxport report data to third-party reporting and analytics packages, and print reports,
as described in Exporting Report Data on page 68

Report Display Formats

The InQuira 6 Analytics user interface displays each report in a default display format. You can
use the display format icons to change the display format for any report. The available report
formats are:

Tables
You can display tabular data in:
e standard (crosstab) format

e indented tabular format, which displays categories from different levels in the rows
area, laid out vertically, with indentation

Bar Graphs
You can display bar graphs as:

e simple bars

e clustered bars, which group related information, compare summaries, and compare
categories

e stacked bars, which show relative proportions of parts to the whole, and
relationships between the parts

4 Introduction to InQuira 6 Analytics
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Pie Charts

You can display pie charts to show relationships between the whole and its constituent parts.
Line Graphs
You can display line graph data in:

e single line format, which shows change over a specific time period, contrasts two or
more variables, or reveals trends and irregularities in a line format

e multiline format, which plots trends and cycles to show relationships and time series
analysis between variables

Introduction to InQuira 6 Analytics 5
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Chapter 2

Configuring Navigation and Data
Structures for Detail Reports

Removing the Cognos Banner from the
InQuira 6 Analytics User Interface

You can remove the Cognos logo graphic from the web-based InQuira 6 Analytics interface.
To remove the Cognos logo:

e open the Cognos Server Administration

The Cognos Server Administration interface displays.
e select OLAP Cubes and Reports

e sclect the Properties Icon, indicated by the pointing finger located in the center of
the toolbar

e sclect the Cube Settings tab

e expand the Dimension Area Tab

e disable the Report banner

e sclect the Options tab

e disable HTML Encode User Specified Title
e sclect the Display tab

e set “Type” to generic

You can use the Cognos Server Administration interface to enable navigation to detail
information.

7 InQuira 6 Analytics Guide
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The Cognos Server Administration
Interface

The Cognos Server Administration Interface is automatically installed with the InQuira 6
Analytics application as part of the underlying Cognos Series 7 product. You use the interface to
configure some presentation, navigation, and data structures for the InQuira 6 Analytics
application.

Starting the Cognos Server Administration
Interface

You can start the Cognos Server Administration Interface from:
e the Start menu in Windows environments

e the ? in Solaris environments

To start the Cognos Server Administration Interface in Windows environments:

e sclect Start on the Windows task bar, and navigate to Programs / Cognos Series 7 /

Enabling Drill-Through Navigation

To enable navigation to detail information within the standard reports, you must configure the
InQuira 6 Analytics application using the Cognos Server Administration Interface.

To enable drill-through navigation:
e start the Cognos Server Administration interface
e sclect the drill through folder from the Cubes Settings tab
e enable Impromptu Web Reports

e sct Impromptu Web Reports drill through new to:

//Analytics 6.1 Cubes and Reports/Reports

e sct Impromptu Web Reports server to:

http://<hostname>/inquira/cgi-bin/imrap.cgi

8 Configuring Navigation and Data
Structures for Detail Reports
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Updating the User Catalog for the
Application

You must update the user catalog InQuira 6 Analytics using the Cognos Server Administration
Interface.

Before configuring the user catalog, ensure that:
e the TNS entry is correct if you are using an Oracle database

e the ODBC connection is correct if you are using a Microsoft SQL Server database

Ensure the TNS Entry (Oracle)

If you are using an Oracle database for the InQuira 6 Analytics data source, ensure that there is a
TNS entry in the tnsnames.ora file similar to:

TA61.INQUIRA.COM = (DESCRIPTION = (ADDRESS LIST = (ADDRESS =
(PROTOCOL = TCP) (HOST = 10.0.10.237) (PORT = 1521))

)
(CONNECT DATA = (SERVICE NAME = ga9i))

Important: The highest level qualifier must be set to the value IAG61. If this value is not
configured, the web-based reports and the transformer (what is the transformer doing here?) will
not be able to connect to the database.

Ensure the ODBC Connection (SQL
Server)

If you are using an MSSQL Server 2000 database for the InQuira 6 Analytics data source, ensure
that there is an ODBC connection specifying the following connection parameters:

IA61.INQUIRA.COM = (DESCRIPTION = (ADDRESS LIST = (ADDRESS =
(PROTOCOL = TCP) (HOST = 10.0.10.237) (PORT = 1521))

)
(CONNECT DATA = (SERVICE NAME = ga9i))

Important: The highest level qualifier must be set to the value IAG1. If this value is not
configured, the web-based reports and the Transformer component (what is the transformer
doing here?) will not be able to connect to the database.

Configuring Navigation and Data Structures for Detail Reports 9
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Open the User Catalog

To open the user catalog:
e open the Cognos Impromptu application
e open the catalog file (analytics.cat) in the Impromptu application. The default

location is:

C:\Program Files\InQuira Analytics 6.1\Analytics6l\Reports

When you open the catalog it will ask you to log into Impromptu. Don’t log in but uncheck the
connect to database checkbox. Then click OK.

Catalog Logon for ANALYT

10 Configuring Navigation and Data
Structures for Detail Reports
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Add the Database to the Catalog User
Profile

Once there click on the database tab and type in the database logon/password.

Daimhase socurty oplone
Fiompt or database secumhy

After typing in the username and password close the catalog. The catalog is now updated.

Configuring Navigation and Data Structures for Detail Reports 11
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Publish Impromptu Reports

Open the Cognos server Administration and go to Report publishing

® Cognos Series T Server Administration

" s am Y e . a7 3 ¢ 8 & 4 .
LAARAD  Series | Server Administrati

OLAP Cubes and
Security Portal Reports

Publish Impromptu report sets to Imprompiu
Web Reports servers, manage reports sets, Report Publishing
and manage report securty Using Impromptu
web Reports - Report Administration,

Reports

t

Deployment
L

Copyright [C) 2003 Caghai [he This product is julijes to inkermatsnal
copy laws,

WT.1.7.0 WHIH h‘ﬂ"'a‘-l'liﬂt
Bury mirey 10 pressant This tag
weava Apchsmithucom

When prompted for username password enter administrator with no password.

If there is an existing report project called Analytics61 then delete that first.

Specify Report Set for Publishing
Next go to tools publish report set

12 Configuring Navigation and Data
Structures for Detail Reports
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Y Report Administration - Impromptu Web Reports

Server EOC View Insert Acbons Toos Hep

x 0@ ? W
e Lser Classes...

Repor Prsjecl Feneral | Saalus | Secunly | Repore
=-% Report Froject 1 Reenar St nams
0 Bnatpicsat Anatyicst

W& Server Repord Sel Localion
CProgram Filesinuira Anslylics 6 1Aaalyic s 611Fuslished Reporsianatyicab

Caftalog name:
anakylics cal

Descnpbon

oontac] emal address

Captured by Snaglt
Biry fuswe 10 priveind (his lag
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Specify Report Set Publishing Options

If you installed using the default directories then enter the values as shown in the following
screenshot otherwise enter the directory structure that you had chosen.

Fublish Repart Sel

ma Publisherg oplions

i Lipdate the exisling repor set

P rggaiar] fai

Analyhicenl
MW" Server Report Sst Locahon
snChura Analylics B 1'&nalylic 61 ublshedRepors O rowse.
[
al
Source Direchony
C:'Progeam FilesiinCuira Analylics B 1vWnalyticsE1  eports Browse
Publish repeeis fo Upfrond NewsBox
Newesindex\Analylics 5.1 Cubes snd Hepor g\ Hegsrs Selep
O Carcad Halp

Captared by Snagh
‘ﬁ B ry Tires B3 SrEvienl Bk i
i bt o c oim

Then click OK and the reports will be published to upfront.

14 Configuring Navigation and Data
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Chapter 3

Configuring Report Data

e configure navigation to InQuira 6 Analytics detail data,
e how to create the detail report data structures,
e populate the InQuira 6 Analytics databases

e generate the reporting cubes and standard reports

Overview

locate or generate log files
move the log files to the data/load directory of the analytics server

create the analytics data source, with bin/scheduler run DBInterface —c ods, and DBInterface —c
analytics

load the questions into the ods execute bin/scheduler run Analytics —d
configure the object and action hierarchy

create the star schema. execute bin/scheduler run Analytics —a to use the hierarchy to

Extracting Log Data

Ensure that Binary Log Format is
Enabled

Make sure runtime is configured to generate Binary Log Format for Analytics.

15 InQuira 6 Analytics Guide
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Create the Data Subdirectory

On Inquira runtime environment, create data/load subdir under where application data directory
is pointed to. i.e. in install_override.xml, find out:

<instance name="default">
<bootstrap>
<dataDirectory>/home/inquira/application</dataDirectory>
</bootstrap>
</instance>

Copy Application Log Files to the Data
Directory

After successfully asked some questions and received some answers, cp
<dataDirectory>/log/*/*log to <dataDirectory>/data/load

Create the ODS Database

Make sure ODS DB is created, if not run:
$INQUIRA_ROOT/bin/scheduler.sh run DBInterface —c ods

Load Log Files into the Analytics
Databases

Load all log files in data/load dir with:

$INQUIRA_ROOT /bin/scheduler.sh run Analytics -d (from data/load or full path)

Or to load just a specific file:

$INQUIRA_ROOT/bin/scheduler.sh run Analytics -f xyz.log (from load dir or full path)

16 Configuring Report Data
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Translating Log Data

Create the Object and Action
Hierarchies

Create the Star Schema Database

Make sure Star Schema AKA Analytics DB is created, if not run:
$INQUIRA_ROOT/bin/scheduler.sh run DBInterface —c analytics

Build Reporting Cubes

A multidimensional database that holds data more like a 3-D spreadsheet rather than a relational
database. The cube allows different views of the data to be quickly displayed.

Issue cube building command:
$INQUIRA_ROOT/bin/scheduler.sh run Analytics —a
When building cubes for subsequent runs i.e. incremental, just issue cube building command:

$INQUIRA_ROOT/bin/scheduler.sh run Analytics —a

Cube Prerequisities

When building cubes for the very first time:

Make sure that Analytics is configured correctly using Admin user interface e.g. via Tomcat.
Make sure Analytics Home = e.g. /home/inquira/Inquira_Analytics_06.1/Analytics

Make sure Cognos Home = e.g. /home/inquira/cognos/cer3/bin

Make sure iPlanet and Cognos processes are started and running successfully

Make sure Cognos process has write access to Analytics and Cognos Home (the best way to
ensure this is to install all inquira and cognos components as the same user)

[Only for the First Run] Make sure Analytics Home Cubes directory is cleaned. Remove any
out-of-box Cubes there as they are bundled only for post installation testing only.
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[Only for the First Run] Make sure Analytics Home pyi directory contains only *.mdl files only,
other files may be left over from previous installation or failed runs.

View Cubes

View created/updated cubes thru http://the_solaris_box/inquira
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Chapter 4

Dimensions and Measures

InQuira 6 Analytics reports are based on a set of defined categories or dimensions, and associated
indicatots, ot mzeasures.

Dimensions

Dimensions are the general categories of business entities that you base reports on, such as
products, markets, and dates. Each dimension includes one or more levels of subcategories
that you specify to determine the scope of a report. The navigation path down succeeding
levels within a dimension is called a drill-down path.

Measures

Measures are quantifiable indicators that apply to data dimensions. Measures can be simple
sums, such as number of sessions, or calculated values, such as average score.

Data Dimensions

InQuira 6 Analytics analyzes and presents data associated with various categories called
dimensions. Some InQuira 6 Analytics dimensions are pre-defined, because they are relevant to
any InQuira 6 application; other dimensions are application-specific, so that you can tailor them
to the requirements of your organization, as described in Defining Analytics Hierarchies on
page 28.

Each dimension includes one or more levels of subcategories that form a hierarchy. For
example, a product dimension might contain categories for various product types, and within
each type, several models, each having multiple trim levels.

Pre-Defined Dimensions

InQuira 6 Analytics contains pre-defined dimensions that are relevant to all InQuira 6
applications. Pre-defined dimensions include:

e dimensions that are constant and external to the product or the application, such as
time
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e dimensions that are common elements of the InQuira 6 platform, such as concepts
and question IDs

Pre-defined dimensions can have multiple levels; however, some pre-defined dimensions are
single-level.

Multi-Level Dimensions

Many dimensions have multiple levels that you can drill down or aggregate (drill up) to report on
the desired level of detail. InQuira 6 Analytics uses the following multi-level dimensions:

Dimension Definition Standard Reports

Answer Quality | The Answer Quality dimension groups Answer Quality is a
application responses based on dimension of the following
predefined answer quality levels. You can | reports:

drill down to report on good, acceptable,

and poor quality answers. e Product Breakdown

e Intents Breakdown
e Hot Concepts

e Hot Questions

e Concepts Scoring

¢ Question Scoring

e System Usage

e System Performance

e System Accuracy

Concept The Concept dimension is based on Concept is a dimension of:
Concepts defined in the Dictionary. You
can report on All Concepts, and drill
down to report on individual concepts.

e the Hot Concepts
report

e the Concepts Scoring
report
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Question The Question dimension is based on Question is a dimension of:
concept groupings, or clusters, that occur ,
within user requests. InQuira 6 Analytics *  the Hor Questions
groups user requests that contain three report
concepts in common into a question e the Question Scoring
cluster. You can report on All Questions report
and drill down to report on question
clusters and view the individual requests
within each cluster.

Managed The Managed Answer dimension is based | Managed Answer is a

Answer on the individually configured managed dimension of the Managed
answers within the application Dictionary. | Response report.

Time The Time dimension includes levels for Time is a special dimension
years, months, weeks, dates, both as that is common to every
absolute and relative intervals. InQuira 6 | report.

Analytics also contains calculated
dimensions, for example Month to Date.
See Time Dimensions on page 22 for
more information.

Single-Level Dimensions

Some dimensions have only one level; they cannot be drilled down within, or aggregated.

InQuira 6 Analytics uses the following single-level dimensions:

Dimension Definition Standard Reports
Originating The originating page is the URL from Originating Page is a
page which an end-user entered a question or | dimension of the Query
request. Source report.
Session ID The session ID is an InQuira 6 Analytics- | Session ID is a dimension of:
assigned .string that' identifies a partic'ular e the Query Source
user session. InQuira 6 Analytics assigns a
o . report
unique identifier to every user session in
the analytics database. e the System Usage
report
Token (word) A token is a character string that Token is a dimension of the
represents a word, as defined by the Unknown Words report.
Language Analyzer. See the 1nQuira 6
Langnage Guide for more information on
the Language Analyzer.
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Question ID The question ID is an InQuira 6 Question ID is a special
Analytics-assigned string that identifiesa | dimension that occurs in
particular user request. InQuira 6 most reports, but is used only

Analytics assigns a unique identifier to for calculation purposes.
every user request within the analytics
database.

Time Dimensions

InQuira 6 Analytics supports absolute and relative time dimensions. Absolute dimensions use
points on the calendar to define their start and end points. For example, the years 2002 and
2003, and the months April and July are defined by the calendar, and are independent of the
time and date that the report is created.

Relative dimensions use one or more relative points in time to define their start and end points.
For example, Month to Date uses the current date as the end point of the time range; thus the
time range, and the data included in the report, varies with the date that the report is created.

Absolute Time Dimensions

Absolute time dimensions use points on the calendar to define their start and end points.
InQuira 6 Analytics includes the following absolute time dimensions:

Dimension Definition
Year Displays data associated with the specified calendar year. For
example: 2003.

Year/Month Displays data associated with the specified month of the year.
For example: 2003/April.

Year/Month/Week Displays data associated with the specified week and month of
the year. For example: 2003/041/01, where 01 indicates the
week beginning 04/01, and ending 04/07.

Relative Time Dimensions

Relative time dimensions use one or more relative points in time to define their start and end
points:
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Dimension Definition

Year to Date Displays data from the beginning of the current year, up to the
current day.

Month to Date Displays data from the beginning of the current month, up to
the current day.

Prior Month to Date Displays data from the beginning of the previous month, up to
the current day.

Week to Date Displays data from the beginning of the current week, up to
the current day.

Prior Week to Date Displays data from the beginning of the previous week, up to
the current day.

Current Day Displays data associated with the current system day.

Yesterday Displays data associated with the day previous to the current
system day.

Grouped Time Dimensions

Grouped time dimensions provide comparitive data for two time intervals. The intervals include
the selected primary interval, and the interval preceding it. For example, the MTD Grouped
dimension presents data for the current month to date, and compares it with data from the
previous month.

The comparisons for the two intervals are:
Change

The Change column displays the difference of the two values.
Growth

The Growth column displays the difference as a percentage.

Dimension Definition

Year to Date Grouped Compares data for the current year to date with the previous
year, and calculates Change and Growth values for each row.

Month to Date Grouped Compares data for the current month to date with the
previous month, and calculates Change and Growth values for
each row.

Week to Date Grouped Compares data for the current week to date with the previous

week, and calculates Change and Growth values for each row.
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Measures

Measures are indicators that apply to, or quantify data dimensions. InQuira 6 Analytics uses
summary measures, as described in Summary Measures on page 24, and calculated measures,
as described in Calculated Measures on page 25.

Summary Measures

Summary measures are a simple total, or sum, of items within a dimension category. InQuira 6
Analytics expresses summary measures by default in the form:

Count as values
or
# of <dimension> as values
where:
Count
and
# of <dimension>
specify to total the number of dimension items.
<dimension>
specifies the relevant dimension, for example:

of products

of questions

of sessions

of unstructered answer
of click-throughs

of managed answers

R

as values

specifies to express the dimension items as a sum.

Varying Summary Measure Expression

InQuira 6 Analytics reports display summary measures as simple totals by default. You can vary
the expression of summary measures within reports to display values as:

e a percentage of the row total
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e a percentage of the row subtotal

e a percentage of the column total

e a percentage of the column sub total

e a percentage of the grand total

You vary the expression by selecting an item from the Measure drop-down window. The report
display will automatically update to reflect your selection.

Calculated Measures

Calculated measures are values derived from an operation on the contributing data. InQuira 6
Analytics uses the following calculated values:

Measure Description

queries per visitor This measure displays the number of queries entered by unique
visitors.

average MSR This measure displays the average response time, in

milliseconds, for the specified interval.

average score This measure displays the average score.
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Chapter 5

Configuring Application-Specific
Dimensions

You must configure the InQuira 6 Analytics application in order to report on application-
specific dimensions of interest. Application-specific dimensions include:

® objects, such as products, services, customer accounts and other items of interest
within your business environment

e actions, such as finding information, reporting problems, and other user objectives
within your business environment
Standard reports that require application-specific dimension configuration include:
e the Products Breakdown report
e the Intents Breakdown report

e the Queries by Visitor report

You configure product and intent dimensions by:
e defining the required hierarchies for your application
e mapping relevant concepts from the Dictionary to the items in the hierarchies
You configure data collection for the Products Breakdown and Intents Breakdown reports using

the Analytics Hierarchy Mapping application, which is described in The Analytics Hierarchy
Mapping Application.

You configure visitor query categories using the Analytics page of the Application
Administration user interface, as described in Defining Visitor Query Categories.
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Configuration Overview

ask some questions in the ui, using a binary log file listener. These questions should contain the
objects and actions that are important

move the question logs to the data/load directory of the analytics server

create an analytics datasource, with bin/scheduler run DBInterface —c ods, and DBlInterface —c
analytics

execute bin/scheduler run Analytics —d to load the questions into the ods

Start the workbench on the analytics machine, and choose Analytics Hierarchy thingamagig from
the initial dropdown

Create the hierarchy you want by making folders on the left hand side of the tool.
drag and drop the concepts into the right folders from the right hand side to the left hand side
close the tool

execute bin/scheduler run Analytics —a to use the hierarchy to make the star schema.

Defining Analytics Hierarchies

Analytics hierarchies are sets of related objects and actions that are defined for your application.
Object hierarchies are designed to categorize the products, services, customer accounts, and
similar dimensions of your application. Action hierarchies are designed to categorize application
user objectives, such as find information, report problem, and similar dimensions of your
application.

Create Action and Object Mappings for
the Application

When load succeeded, run Workbench Analytics Administration to create/update mappings for
Actions and Objects (hint: drag and drop from new into existing or newly created
Actions/Objects folders)
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Chapter 6

Standard Reports

InQuira 6 Analytics provides a set of standard reports for analyzing InQuira 6 performance. The
InQuira 6 Analytics user interface groups standard reports into the following categories:

e Customer Insight Reports on page 31
e Content Diagnostic Reports on page 40
e User Experience

e System Metrics on page 51

Customer Insight Reports

Customer Insight reports provide information about the content of user requests, and help
you to determine:

e which products and services users are asking about, in The Product Breakdown
Report on page 32

e what types of questions users are asking, in The Intents Breakdown Report on

page 34
e which concepts are occurring in user requests, in The Hot Concepts Report on
page 36
e which questions are occurring most frequently, in The Hot Questions Report on
page 38
Objects Breakdown

Provides an overview of the number of questions broken down by object.
Actions Breakdown
Provides an overview of the number of questions asked by visitors broken down by action.

Actions by Object Trend
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Shows a trend report of the number of questions asked about actions by object over time.
Hot Concepts

Shows the important words and concepts that have had the largest increase in inquiries over the
previous period of time.

Hot Questions

Shows the groupings of questions that have had the largest increase in inquiries over the
previous period of time.

The Product Breakdown Report

The Product Breakdown report displays the number of questions users asked about products (or
other defined business entities, such as business units) within a specified period of time.

Products are application-specific dimensions. You configure the products or other business
entities that you want to report on as part of InQuira 6 Analytics configuration, described in
Configuring Application-Specific Dimensions on page 27.

The default Product Breakdown report displays:

Measures Dimensions Display Format
e the number of e the highest level product | ® asa pie chart - see
questions asked - see categories - see Report Display
Measures on page 24 Application-Specific Formats on page 4
Dimensions

e the highest level answer
quality - see Multi-Level
Dimensions on page 20

e for the entire available
time period - see Time
Dimensions on page 22

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.
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Example Product Breakdown Report
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The example Product Breakdown report displays:
e the total number of questions
e having answers of any quality level
e for all products in the Consumer category
e within the total time period for which data exists

The legend area displays the products defined within the Consumer category for which data
exists, and their associated colors used in the pie chart.
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The Intents Breakdown Report

The Intents Breakdown report displays the number of various defined question types, or intents
that users asked within a specified period of time.

Intents are application-specific dimensions. You configure the intents that you want to report on
as part of InQuira 6 Analytics configuration, described in Configuring Application-Specific
Dimensions on page 27.

The default Intents Breakdown report displays:

Measures Dimensions Display Format
the number of questions e the highest level intent e asa table - see Report
asked - sec Measures on categories - see Display Formats on
page 24 Application-Specific page 4

Dimensions

e the highest level answer
quality - see Multi-Level
Dimensions on page 20

e for the entire available
time period - see Time
Dimensions on page 22

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.
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Example Intents Breakdown Report
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The example Intents Breakdown report displays:
e the total number of questions
e having answers of any quality level
e for each defined intent

e within the total time period for which data exists

The legend area displays the defined intents for which data exists, and their associated colors

used in the bar graph.
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The Hot Concepts Report

The Hot Concepts report compares the relative popularity of concepts occurring in user
requests within two specified time periods. In InQuira 6 applications, concepts are semantic
objects stored in the Dictionary.

The report calculates values for change and growth between time periods, indicating hoz and cold
concepts (significantly increased or decreased frequency compared to the previous period).

The Concept dimension is pre-defined, and contains two levels; All Concepts, and individual
concepts.

The default Hot Concepts report displays:

Dimensions Measure Display Format

e all concepts - see e sorted by number of and displayed in a table - see
Multi-Level occurrences - see Report Display Formats
Dimensions on page Summary Measures on | on page 4
20 page 24

e associated with
responses of any
answer quality - see
Multi-Level
Dimensions on page
20

e for the prior MTD
and the current MTD

e and their calculated
MTD Change and
MTD Growth values
- see Relative Time
Dimensions on page
22 and Grouped
Time Dimensions
on page 23

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.
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Example Hot Concepts Report
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The example Hot Concepts report displays:
e alist of concepts
e sorted by the number of occurrences within the month to date

e and for each concept:

e the number of occurrences in the prior month

e the difference between the prior and current month values, expressed as a value (
MTD Change)

e and as a percentage (MTD Growth)
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The Hot Questions Report

The Hot Questions report compares the relative popularity of various user requests within two
specified time periods.

The report calculates values for change and growth between time periods, indicating hof and cold
questions (significantly increased or decreased frequency compared to the previous period).

The Question dimension is pre-defined, and contains three levels:
e All Questions

¢ Question Clusters, which InQuira 6 Analytics creates dynamically by grouping
together user requests that contain the same concepts

e individual questions

The default Hot Questions report displays:

Dimensions Measure Display Format

e all question clusters - sorted by number of and displayed in a table - see
see Multi-Level occurrences - see Summary | Report Display Formats
Dimensions on page | Measures on page 24 on page 4
20

e associated with
responses of any
answer quality - see
Multi-Level
Dimensions on page
20

e for the prior MTD
and the current MTD

e and their calculated
MTD Change and
MTD Growth values
- see Relative Time
Dimensions on page
22 and Grouped
Time Dimensions
on page 23
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You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.

Example Hot Questions Report
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The example Hot Questions report displays:
e alist of question clusters
e sorted by the number of occurrences within the month to date

e and for each cluster:

e the number of occurrences in the prior month

e the difference between the prior and current month values, expressed as a value (
MTD Change)

e and as a percentage (MTD Growth)
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Content Diagnostic Reports

Content Diagnostic reports provide information about how well the application is responding
to requests, and how well the application, and the site content, is meeting uset's needs. You
can use this information to identify:

e important words (from questions and/or content) that the application does not
recognize, in The Unknown Words Report on page 40

e important concepts and questions that the application is not processing effectively, in
the Concepts Scoring Report and the Question Scoring Report on page 44

e which documents and managed responses are the most popular, in the Document
Usage Report on page 47 and the Managed Responses Report on page 50

e which locations on your site generate the most questions, in The Query Source
Report on page 48

Content Diagnostics
Problem Words

Helps an analyst identify the most frequent words that are causing problems within the InQuira
application.

Concepts Scoring

Shows the concepts within visitor queries which are causing poor or no answers to appear in
responses.

Question Scoring

Enables an analyst to view which groups of questions are not being answered very well by the
InQuira application.

Document Usage

Enables an analyst to understand the popularity (or lack of popularity) of each indexed
unstructured document.

Questions Powercube

Allows a “power user” to explore and find information not readily available in other standard
reports.

The Unknown Words Report

The Unknown Words report provides information on words that occur in user requests but are
not matched in the Dictionary or directly in the content.
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Question frequncy is a summary measure of occurrences of tokens within user requests. Content
frequency is is a summary measure of occurrences of tokens within the application content.

The default Unknown Words report displays:

Dimensions

Measure

Display Format

o all tokens

representing
unknown words - see
Single-Level
Dimensions on page
21

e for the entire available
time period - see
Time Dimensions
on page 22

e sorted by the number of
occurrences - see
Summary Measures on
page 24

Note: The number of
occurrences may be different
than the number of unique
questions in which the token
occurred.

e and displayed in a table -
see Report Display
Formats on page 4

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.
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Example Unknown Words Report
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The example Unknown Words report displays:
e alist of character strings, or tokens, representing unknown words

e sorted by the number of occurrences within user requests or questions

Concepts Scoring Report

The Concept Scoring report displays concepts within requests that are resulting in poor quality
responses.

The Concept dimension is pre-defined, and contains two levels; All Concepts, and individual
concepts.
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For the concept scoring report, we use the best response score for the question associated with
that concept, averaged over the number of occurrences. For example, a concept minivan might
occur in two questions:

Do you have any minivans? (Response score = .9)
What's the largest minivan? (Response score = .7)

The concept scoring report would display the concept minivan, with the frequency 2 and an
average score .8

The default Concepts Scoring report displays:

Dimensions Measure Display Format
e all concepts - see e sorted by frequency - see | ® in a table - see Report
Multi-Level Summary Measures on Display Formats on
Dimensions on page page 24 page 4
20 e and displaying the
e associated with average score for each
responses of any concept - see Calculated
answer quality - see Measures on page 25
Multi-Level
Dimensions on page
20

e for the entire available
time period - see
Time Dimensions
on page 22

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.
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Example Concepts Scoring Report
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The example Concepts Scoring report displays:
e alist of low-scoring concepts that occurred in user requests
e from the beginning of the current month, up to the current day
e sorted by the number of occurrences

e and displaying the average score for all responses associated with each concept

Question Scoring Report

The Question Scoring report displays concepts within requests that are resulting in poor quality
responses.

The Question dimension is pre-defined, and contains three levels:
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e All Questions

e Question Clusters, which InQuira 6 Analytics creates dynamically by grouping
together user requests that contain the same concepts

e individual questions

The question scoring report uses the same type of scoring and averaging, but performs an
additional grouping of concepts into question clusters. The average score for a question cluster is
the average of all the best response scores associated with the concept occurrences that are
grouped within the cluster.

For example, a question cluster:
financing/approval period

might contain the following 3 questions, two of which have occurred more than once:

how long does it take to approve financing? (2 occurrences) (Score =
.7)

what's your loan approval time? (1 occurrence) (Score= .5)

when will i know if my loan is approved? (3 occurrences) (Score =

.8)

The question scoring report would display the cluster financing/approval period, with the
frequency 6 (2+1+3) and an average score .72

The default Question Scoring Report displays:

Dimensions Measure Display Format

e all question clusters - | ® sorted by the number of | ® in a table - see Report
see Multi-Level unique questions Display Formats on
Dimensions on page contributing to the page 4

20

e associated with
responses of any
answer quality - see
Multi-Level
Dimensions on page
20

e for the entire available
time period - see
Time Dimensions
on page 22

question cluster - see
Summary Measures on
page 24

and displaying the
average score for
concepts within the
cluster - see Calculated
Measures on page 25

Standard Reports

45




INQuUIRA InQuira 6 Analytics Guide

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.

Example Question Scoring Report
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The example Question Scoring Report displays:
e alist of question clusters derived from concepts in user requests
e for the entire time period for which data exists
e sorted by the number of member questions grouped into the cluster

e and displaying the average score for responses associated with each cluster
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Document Usage Report

The Document Usage report displays the number of answers retrieved by the unstructured
response module for each indexed document within the specified time period.

The default Document Usage report displays:

Dimensions Measures Display Format

e the URLs of indexed | ® sorted by the number of | ® in a table - see Report

unstructured answers associated with Display Formats on
documents the document - see page 4
Summary Measures on

e for the entire available
time period - see
Time Dimensions
on page 22

page 24

e and displaying the
number of click-thrus
associated with the
document - see
Single-Level
Dimensions on page
21

Standard Reports 47



INQUIHA

Example Document Usage Report
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The example Document Usage Report displays:

e the list of unstructured document URLs that were referenced as responses to user

requests

e for the entire time period for which data exists

e sorted by the number of responses that referenced them

e and displaying the number of times users clicked through to view the source

document

The Query Source Report

The Query Source report provides information on the site locations from which users asked

questions.
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The default Query Source report displays:

Dimensions Measures Display Format

e the URLs from which | e sorted by the number of | ® in a table - Report

questions were asked questions associated with Display Formats on
- see Single-Level the page - see Summary page 4
Dimensions on page Measures on page 24
2l e and displaying the
e for the entire available number of queries per
time period - see vistor - see Calculated
Time Dimensions Measures on page 25
on page 22

Example Query Source Report

Query Bource
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The example Query Source report displays:
e alist of site URLs from which user questions were asked
e within the entire time period for which data exists
e sorted by the number of questions asked from each page

e and the average number of questions per visitor for each URL
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Managed Responses Report

The Managed Response report provides information about the popularity of managed reponses.
Managed responses are pre-defined dimensions that contain:

e All managed responses

® purpose categories that correspond to the configured answer purposes within the
application

e individual managed responses

The default Managed Response report displays:

Dimensions Measures Display Format
e the number of e sorted by frequency e ina table - see Report
managed answers e and displaying the Daisepiay Formats on
e for the entire available number of click-thrus pag
time period - see associated with the
Time Dimensions managed answer - see
on page 22 Single-Level
Dimensions on page 21

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.

Example Managed Responses Report
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System Metrics

System Metrics reports provide detailed information on system usage, performance and overall
accuracy:

e the System Usage Report on page 51

e the System Performance Report on page 53
e the System Accuracy Report on page 54

e the Queries By Visitor Report on page 56

System Usage

Provides a high level trend of usage rates and adoption levels of the InQuira application.
System Performance

Provides a high level view of response time performance of the InQuira application.
System Accuracy

Provides an analysis of how well the InQuira application is responding to visitor questions over
time.

Queries by Visitors

Shows the number of internal vs. external visitors over time.

System Usage Report

The System Usage report displays the number of sessions and the number of questions within
the specified time period. Sessions and questions are single-level dimensions.

The default Sytem Usage report displays:
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Measure Dimensions Display Format

e the number of -see | ® session IDs and question e in a multi-line graph - see
Summary IDs - see Single-Level Report Display
Measures on page Dimensions on page 21 Formats on page 4
24

e associated with any answer
quality - see Multi-Level
Dimensions on page 20

e within the entire available
time period - see Time
Dimensions on page 22

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.

Example System Usage Report

Systen Usage
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The example System Usage report displays:
e the number of sessions

e and the number of questions

e for month of April 2003

System Performance Report

The System Performance report displays average response time (in milliseconds) for queries
within the specified time period. Average response time is a calculated measure based on
millisecond response times for individual request/response transactions.

The default System Performance report displays:

Measure Dimensions Display Format
® average response time | ® per query e in a bar graph - see
in milliseconds - see Report Display

e associated with any
answer quality - see
Multi-Level
Dimensions on page 20

Calculated
Measures on page 25

Formats on page 4

e for the month to data -
see Report Display
Formats on page 4

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.
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Example System Performance Report
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The example System Performance report displays:
e the average request response time

e for the month to date, which includes the weeks of 4/01 and 4/06

System Accuracy Report

The System Accuracy report displays information about application response quality. Response
quality is a pre-defined dimension that contains two levels, All quality levels, and good,
acceptable, and poor quality levels.

The System Accuracy report shows the total number of questions asked within a time period,
divided into good, acceptable, poor, and NULL categories. Since the application typically returns
multiple unstructured responses per question, we measure accuracy using the best (highest,
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closest to 1.0) scoring response associated with each question as report data, and discard the
lower scores.

We then apply the report categories to the best response score for each question: Good = >
70% | Acceptable = 50 - 70% | Poor = < 50%. So a question with a best response score of .83
is represented as 83% , or Good in the Accuracy report.

For the concept scoring report, we use the best response score for the question associated with
that concept, averaged over the number of occurrences. For example, a concept minivan might
occur in 2 questions:

Do you have any minivans? (Response score = .9)

What's the largest minivan? (Response score = .7)

The default System Accuracy Report displays:

Measure Dimensions Display Format

the number of - see good, acceptable, and poor in a stacked bar graph - see
Summary Measures on | answers - see Multi-Level Report Display Formats
page 24 Dimensions on page 20 on page 4

within the entire available
time period - see Time
Dimensions on page 22

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.
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Example System Accuracy Report
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The example System Accuracy report shows:

e asingle bar, divided into colored sections representing good, acceptable, and poor

answer quality, as indicated in the report legend

e for the years 2003 and 2004

Queries By Visitor Report

The Queries by Visitors report displays the number of internal and external visitors over time.

The default Queries by Visitor report displays:
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Measure Dimensions Display Format
e the number of e cach high level user e ina bar graph
questions category

e within the entire available
time period

You can vary the measures, dimensions, and display format to tailor the report to your
requirements, as described in Using Analytics on page 59.

Example Queries by Visitor Report

Queries by Visitors
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Chapter 7

Using Analytics

A configured InQuira 6 Analytics application extracts, transforms, and loads report data at the
specified intervals. You can use InQuira 6 Analytics to generate and view standard reports at any
time that the required data is available.

You generate reports for viewing by:

e logging onto the InQuira 6 Analytics user interface, as described in Accessing the
Analytics User Interface on page 59

e sclecting the desired report

e tailoring the report to the desired format and level of detail, as described in Viewing
Reports on page 62

e optionally saving, printing, or exporting reports, as described in Exporting Report
Data on page 68

Accessing the Analytics User Interface

You access the InQuira 6 Analytics application to view reports by logging onto the InQuira 6
Analytics user interface. The InQuira 6 Analytics user interface is a web-based application that
operates on supported browsers, as described in InQuira 6 Installation Guide.

The InQuira 6 Analytics application URL is specific to your environment. Consult your system
administrator for specific URL information if necessary.

Logging Onto InQuira 6 Analytics

When you open InQuira 6 Analytics in your browser window, the InQuira 6 Analytics home
page displays. The home page is divided into two columns. The left column prompts you for
login information:
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Analyiics

g @rtar your ier [0 and

Passwnrd:

The right column, or display area, displays a summary of the standard reports, as described in
Example Analytics Home Page Display Area sce "Example Analytics Home Page Display”
on page 62.

To log onto InQuira 6 Analytics:

e enter your User ID and Password

Your User ID and initial Password are created by your system administrator. Contact your
system administrator if you need help determining the correct User ID and Password.

The InQuira 6 Analytics Page

The InQuira 6 Analytics page is divided into the following areas:
Report menu
The report menu bar lists the standard reports, segregated into the following categories:
e Customer Insight Reports on page 31
e Content Diagnostic Reports on page 40

e System Metrics on page 51
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Display area

The display area presents the data associated with the selected report and display parameters.
The report display area also contains the tool bar that provides access to the data
manipulation and display formatting functions described in Viewing Reports on page 62.

Example Analytics Report Menu

The InQuira 6 Analytics report menu lists the standard reports. Report names are hypertext
links. You can navigate to any of the standard reports by selecting a link from the report menu.
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Example Analytics Home Page Display

The InQuira 6 Analytics home page display area contains descriptions of all the standard reports.
Each report title is a hypertext link that you can select to navigate to that report.

Analytics Home

Customaer Insight

Content L}ingnnn (1=

Frodeck Dreakdswn

Pioislc=n wn cosrsiay af e nambsr of quarfione Bankén S=en

hy pendust

Intents Breakdown
Prosider sn sgarviaw of e numbsr of quarfion: seked By
wehiare bros an dosn by gear ket

Hot Comcepts
Showyp the impodent worde and concepts Bhat hays hisd Ehs
langapt Incraues In nquings cdgs the peaidinur pariod oF fima

Mot Questians

SEhosen the groupinge of quertione thet hays had the lsgest
INCFRREE In IncHiliAE Gvar the prEveoil pEmsd of teis

Ay stam Mabrics

Syt Ueage

Prorrd s & high lavel trend of usage rater and adoption leeelc

of theg TreGiuive &pphcaleon

SyElein Performancs
Prowlides & high laval vew oF FEsoonee Gma parformance of
sl Ireiiivd applicalisn

Sy &l ACcaracy
Prosides an enalesis of how sall tha TnQuire soplcstion =2
Pl petrd A W0 slador quasbadl v B

Dueries by Yiwitors
Bhoswp the ngmibar of Intame! ve, atemel wIforr aesar T

Problem Words
Halps wn srnnlyrt cdentify the reoet reguent =ords thet s
caiging prohilarrs =khin the [ndsies applicabar

Cancepts Scoaring
Ehnur Bhe comrmpks 2Rhin sirBor qussiar shich are cRLEIRg
PRnrGrng RNF=Earf 0 ADpaSE 1N TRTRHONERE

Question Scoring
Ensbler mn pnalert to wew shich groupc of guestions ars nok
Eelinn g Bnpwanded vaey wall by s In snpllrahagn

Docwment Uiage
Enabies an mnslyrt o undesrissd the populsrcty [ or Isck of
pnpiilanky b of g5ach indasad wmiptruckursd So-mine-pnt,

sEry Sowrce
Enabisr an snalpet to diagrease shich LELr on & wshits
ciErtinng afs Deming Qenarwbed fom

Fanaged Aespomze
Ehnwr the populardy [or lsck = popul srfy ] of 88 misnagesd
FelpOnTe

Viewing Reports

You can view InQuira 6 Analytics standard reports by clicking on any of the report titles listed in
the navigation column or in the display area of the main window.

InQuira 6 Analytics displays the default report configuration for the selected report.
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Varying Display Formats

You can vary the graphical display formats of standard reports using the display formatting icons
on the tool bar. Report Display Formats on page 4 lists the supported report types.

Varying Measures within Reports

The InQuira 6 Analytics user interface presents the measures used in each report in a set of
drop-down menus within the display. You can vary measures to tailor the report data to your
requirements.

You can select items within the Measure drop-down menus to:

e apply available alternate measures to report dimensions, as described in Measures
on page 24

e vary the expression of summary measures, as described in Varying Summary
Measure Expression on page 24

Varying Dimensions within Reports

The InQuira 6 Analytics user interface presents the dimensions used in each report in a series of
drop-down menus arrayed at the top of the display. You can vary dimensions within reports to
tailor the report data display to your requirements. You can select items within the drop-down
menus to:

e drill down within a primary dimension to more detailed data, as described in Drilling
Up and Down Dimensions on page 64

e agoregate (drill up) from a primary to more general categories, as described in
Drilling Up and Down Dimensions on page 64

e  drill through to to view detailed information about a group of items within a single
dimension level, as described in Drilling Through to Reports on page 64

e filter report data based on secondary dimensions, as described in Filtering Report
Data on page 64

e nest dimensions within reports, as described in Nesting Dimensions within
Reports on page 64
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Drilling Up and Down Dimensions

You can drill up and down dimension categories by selecting primary dimensions from the
dimension drop-down menus. See Data Dimensions on page 19 for descriptions of the
available pre-defined and application-specific dimensions.

Primary dimensions define the axes of the report. For example, the Hot Concepts report
displays the number of questions over time; questions and time are its primary dimensions.

You drill up or down by selecting more general or more detailed categories of primary
dimensions. For example, you can drill down to specific questions, or to more detailed time
intervals.

Note: Some display formats, such as pie charts and bar graphs, provide drill-down shortcuts in
the form of hypertext links associated with dimensional categories.

Drilling Through to Reports

You can drill through from one report to another to view detailed information about a group of
items within a dimension level, where available. When you drill through a report, InQuira 6
Analytics applies the current measure and dimension to the new report.

To drill through to a report:

e click the Drill Through button on the tool bar

Filtering Report Data

You can filter reports by selecting secondary dimensions from the dimension drop-down menus.

Secondary dimensions are additional report parameters that support the primary dimensions. For
example, the Hot Concepts report displays answers of all quality levels by default; Answer
Quality is a secondary dimension.

You filter reports by selecting more general or more detailed categories of secondary
dimensions. For example, in the Hot Concepts report, you can filter on good, acceptable, and
poor answer quality, while preserving the same primary (question and time) dimensions.

Nesting Dimensions within Reports

You can display the child categories for a selected dimension as nested columns in the report
display. For example, for a yearly summary report, you can nest the Year dimension to display
the contributing monthly data as nested subcolumns.

To nest child categories for a dimension:

e sclect the expand icon beside the desired dimension drop-down within the display
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or
e sclect the appropriate action (Nest Rows or Nest Columns) from the dimension
drop-down menus at the top of the display
InQuira 6 Analytics refreshes the report and displays the nested columns or rows.

To remove nested categories:
e sclect the collapse icon beside the desired dimension drop-down within the display

InQuira 6 Analytics refreshes the report and removes the nested columns or rows from the
display.

Sorting Report Columns

You can use the Sort icons to sort data within selected columns. Sorting arranges values
according to value, or in alphabetical order. You can sort data in ascending or descending order.

Suppressing Report Data

You can exclude categories containing low values or no data from reports. InQuira 6 Analytics
provides the following supression modes:

Zero Suppression
Zero Suppression removes rows or columns containing all zeros.
80/20 Suppression

80/20 suppression removes rows or columns whose absolute values do not contribute to the

top 80% of results, and summarizes the removed data in a single row or column called
n n
Other.

To apply Zero suppression to a report:
e sclect the Zero Suppression icon on the toolbar

InQuira 6 Analytics removes any rows and columns that contain values of zero. The Zero
Suppression message displays at the bottom of the report.

To apply 80/20 supptession to a report:
e sclect the 80/20 Suppression icon on the toolbar
InQuira 6 Analytics removes rows and columns whose values do not contribute to the top 80%

of the results, and summarizes the removed data in a single row or column called Other. The
80/20 Suppression message displays at the bottom of the report.
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Highlighting Exception Data

You can also use the automatic exception feature, or define custom exceptions within reports to
apply specific formatting to values above or below the set value range.

You can highlight exceptional values, values above or below the expected ranges, within reports.
InQuira 6 Analytics uses automatic highlighting by default. You can also specify custom
exceptions within reports.

You can define custom exceptions in any display format; however, InQuira 6 Analytics will only
display exceptions within tables.

InQuira 6 Analytics determines automatic highlighting by comparing a cell's value with its row
and column totals. Cells that have exceptionally low or high values compared with the totals are
highlighted. The default highlighting for low values is bold red, and the default highlighting for

high values is bold green.

Defining Custom Exceptions

You can specify custom values, or thresholds, for exception highlighting within reports. You
define custom exceptions as properties of specific reports. You can define up to 20 exceptions
for a single report.

You define a custom exception by specifying up to five value ranges. Each range definition has
specific formatting associated with it.

You specify the following parameters for each value range:
e minimum value
e maximum value
e font color

e Dbackground color

InQuira 6 Analytics applies the exception highlighting to all data that falls within a value range.
You use custom exceptions by:
e defining exception criteria, as described in Defining Exception Criteria on page 66

e applying the exception to the report, as described in Applying Exception Criteria
to a Report on page 67

Defining Exception Criteria

You define a custom exception by specifying up to five value ranges. Each range definition has
specific formatting associated with it.
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You specify the following parameters for each value range:

e minimum value

e maximum value

e font color

e background color

To define a custom exception:

e seclect the Custom Exception Highlighting button in the toolbar

The Custom Exception frame displays.

e select Add

The Exceptions panel opens.
e specify a name for the exception

e specify minimum and maximum values for up to four ranges in the From and To
boxes. You can specify minimum and maximum to define ranges with no lower or
upper boundaries.

e select text and background colors from the drop-down menus

e select OK

The new definition appears in the Defined Exceptions list.

You can edit a custom exception by selecting it from the Defined Exceptions list, and selecting
Edit.

You can delete a custom exception by selecting it from the Defined Exceptions list, and
selecting Delete. InQuira 6 Analytics automatically deletes the exception and updates the report
display.

Applying Exception Criteria to a Report
To apply a custom exception to a report:

e sclect the Custom Exception Highlighting button on the toolbar

The Custom Exceptions frame displays.

e select the columns or rows to apply the exception to by selecting the corresponding
exception icons in the display area. Select the icon in the upper left column of the
display to apply the exception to the entire report
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InQuira 6 Analytics displays the selected rows and columns in the Custom Exceptions frame.
e sclect a defined exception from the list

e select Apply

InQuira 6 Analytics applies the exception to the selected rows and columns.

Exporting Report Data

You can export InQuira 6 Analytics report data to:

e save formatted reports as Adobe Portable Document Format (PDF) documents for
circulation, presentation, and printing

e save reports in Comma Separated Value format for use in other applications

Exporting Reports in Comma Separated Value
Format

You can export InQuira 6 Analytics report data in comma separated value (CSV) file format, and
import this data to any application that supports comma separated value files.

You can use the comma separated value export process to:
e save a formatted report instance to a CSV file
e open a formatted report instance in CSV format directly within Microsoft Excel 97
or Excel 2000
Note: To view CSV data in Microsoft Excel, ensure that:
e you have Mlcrosoft Excel 97 or Excel 2000 installed

e your browser is configured to display the .csv file format

To export report data in CSV format:

e sclect the Export CSV button on the InQuira 6 Analytics toolbar

A dialog box prompts you to open the file or save it to your computer.

e sclect Open to open the data in .csv format within Microsoft Excel
or

e sclect Save to save the data as as a CSV file
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The CSV file is saved in the specified location, with the suffix .csv. The CSV file contains only
the data associated with the formatted report as displayed.

Exporting Reports in Portable Document Format

You can export InQuira 6 Analytics reports in Adobe Portable Document Format (PDF).
InQuira 6 Analytics creates and displays the PDF file by opening Adobe Acrobat within the
display area. You can use the Adobe Acrobat functions to render, paginate, size the output,
print, and save the PDF version of the report.

To export a report in PDF format:

e sclect the Export PDF button on the InQuira 6 Analytics toolbar

InQuira 6 Analytics creates a PDF file, opens the Adobe Acrobat viewer within the InQuira 6
Analytics display area, and displays the PDF file.

Printing Reports
You can print InQuira 6 Analytics reports by:
e creating a PDF version of the report

e using the Adobe Acrobat functions to render, paginate, size, and print the output

as described in Exporting Reports in Portable Document Format on page 69.
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Chapter 8

Analytics Administration

InQuira 6 Analytics Administration
Tasks

The following are pre-defined tasks that you can use to administer the InQuira 6 Analytics
application:

ODS Schema Re-Create
STAR Schema Re-Create
Analytics Load

Analytics Cube Creation
Analytics Complete Processing

Analytics Error Reloading

Analytics Task Scenario

An example set of automated scheduled tasks that make sense if you want to re-create the ODS
tables constants:
1) Log Extraction task

2) ODS Schema Re-Create
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3) Analytics Load
4) Analytics Cube Creation

The Analytics Complete Processing
Task

This just merges the Analytics Load and Anlytics Cube Creation into one step if they want. Just
two tasks in one.

The Analytics Cube Creation Task

After the Analytics Load, task is run, there are two things the customer may want to do, one is to
just go ahead and build the Cognos “cubes”, the other is to run the analytics admin screens
found in the workbench. The analytics admin is the gui scteen that defines the actions/objects
heierarchy that you may have played with a while ago. After performing the analytics admin
stuff, the customer will ultimately need to run this task.

Not sure if you know what the cubes are, but they are the set of files used by cognos to show the
reports.

The Analytics Error Reloading Task

Use this task to ? in the event of a failed process.

This really isn’t relevant anymore, as the call to Analytics Load first checks to see if there were
errors generated from a previous load. It will try to reload the portions of the log file that
couldn’t load (db might have died or some other error condition). If it can’t fix these error
conditions, the Analytics Load process stops before it tries to load new log files. Basically, to
ensure all data is processed, I have added this error-reloading task implicitly into the code of the
Analytics Load. However, they can schedule this task to re-load an of these error files if they
want to explicitly do that.
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The Analytics Load Task

Use this task to transfer data from ? to ?.

This is an automated task that downloads the log files from the production servers to the
analytics server and stores two copies of the file. One copy of the file is stored in a directory
where the files can be picked up by the Analytics Load task. This directory is by default the
“data/load” directory, but is defined in the analytics configuration.

The second copy of the file is stored in the “data/archive” directory (also under analytics
configuration). Here a compressed version of the file is archived so that the customer can start a
tape backup of all logs if they choose. This mechanism ensures a copy of the log files are saved,
the Analyltics Load task will cleanup the data/load version upon successful processing leaving
only the data/atchive version.

The ODS Schema Re-Create Task

Use The ODS Schema Re-Create Task to re-create the InQuira 6 Analytics ODS tables. The ?
will delete the existing ODS data and create a new ODS containing no data.

The analytics database table set is divided into two parts, the tables used to store the data directly
from the logs and the STAR schema which is a standard analytics schema type used for
reporting. The STARs are summaries of the log data. The ODS tables refer to the first set of
tables, those used to store the direct representation of the logs.

It is safe, for any number of reasons, to re-create these tables as long as the Analytics Cube
Creation task has run. Yahoo does this for example because of the high volume of data and their
lack of desire to buy harddrive space.

The STAR Schema Re-Create Task

Use this task to re-create the InQuira 6 Analytics reporting database tables. The ?
will delete the existing reporting data and create a new reporting database
containing no data.

This is the second set of tables in analytics, the STAR schema tables. We should
warn customers that this is VERY dangerous to run more than ONCE. If this table
gets dropped once there is data in them, the existing reports will stop working.
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InQuira 6 Log Files
Star Schema Diagram

ANSLUYTICE 4 - Digplayd / Slar

s REP_STAR_PRODUCT_BIM
REP_STAR_IMTENT_ D P Sa_ques e fast . &, peod_dimaression_id INTEGER
B itenl_divarsen o IKTEGER W, quasticn_tact_of INTEGER kbt WARCHEAZEL)
lwnl_ 1 WARCHAR 24 B proct chnarpsh_i: INTECHRR [P iretl_2 WARCHAAZE
lwel_7 WAIRCHEM N4 Lo mbeck_cimensnn_d INTEGER (FH) e | sl 3 WARCHEAZEL)
breal_3 WARCHEANEL) 0, question_dimension_kit MTEGER (FH] Wrenl 4 WARCHARZE)
fwnl A WARCHRM | quesitian_i: INTEGER
= irk_session bt YARCHARZTEZ]

anginating_page: YARCHERZEIZ]
besl_scooe: HTEGER

REP_ETAR_SUESTION_DIM wont_siore INTEGER
& gueston_cmension_d. INTEGER P
el VARCHUG2Z) Sear trma: DATE
LA WARCHARNE1T) o]
~3 INTEGEA dale leeied VAT HARITIT)
RAEP_STAR_COWCEFTS Taci
rep_sear_iiading_serors T L. Wi REP_STAR_ANSWERSOURCE_DIR
fent VARTHARZODD | el WANEC HAR A0 & pnessrenurce_dimensnn_od: [NTE
emsicn_id HUKEER Leve_{: MARCHARZTIZ)
TR _frar_aadieg B trre DATE lmapl 2 WARCHAR Z54)
migd uies_name . WARTHARZ| srore: KLIMBERYE ) | lerei_3 WARCHARNE12)
mid uis_sirr DATE I daie_foaded: WARCHARNIZ) | W WAROC HER 4005
Beg_siar_log e
process_date: VARG RARETIZ EF_STAR_AMBWER FACT
ia_pds_process_date WARCHARZIAE [, amswer_tact et INTEGER |
GRSWETROUNE_ChmEnskn_k NTEGE

plick_thin VARCHARZTD)
stw tave: OATE
s INTEGER
guasting_ o INTEGES ]
dale_lcadusd: VANCHAR| T} fr—

REF_STAR_PROBLEM_WORDS_FACT
0, PROELEW_WOHDS 1D MTEGER
sueson_l® MTEGER
sequest_id MTEGER
documeni_count INTEGER
vl YARCHEANI65]
slan_tme DATE
dirie_loaded WARCHAR 3D

- [

1811 = BAT 00 PM TSR

74 Star Schema Diagram



InQuira 6 Analytics Guide '“QUlHﬁ

Normalized Schema Diagram
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