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| ourney Analytics Overview

Jurney Analytics | Analytics User | Latest Version

Dburney Analytics, formerly known as Transact Insights, is a purpose-built behavioral analytics module that
provides additional extensive analytics on your applications hosted on the Temenos burney Manager (TM) plat-
form.

Once set up, burney Analytics aimsto assist customersto track the performance of their applications on their
Temenos burney Manager (TM) platform from an analytical perspective. burney Analytics provides a wide variety
of analytical views that capture completion analysis for one or more applications. As well as these features, burney
Analytics also supportsrich filters that allow customersto understand the device type, browser and other attrib-
utes of the devices used to complete applications.

Dburney Analytics must be enabled for Maestro, Composer or Open UX applicationsin burney Manager to be able
to collect burney Analytics data.

Akey value burney Analytics offersis the behavioral analytics to assist our customersto understand user engage-
ment with the form, the effort it takes to submit an application, and where users are abandoning their applic-
ations.

These fine-grained metrics help to identify abandonment hotspotsin the customer application and further explore
problematic fields to:

« Reduce the effort it takesthe user to complete an application.
« Improve the user experience and onboarding 1 process.

« Optimize the application to drive conversion and completion.

Analytics Views

Dburney Analytics now offers eight main analytical views for both application performance analytics and user beha-
vioral analytics:

1The stepsrequired to get anew customer integrated into a new program. These steps may vary business to busi-
ness.
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1. Dashboard View —gives a high-level overview of application performance providing key metrics on com-
pletion, device distribution, completion times and recent completion history.

2. Timeline View —provides atrend of application statuses over a selected period. In addition, you can aggreg-
ate the data at various levels and split the data by device type, browser, application version and other
options.

3. Dropoff View —provides behavioral analytics capturing key insights on user interaction with the application.
It includes section and field level metrics that help to identify abandonment hotspots, problematic fields,
and application flow.

4. Field Analysis View - provides detailed field-level statistics for each section of the application being analyzed.
It also helpsto identify abandonment hotspots by aggregating all field level behavioral data for all trans-
actionsduring the selected time frame. In v18.05 and earlier this view is accessed through the Dropoff View.

5. User burney View —this view provides amap of custom milestonesimplemented in the application and how
users are progressing through them towards completing the application. It also providesinsight into all pos-
sible journey paths users are takingto complete transactions, and allows customersto perform seg-
mentation analysis of the users based on the data sent by the Segment APIs from the application form or
Dburney Manager. Introduced with burney Manager 18.05.

6. Collaboration b View - this view uses a node graph to represent the Collaboration bb workflow. It provides
aview into key metrics at the job, step, action, section and field level. Introduced with burney Manager
18.11.

7. Export View - thisfeature allows you to export analytics reportsto CSV, with the ability to select the gran-
ularity of your reports and retrieve exports for multiple applicationsin a single file. Introduced with burney
Manager 19.05.

8. Custom Reports View - this view provides a customizable dashboard that makes it easy to compare the per-
formance of your application versions, across many different metricsin a single view. Multiple analytics can
be displayed in the form of report cards that can be arranged and resized in any location on the screen. Intro-
duced with burney Manager 19.05.

Jburney Analytics User Interface

The Jburney Analytics User Interface iscommon to all analytical views. Use the interface to select the required ana-
lysis views, select the timeframe for analysis, and set global filters and preferences.

From Dburney Manager 18.11 a new user interface called the Visualizer was introduced, which isamodern user
interface that bringstogether modern best practicesto deliver arefreshed user experience. For customerson bur-
ney Manager 18.11 and later, all analytical views will be seen through thisrefreshed user interface. For customers
on burney Manager 18.05 and earlier, the original legacy Dashboard user interface will display. Examples of both
user interfaces are available in thisdocumentation.
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Terminology

Dburney Manager forms or applications designed in Maestro, Composer or Open UX are referred to as applications
in burney Analytics, and once a user submitsthe application in the browser it becomes a completed transaction in
burney Manager.

Transaction Status

Transactions on burney Manager may progress through any of the following statuses; Open, Bounced, Started,
Saved, Completed, Abandoned.

Strict No PII Policy

Transactional data entered by usersis not stored in burney Analytics, however, burney Analytics does store
information about the transaction status and user behavior events from the application. This behavioral data is
stored and used to populate all the burney Analytics analysis views.

The transaction status and user behavior events DO NOT include any user input data itself and hence burney Ana-
lytics DOESNOT collect any Personally Identifiable Information® (PIl). The burney Analytics service has been
explicitly designed to NOT record or store user input data and PII.

You may verify this by using the browser’s F12 tool to monitor the network traffic of an burney Analytics enabled
application. burney Analytics employs all possible mechanisms and strategiesto NOT store data relating to PIl. For
more information, see Jburney Analytics Data Privacy and Security.

Architecture

Dburney Analyticsis built and hosted on the Google Cloud Platform (GCP) infrastructure. It is a fully managed ser-
vice built using the GCP. The image below describes the high-level architecture of burney Analytics and how it fits
into the burney platform.

1personally identifiable information (PIl) is any data that could potentially identify a specificindividual. Any inform-
ation that can be used to distinguish one person from another and can be used for de-anonymizing anonymous
data can be considered PII.
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Optimization

Improve the form using the insights gained

Dburney Analytics collects events from two sources —Dburney Manager and the browser where the application is
rendered.

Dburney Manager sends transaction status events and applications rendered in the browser send user interaction
events. These two sources support the detailed statistical analysis of user behavior within applications.

The user interaction events from the browser include information such as - field visit, field completion, validation
error, section navigation etc. These analytical events are directly comparable to the Google Analytics or Adobe
Analytics eventsrecorded by these analytics services. For more information, see Journey Analytics Data Privacy
and Security.

Setup and User Administration

Some setup and user administration isrequired to use burney Analytics. Users must have the burney Analytics
user role and space added to their burney Manager user accountsto be able to access burney Analytics.

Dburney Analytics Open UX Support

Dburney Analytics supportsthe Open UX framework via a separate npm package. For implementation details and
an example Open UX React project, see Open UX.
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| ourney Analytics Features

Jurney Analytics | Analytics User | Latest Version

Journey Analytics comes packed with a wide range of features empowering you to analyze complex customer
onboarding and user journey solutions. The main product features have now become core functionality in the
latest cloud-hosted version. Click on each feature to learn more.

Main Features

« The Dashboard provides a high-level overview of application performance.

« View an individual form's transaction metrics and better understand completion rates with Dropoff.
« Identify abandonment hotspotsand trendsin Field Analysis - with detailed field-level statistics.

« Visualize the User Journey milestones while segmenting users.

« Use the Timeline to compare application statuses over time.

« Custom Reports provides a customizable dashboard for many different metrics in a single view.

« Visualize a Collaboration b and view it's key metrics for the job, step, action, section or field.

« Export analyticsreportsto CSV.

« Segmentation analysis to help understand the behavior of specific groups of users.

« Follow significant eventsin the user'sjourney through Custom Milestones.

Features by Release

Each release of burney Analyticsis hosted with new features and bug fixesto provide you with the best-in-class
software and to accelerate business agility and improvements acrossthe board. All cloud-hosted customers are
automatically provided with the latest release.

The key features for each major release of burney Analytics are listed below. Click on each release number to view
the complete release notes and learn about all features and bug fixes.

22.04

Release Key Features Description

The Scope Selector now displaysthe form code with each form making

Scope Selector ) ; ) )
it easier to correctly identify the form you want to analyse.

Dashboard View improve- )

New tooltips added to the Dashboard View.
ments

Open UXsupport has been enhanced to provide Open UX applications
Open UX Support with full analytics capabilities. A sample project is now available from the

Downloads section.

For more information see Analytics 22.04 Release Notes.
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21.11

Release Key Features Description

Custom period date selector displays a single view for start and end
date selection.

Today option provided for the period with Last Day beingrenamed to
Yesterday.

Scope Selector For multi-organisation clientsthe organisation name is displayed with

the form name in the form version selector.

Sorting formsin the form version selector is also available for multi-
organisation clients. Forms can be sorted by organisation name or form
name.

The Timeline View now provides users more options for aggregating data.
Timeline View improvements The tooltip displayed on hover of the bar chart has also been improved to
order the colour sequence to match the bar chart.
User Journey View seg- The User burney View segmentation chart has been extended to display
mentation chart ten segmentation values compared to the previousfive.

For more information see Analytics21.11 Release Notes.

21.05

Release Key Features Description

A/B Testingwasrenamed to Custom Reports.

Thisview is a customizable dashboard that makesit easy to compare
the performance of your application versions, across many different
metricsin a single view. Additional reports have been added to the
view, such as:

Best, Worst, Avg - gauge the best, worst and average time taken to com-
plete applications within the selected scope.

Custom Reports View Completion Rate - examine application performance in terms of user
completion for the selected scope in a bar chart.

Duration Summary - compare and sort the best, worst, average, and
median timesto complete each version in the selected scope using a
table.

Median Time - compare the median time to complete each version in
the selected scope as a bar chart.

Milestone Funnel - compare standard and custom milestone hit rates
for the selected scope with a bar chart.
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Section Completion - see completion across sections for the selected
scope using aline graph.

Section Summary - compare and sort by section-level stats for each ver-
sion in the selected scope in atable.

Segment Split - discover the breakdown of values of a segment type for

all transactions within the selected scope using a pie chart.

Segment Switch - examine how userstraverse values of a segment type
for all transactions within the selected scope using a sankey graph.

Session Map - investigate the number of sessions occurring per country
for the selected scope using a choropleth graph.

Top Fields - compare and sort by field-level stats for each version in the
selected scopein atable.

Transaction Summary - compare Transaction Statuses for the selected
scope using this bar chart.
Improved analysis and met- Tooltip enhancements for the Field Analysis and Dropoff Viewsto provide
ric readability more detailed statistics.

For more information see Analytics 21.05 Release Notes.

20.05

Release Key Features Description

Anew Milestone Funnel report was introduced to the A/B Testing View.
) Use thisreport to understand how milestones are encountered across one
Milestone Funnel report o )
or more applications. The chart is a bar chart where each bar represents
the number of milestone transactions.

Springboard Provided built-in analytics used by the Springboard solutions.

For more information see Analytics 20.05 Release Notes.

19.11

Release Key Features Description

New reports available in the Segment Split, Duration Summary, Best, Worst Average Duration, and Ses-

A/B Testing View sions Map. Also rates have been added to the Segment Switch report.
Transaction Recovery Support - Query changeswere made to the Jur-
ney Analytics backend to support Workspace transaction recovery. This
meansthat Abandoned transactionsthat were subsequently com-
pleted (recovered), will be reflected accurately in the Journey Analytics

Other enhancements views.

Help Tooltips- We improved help tooltips by ensuring a consistent look
and feel to tooltipsthroughout the application. We also added more
clarity to some areasvia help text,namely the Period selector.
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Export Column Ordering - Thisnew enhancement ensuresthat the
order in which metrics (columns) are selected in the Export View Ul, is
reflected in the downloaded CSV.

For more information see Analytics 19.11 Release Notes.

19.05

Release Key Features Description

The new Jburney Analytics A/B Testing View brings a customizable dash-
A/B Testing View board that makes it easy to compare the performance of your application

versions, across many different metricsin a single view.

The new Custom Data Export allows you to export analytics reportsto CSV
Custom Data Export with the ability to select the granularity of your reports and retrieve

exportsfor multiple applicationsin asingle file.

Segment filtering - Added to the Global Filter Panel to allow usersto
view different segments of their analytics data.

Db filtering - Added to the Cohortsfilter on the Global Filter Panel to
allow usersto filter by one or more collaboration jobs, or versions of

Additional enhancements ]
jobs.

Last Analysis - Added to the Jburney Analytics banner to show the date
and time the analytics data was last consolidated and updated. It typ-
ically runs hourly.

For more information see Analytics 19.05 Release Notes.

18.11

Release Key Features Description

Insights has a brand-new user interface that bringstogether modern
best practicesto deliver a refreshed user experience. Thiswas

Visualizer user interface achieved by a major redesign of the Insights' frontend.

Thisnew user interface is called Visualizer, and will replace the Dash-
board user interface from previousversions.

Insights extends support for event collection to include Open UXapplic-

ations, including Out Of The Box React implementations, such as Spring-

board implementationsand framework agnosticwrappersfor ECCL
Open UXsupport integration.

Thismeansthat open UXapplications can now be analyzed using
Insights, the same way Maestro applications can be analyzed.
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) Insights now provides Collaboration b analytics to monitor workflow
Collaboration b support .
level analytics.

For more information see Analytics 18.11 Release Notes.

Next, learn more about Manager features.

Dburney Analytics Features
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| Setup

Jurney Analytics | Analytics User | Latest Version

To successfully setup Jurney Analytics, you must first send an burney Analytics provisioning request to your

Account Manager. Once you have sent this request, your Account Manager will collaborate with the burney Ana-

lytics and Cloud-hosting support teamsto complete the following steps:

1. Raise a service request on ACSand select burney Analytics Provisioning request asthe request type.

2. Make surethe customer meetsthe following upgrade requirements:
(*Upgrading to the latest GA version of burney Manager, Composer / Maestro is highly recommended to
take advantage of many of the features of burney Analytics)

« burney Manager 5.0.7 or higher deployed on their system.
« Composer forms published with Composer 4.4 or above.
« Maestro forms published with Maestro 5.1 or above.
3. Ifthe customer dburney Manager deployment is on-premise, follow the steps below, otherwise ignore this
step:

« Provide public facing burney Manager URLs to cloudhosting-support@avoka.com or update the service
request on ACS.

« Make sure the customer's firewall is configured to allow their burney Manager environment to make out-
bound callsto the following URLSs:

« https://eventconsumer-dot-transact-insights.appspot.com
« https://dataprovider-dot-transact-insights.appspot.com

« https://apiserver-dot-transact-insights.appspot.com

« https://dashboard-dot-transact-insights.appspot.com

« https://accounts.google.com

« https://visualiser-dot-transact-insights.appspot.com

« https://oauth2.googleapis.com

« For all internal users who need accessto burney Analytics Ul, their machine should be able to make out-
bound callsto the following URLs:

« The on-premises burney Manager URL
« https://dashboard-dot-transact-insights.appspot.com
4. For all internal users who test applications (rendering formsin the browser to generate burney Analytics
data), their machine should be able to make outbound callsto the following URLs:
« https://eventconsumer-dot-transact-insights.appspot.com
« https://accounts.google.com

5. The Cloud-hosting support team will provision burney Analytics on the Google Cloud Project (GCP) that
Insights uses asits backend. For each customer, the Cloud hosting support team will create a dedicated

Setup
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project on GCP and link it to their corresponding burney Analytics instances.

6. If the customer is using Composer forms, contact insights-support@avoka.com to get the latest ti-support.js
file and deploy it to the Manager environment. Please refer to the Deploying ti-support on Composer page
for instructions on how to complete this step. The Cloud-hosting support team can only assist with this step
when working with on-cloud deployments.

This step can be skipped if the application is already built with Composer's Insights Data pack. Note that, the
ability to send custom Milestones and Segment events from the application is only available through Com-
poser's Insights Data pack.

7. At this stage, the Insights provisioning process is complete. As a next step, for better readability of analytics
dataon Insights, it isrecommended that you configure each field of a Maestro, Composer or Open UXform
with a Transact Insights Field Name and publish/build the form.

« In Maestro, you can edit the Transact Insights Field Name property under the Integration tab of each
field.
o In Composer:
« Navigate to the Bulk Editor and click the Configure button.
« Search for the Insights Field Name property.
« Add the Insights Field Name property and Save the configuration.

« Insights Field Name column appearsin the bulk editor screen. Set the Insights Field Name for each
field.

Once the above tasks have been completed, you are ready to enable Insights on forms. Once enabled, data will
start flowing through to burney Analytics as forms are rendered by users.

Dburney Analytics may show errors when there isno datain the database. It may sometimestake up to 1
hour for the datato be reflected on burney Analytics. Usually, it takes 10-20 mins.

Next, learn how to enable burney Analytics for Maestro applications.
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| Enable Applications to Collect Analytics

Dburney Analytics | Analytics User * System Manager / DevOps | Latest Version

Journey Analytics collects data about transactions from any application, designed in Maestro, Composer or Open
UX, that has burney Analytics enabled.

To enable burney Analytics on an application, follow the steps below:

1. Loginto burney Manager.

2. Select Forms > Forms.

3. Select the form where burney Analytics will be enabled and click Edit.

4. Switch to the Details tab. For more information, see how to configure form details.

5. Select the Transact Insights checkbox to enable the selected form with burney Analytics.
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6. Click Save to update the changes.

Dburney Analytics can be enabled or disabled at any point in time. The data will only be collected for the dur-
ation of time when an active form is enabled with burney Analytics.
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The Transact Insights checkbox may be deselected when you migrate between environments. If you
import the form into another burney Manager environment such as production, where burney Analytics
isenabled, from an environment that has burney Analytics disabled, the checkbox may be disabled, and
Dburney Analytics analytics will not be gathered.

Always double check the Transact Insights checkbox after exporting and importing between burney
Manager environments, and update the checkbox on the imported form if required.

Enable Applicationsto Collect Analytics
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| User Interface Overview

Jurney Analytics | Analytics User | Latest Version
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Navigation Panel

When you have successfully logged into Journey Analytics, the user interface is displayed. User interface com-
ponents are:

« Navigation Panel
« Scope Selector

» Last Analysis

« Timezone

« Preferences

« Support button
« Print button

« Analytics View

« Global Filters

Navigation Panel

Use the Navigation Panel to select which analytics view displays.

Scope Selector

Use these two dropdownsto select which forms or applications, and the time period, to analyse in burney Ana-
lytics views. Learn more about the Scope Selector.
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Last Analysis

Refer to thisindicator to determine the freshness of the current data used in all views. Typically, user behaviour
dataisupdated hourly for all views. Learn more about the Last Analysis indicator.

Timezone

Use thisdropdown to select the timezone from which to view transactions. Typically, users should set thisto their
current timezone or the timezone where applicants are located. Learn more about the Timezone.

Preferences

Dburney Analytics Administrators can use these optionsto configure Segment Whitelist entries so that the data can
be captured in applicant transactions. Learn more about Preferences.

Support button

Use thisbutton to get documentation about a particular analytics view or to suggest an enhancement.

Print button

Use thisbutton to get a printer-friendly output of burney Analytics views which can be saved to PDF or as a hard
copy. Learn about Print Support.

Analytics Views

The Analytics view is the main section of the user interface, and by default, the Dashboard View will display. Each
view leverages different charts and metrics for a particular type of analysis. All views are visible on the Navigation
Panel and include:

« Dashboard

« Dropoff

« Field Analysis

« User Journeys

« Timeline

« Custom Reports
« Collab Jobs

« Export

Global Filters

Use these optionsto apply whitelist or blacklist filtersto limit which types of transactions are in scope for analysis.
Learn more about Global Filters.
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| Scope Selector
Jurney Analytics | Analytics User | Latest Version
The Jurney Analytics scope selector allows usersto select what and when to analyse. It includes adropdown to let

you select the application and version or job. It also includes a second dropdown which is used to select the date
range.

FORM PERIOD @
B All Forms - All Versions D Last Week ~

Select form or job scope

Some views are capable of displaying multiple forms (applications) and versions. Whereas, other views only show
datafor asingle form and version. Use the steps below to select the scope:

Select multiple forms or jobs

Select single form or job To select multiple applications or jobs, or multiple
versionsin a burney Analytics view:

1. Click on the form (application) or job dropdown.
2. Click all the versions you want to analyze. If there is only one version, simply click on it.

3. Click OK.

Click the image to view animated example
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FORM PERIOD @
E All Forms - All Versions Last Week ~

To select a single application or job in a ourney Analytics view:

1. Click on the form (application) or job dropdown.

2. Click the version you want to analyze. If there is only one version, simply click on it.

3. Click OK.
Click the image to view animated example

Scope Selector
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FORM PERIOD @
Please select... D Last Week ~

Select All, Clear All and Cancel

Click Select All to select every form or job and all of their versions.
Click Clear All to clear the current selection and make another selection, or click Cancel to leave the scope asis.

Sorting

If multiple organizations are accessible for the current user, the scope selector will show the Org Name above each
form entry. In addition, sorting buttons appear at the top of the scope selector.

« Click atoggle button option to sort the list alphabetically by Form or Org name.

« Usethe Cancel button if you wish to see the default sort order.
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FORM PERIOD @

All Forms - All Versions Last Week ~

Form code

Beneath the form name, the form code is displayed which allows for easier identification of the correct form.

Select the date range scope

As part of selecting the scope, you can also adjust the date range using the Period dropdown.

PERIOD @

Last Week ~

1. Click on the Period Selector.

2. Click on the date range you want to analyze. Use the Custom option to set the range manually.

Scope Selector
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3. Click OK.

As Journey Analyticsis a near real-time analysis tool, user transaction data is regularly aggregated and is not

immediately available. The delay before data from new transactions becomes available for visualization can be

up to 24 hours after the transaction iscompleted.

To minimize the impact of this delay on your analysis, previous duration options are recommended as they

do not include data from today. If you need to inspect transactions from today, use the Last Analysisto

determine the freshness of available data.

Period duration options

Use thetable to understand each date range available:

Description

Result - if today is 10th April 2021

Today

Yesterday

Last Week

Last Fort-
night

Last
Month

Last
Quarter

Last Year

Scope Selector

Use thisoption to view analyzed transactionsthat
started today.

Use this option to view analyzed transactionsthat
started yesterday.

Use this option to view analyzed transactionsthat
started within the week ending yesterday.

Use this option to view analyzed transactionsthat
started within the fortnight ending yesterday.

Use this option to view analyzed transactionsthat
started within the month ending yesterday.

Use thisoption to view analyzed transactionsthat
started within the previous quarter ending yes-
terday.

Use this option to view analyzed transactionsthat

started within the previousyear ending yesterday.

From 10th April 2021 (12 am)to
now is shown.

Use Last Analysisto determine
when analysis last ran.

From 9th April 2021 (12 am)to
9th April 2021 (11.59 pm)is
shown.

From 3rd April 2021 (12 am)to
9th April 2021 (11.59 pm)is
shown.

From 26th March 2021 (12 am)
to 9th April 2021 (11.59 pm)is
shown.

From 9th March 2021 (12 am)to
9th April 2021 (11.59 pm)is
shown.

From 9th January 2021 (12 am)
to 9th April 2021 (11.59 pm)is
shown.

From 9th April 2020 (12 am)to
9th April 2021 (11.59 pm)is
shown.
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Cust Select the individual start and end datesfrom the From start date (12 am)to end
ustom
calendars. date (11.59 pm) is shown.

Timezone can affect the actual window of time selected. For example, atransaction from today in Australia
(UTC +10hrs) will not be available if the timezone is set to Hawaii Standard Time (UTC -10hrs). In scenarios such
asthis, it'srecommended to set the timezone to where the transactions originated.
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| Last Analysis

Jurney Analytics | Analytics User | Latest Version

The Journey Analytics Last Analysisindicator displaysthe time elapsed since transactional data was analysed. It isa
way to determine the freshness of the current datain all views.

Last Analysis
Iy Y

58 mins ago

How it works

The raw transactional data from user interactions are periodically analysed to produce an aggregated group of
tables for data visualization purposes. All views in burney Analytics use the analysed results for displaying charts
and statistics.

Analysisis a scheduled job that occurs roughly every hour. For new forms and versions, updates can take 24hrs
from the time of the first transaction before appearing in burney Analytics.

Next steps

Learn how to set the timezone.
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| Timezone

Jurney Analytics | Analytics User | Latest Version

The Jurney Analyticstimezone dropdown allows you to select the timezone from which to view transactions. The
selected timezone will impact all views as well asthe span of time used when setting the Period.

22 Jul 2021

Thu 12:28pm

Select the timezone

Typically, you'll want to set thisvalue to your current timezone. It can also be useful to adjust to the timezone
where applicants are located.

Latest

Legacy To select the timezone, use the steps below:

1. Click the timezone dropdown to display available options.
2. Select your desired timezone from the list of options.

3. The current date and time for the selected timezone is displayed.

In the legacy burney Analytics Dashboard, the timezone is configured in the Preferences on the burney Analytics
banner.

1. Select Preferences from the burney Analytics User Interface.

£¥ Preferences

2. Select the General tab.

3. Select your preferred timezone from the Time Zone dropdown list.
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Preferences b 4

General Blacklist filters (user) Whitelist segmenis

Time Zone

GMT +10:00 Australia/Sydney v | Reset |

GMT +09:30 Australia/Darwin
GMT +09:30 Australia/North

GMT +09:30 Australia/South

GMT +09:30 Australia’Yancowinna
GMT +10:00 Antarctica/Macquarie
GMT +10:00 Asia/Magadan

GMT +10:00 Asia/Srednekolymsk
GMT +10:00 Australia/ACT

GMT +10:00 Australia/Brisbane
GMT +10:00 Australia/Canberra
GMT +10:00 Australia/Currie

GMT +10:00 Australia/Hobart

GMT +10:00 Australia/LHI

GMT +10:00 Australia/Lindeman
GMT +10:00 Australia/Lord Howe
GMT +10:00 Australia/Melbourne
GMT +10:00 Australia/NSW

GMT +10:00 Australia/Queensland

GMT +10:00 Australia/Sydney

4. Click OK.

5. Click Reset to reset the timezone to the current burney Manager server's timezone.

Timezone can affect the actual window of time selected. For example, atransaction from today in Australia
(UTC +10hrs) will not be available if the timezone is set to Hawaii Standard Time (UTC-10hrs). In scenarios such
asthis, it'srecommended to set the timezone to where the transactions originated.
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| Preferences

Jurney Analytics | Analytics User | Latest Version

The Journey Analytics preferences are used to configure the segment whitelist. Preferences can be opened by click-
ing the settings cog in the top right of the user interface.

Segment Whitelist

Within Preferences, the segment whitelist determines which segmentation data can be stored in Journey Analytics
datasets. It isdesigned to help prevent inadvertent storage of Personally Identifiable Information (PIl) in the Jur-
ney Analytics database.

In order to collect segment data for burney Analytics purposes, the segments and their values must be whitel-
isted. Any incoming segment data which is not whitelisted is discarded and isnot stored.

For more information on Personally Identifiable Information (PIl), see Insights Data Privacy and Security.

The segment whitelist is shared across all burney Manager environments (DEV, UAT, TEST, STAGING, PROD).
Changesto the segment whitelist in one environment will be reflected in all environments. You will also need
Journey Analytics Administrator access to modify the segment whitelist.

Latest

Legacy Modify the segment whitelist

Add and amend entries using the steps below:

. Click the settings cog to open the segment whitelist.

. Click Add Segment to add new entries.

. In the text input, type the name of the segment type.

. Select whether to allow Discrete or a Range of entries as segment values.

. Input all the expected segment values, or anumeric range, to the whitelist.

o 00 b~ W N P

. Click Apply to save entries.
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Preferences

Segment Whitelist Entries

Discrete - 18-25 26-35 36-45 46-55 56-65 65+ - i
Age
Discrete bl New Applicant Pre-Approval Completed Awaiting Processing - 0
Mortgage State
Min Val Max Val —
Range - o
Product ID . 1 2 1000 2

Add Segment  Apply

To remove an entry, use the bin button.

To cancel all modifications, before clicking Apply, click anywhere outside the preferences dialogue.

Modify the segment whitelist

1. Select Preferences from the Journey Analytics User Interface.

L¥ Preferences

. Select the whitelist segmentstab.
. ClickAdd Segment.

. Enter the segment name in the Segmentation field.

g A W DN

. In the Segment Type dropdown, select either Discrete or Range and enter the values.
« For Discrete: Enter one or more Discrete Values

« For Range: Enter the Minimum and Maximum Values allowed to be stored in the Journey Analytics data-
base
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Preferences x

General  Blacklist filters (user) | Whitelist segments

Segmentation @ Segment Type @ Discrete Values @

Product Types A-D Discrete T x A x B x|C x|D X w m
Segmentation @ Segment Type @ Min Val Max Val

Product Types 1-10 Range v 1 10 o

Add Segment m

6. Click OK or Apply.

7. Validation of the values and the segmentation names occur and any errors are displayed in red. Green ticks
display on the fieldsto indicate the validation is successful.

8. Continueto add more than one segment if required.
9. To remove awhitelisted segment, simply click the trashcan icon.

Blacklist Filter

The Blacklist filter will ensure that any transactions that come from a blacklisted source will not be included in any
Journey Analytics data analysis. To filter out a specific source of data you can blacklist a specific browser or IP
address. You can also edit or remove blacklist filters.

To add or edit a Blacklist filter:

1. Select Preferences from the Journey Analytics User Interface.

£¥ Preferences

. Select the Blacklist filters (user) tab.
. Click Add Filter.
. Click the Filter type dropdown menu.

. Select the IP Address or Browser option.

o o b~ wWN

. Enter either an IP Address or select a browser from the drop-down list.
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Preferences x

General Blacklist filers (user) Whitelist segments

Filter type 1P Address
IP Address v 172.16.254.1 o
Filter type Browser
Browser . Please select v o
Chrome
Firefox
Satan
Internet Exploner
Microsoft Edge
Robol / Crawler
7. Click OK.

8. To apply more than one blacklist filter, continue to click Add Filter until they are all configured.

9. To remove afilter, simply click on the trashcan icon.

For more information on sending segments, see How to Send Custom Milestones and Segments.

To avoid losing any segmentation data, add them to the segment whitelist prior to making the application
(form) available to users.

Preferences
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| Print Support

Jurney Analytics | Analytics User | Latest Version

The Journey Analytics print and PDF support provides a better way to extract charts and graphsto hard-copy or
soft-copy. The button appearsin the top right corner and leverages the browser's built-in print capability.

The print output is similar to a screenshot of the current view. The output also contains an appendix which
includes:

« The name of the view printed.
« Atimestamp of when the printout was generated.

« Information about the selected scope and any Global Filters applied.

Printing will use the browser window width to determine chart boundaries. If you find some charts are cut off
or do not print as expected, adjust the width of the browser.

Print a view

To print the current view use the following steps:

1. Click the print icon button.
2. Input atitle to use for the printout.
3. Click Print to open the browser print options.

4. Save or print the file.

Print Support -41 -
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Depending on the browser and operating system, printing options may differ. For most browsers, users are
encouraged to ensure Background graphics in printing preferences is checked.

Having Background graphics unchecked might hide some graphical information from being printed.
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| Global Filters

Jurney Analytics | Analytics User | Latest Version

Global Filters allow you to choose filters to define which transactionsto analyse within Journey Analytics. Any
global filters applied will impact all analytics views. The behavior of global filters and how to apply them are
described below.

Latest

Legacy Thefilter allows you to determine which transactions are used in visualizations for all views. Con-
straints can be in the form of either a whitelist or a blacklist:

« The whitelist filter values will filter all views to only show transactions which match the filters.

« Blacklisted values will result in views only showing transactions which do not match the filter values.

= Whitelist Blacklist Apply

Milestones Segments Jobs

.o

=% Cohorts Saved Mitek Tiden ID Prefill Received - Debit MasterCard - -
Operating System Device Type Screen Size Browser

Lo  Client Device - Mobile Phone v A Safari v
Country City Region IP Address

@ Location United States - - - -

Applying filters

To add global filters, use the following steps:

1. Determine whether you will create a whitelist (show only matching transactions) or blacklist (show non-
matching transactions) filter.

2. Click the Whitelist or Blacklist tab based on your filtering strategy.
3. Click any of the filter dropdowns you wish to apply.

4. Select the value to filter. You can manually input afilter value with your keyboard or use the dropdown
optionsto select avalue.

5. Click Apply to refresh the analytics views with global filters applied.

Selecting more than one filter value will restrict transactionsto only those which match all selected values. The
filters, in thisway, are applied in an additive manner.
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How it works
Global filters allow you to focus on particular transactions and to filter using a range of categories:

« Cohorts - filter transactions for certain user groups. Read more about milestones, segments and Col-
laboration bbs.

« Client Device - filter transactions based on user device information.

« Location -filter transactions based on user locations.

To only show trusted browser transactions, you could:

« Add robot and crawler browser typesto the blacklist to remove any such transactions from view.

« Alternatively, you can whitelist only Chrome browser transactionsto only show data for transactions
from userson Chrome.

In thisway, the filters are flexible so you can exclude or include transactions as needed.

The filters available allow you to focus on particular transactions and to filter by a range of categories which
include:

« Scope

« Period

« Client Device
« Location

« Cohorts

Apply and reset global filters

To apply the global filters you selected, click Apply. The selected filters will then be applied across all applications

visible in the analytics views.

Global Filters
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To reset the global filters, click Reset.This clears the global filters and resets the time period to 1 week.

To reset the global filters, simply click Apply again.

Scope filter

In v18.05 the Scope filter allows you to choose applications from available organizations and/or spaces.

To filter by scope:

1. Select either the Organisation or Space checkbox.
2. Select the organizations or spaces you want to filter by.

3. Click Apply.

Consider the following:

« When no organization or space is selected, all applications accessible to your Insights user account will
become visible.

« When one or more organization is selected, only applications from those selected organizations will be dis-
played.

« When an organization is selected, spaces that are a part of that selected organization will become visible to
select in the Space option.

« When one or more spaces are selected, only applications from those selected spaces will be displayed.

The Scope filter isnot required, as all organizations and spaces the user has accessto in burney Manager will be
available for analysis.

Period filter

The Period filter allows you to choose a specific time frame where transactions associated with the selected applic-
ations were undertaken. The time period will remain visible on the top right-hand corner in all views of burney Ana-
lytics.

To select the date range:

1. Click on the Period filter.
2. Click on the date range you want to analyze.

3. Click Apply.

To select acustom timeframe:

1. Click on the Period filter.
2. Select Custom.
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3. Select your Start date and End date.
4. Click Apply.

The pre-defined period options are calculated backwards from 11.59 pm of the day prior to the current date.

Client Device filter

Filtering based on the client device allows you to analyze data coming from specific devices and configurations. This
data providesinformation on how transaction data from different device configurations compare against one
another.

For example, you may want to only show transactions completed using a mobile phone. To do this, filter by
the Mobile Phone Device Type.

To filter by device:

1. Select either the Operating System, Device Type, Screen Sze or Browser checkbox.
2. Select the options you want to filter by.
3. Click Apply.

Location filter

The Location filter allows you to filter transaction data coming from specific geographies, such as Country, Region,
or City.

To filter by location:

1. Select either the Country, City or Region checkbox.
2. Select the locations you want to filter by.

3. Click Apply.

« When one or more Countries are selected, all regions for the selected Countries will appear under the
Region filter. You may then select one or more regions from the list.

« When filtering by City, manually enter the name of the city. City names are case-insensitive.

Cohorts filter

| 18.05 & Earlier

The Cohortsfilter allows you to filter transactions based on specific custom milestones that have been identified
and configured in Maestro, Composer or burney Manager.
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From v18.11 you can also filter by Segments, that have been configured and addedd to the Segment Whitelist.
From v19.05 you can also filter by Collaboration bbs.

Custom milestones are preconfigured events that occur in atransaction. To filter by milestone isto filter by a spe-
cific event that occurred in a transaction.

To filter by milestones:

1. Select the Milestone, Segments or bbs checkbox to display the adropdown list.
2. Select the milestones, segments or jobs you want to filter by.
3. Click Apply.

Selecting more than one milestone in the Filter will only include transactions that contain all selected milestones.
For example, in an application with configured milestones called Prefilled Info and E-Signed, that trigger if the
user choosesto auto-populate form details or sign electronically, choosing both milestonesin the Filter will display
only the transactionsthat have both Prefill Info AND EESigned milestones.

| 18.11 & Higher

Segments are custom eventsor groupsthat are preconfigured and sent from a Maestro or Composer application,
or from a groovy/fluent service on burney Manager to Journey Analytics. Each segment event lets burney Ana-
lytics know to which segment or group atransaction belongsto. Atransaction can only belongto one segment or
group. For instance, transactions can be grouped by gender, age or age brackets, products selected, or Exchange
packages used to complete an application, such as the Mitek drivers license scan.

To filter by segments:

1. Select Segmentsto display the segments dropdown list.
2. Select the segments you want to filter by.

3. Click Apply.
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| Dashboard View

Jurney Analytics | Analytics User | Latest Version

The Jurney Analytics Dashboard View displays an overview of transactions associated with the selected applic-
ationsfor a specifictime period.

To display the Dashboard View:

1. Select Dashboard from the Navigation Panel.
2. Select the application and time period to analyze.

3. The Dashboard View displays.

Latest

Legacy

'&g Analy‘lics 21.05.0 Last Analysis 10 Aug 2021
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@ FORM PERIOD @
B US DAO Multi Product - 1.2.12 n Last Fortnight ~
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Doge Qf Completion 0] @ Fields (@) A Activity
Dropoff
1) Current Current Current
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o) \ 0.16 0.05
(2R 1.14k 20.6% (D @ 0:04:50 1.14
User Journey 0 4 @ ®
Avg. Field Errors Avg. Field Hell
Z Completed Txns Completion Rate 9 01 g 0.01 P Median Duration (hh:mm:ss) Avg. Sessior
~ -0. a 0.
~ 520 - 2.08% - 0:00:07 ~.0
Timeline
E Completion History Current Activity
Custom Reports D Devices ®
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Collab Jobs 100 Distribution 50 = =il
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\%I All Applications

Completion Statistics @ Field Statistics @  Activity Statistics @

24000 B 4724 @ 0.4 0.1 [l 0.6 min O] 1.0

Completed Completion Rate Avg Field Errors Awvg Field Help Med Duration Avg Sessions

A 24,000 4 M 04 A 01 A 0.6 min 10
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20000
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12000 o o o,
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6000 Mobile Tablet Desktop view options.

4000
i A 502% A 10% A 398%
ol
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The Dashboard ismade up of the following tiles:

« Completion Statistics.
« Field Statistics.

« Activity Statistics.

« Application History.

« Device Distribution.

« Today's Active Sessions.

Help Icon

Each tile in the Dashboard contains a help icon @, click the help icon on atile to provide an overview of the stat-
istics contained in that tile. The image below displays the contents of the Completed Statistics help icon. This
information helpsto identify and define the metric being analyzed by burney Analytics.

Completed Statistics

Latest

Legacy
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period of which 1 were
| 1 transactions were completed completed - completion rate of

this period. 25%.

1 25%

Completed Completion Rate
¥ 23598 ¥ 24.4%

23,598 fewer completed 24.4% lower completion rate than

transactions than previous previous period

period.

The Completed Statisticstile reflects completion statistics for the transactions associated with the selected applic-
ationsfrom the defined time period. This tile is split into two, Completed Txns and Completion Rate.

Completed Txns
The Completed Txnsrepresentsthe total number of completed transactions for all selected applications.

Atransaction is said to be complete when a user opens an application and hitsthe Submit button after completing
all of the required fieldsin the application.

Acomparison to the previoustime period is also displayed. For example, if the current time period is set to 2
weeks, completion will be compared to the previous 2 weeks.

This comparison is shown by an arrow with anumber beside it. The arrow indicates whether the number of com-
pleted transactions hasincreased ( 1) or decreased ( ), and the number representsthe actual number of completed
transactionsincreased or decreased since the previoustime period. In the above v18.11 screenshot, 88 more trans-
actions were completed than in the previoustime period.
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If the completion rate has not increased or decreased compared to the previoustime period, the comparison
will display 0.0 with a dot or horizontal arrow instead.

Completion Rate

The Completion Rate measures the percentage of transactions that were successfully submitted during the selec-
ted time period. This metricis calculated by comparing the total number of transactions that were submitted, with
the total number of transactions (excluding bounced), during the set time period.

For example, in the v18.05 screenshot, a completion rate of 25% has been reached over the selected time period.

Similarly to the Completed Txns, under the Completion Rate isa comparison to the previoustime period. In the
above example, a decrease of 24.4% compared to the previous time period occurred.

How to use the Completed Satistics tile

The Completed Statistics tile can be used to:

« Provide you with an overview of transaction completions over a select period of time.
« Determine the completion statistics of transactions associated with select applications.

« Perform acomparison of completed transactions for select applications against an equal period of time in
the past.

Field Statistics

The Field Statistics tile displays the combined error rate of all fields in an application or selection of applications.
Thistile hastwo sections, the Average Field Errors section, and the Average Field Help section.

Latest

Legacy @ Fields @

Current

0.00 0.00

® @®

Avg. Fleld Errors Avg. Field Help
—e0.00 —+0.00
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Avg Field Help
Avg Field Errors

An average of 0.0 field help
An average of 1.0 field validation requests per transaction this
errors per transaction this period. period.

Avg Field Errors Avg Field Help
o7 ¥ 0.1
0.7 more field errors per 0.1 fewer field errors per
transaction than previous period transaction than previous period.
evice uistouuon i)

Avg Feld Errors

The Average Field Errors section of the Field Statistics tile documents the average number of field validation errors
that were encountered per transaction during the set time period. A validation error message is generated and dis-
played when field rules are violated.

The following are common examples of scenarios where an error message will be generated and displayed:

« Failing to fillout amandatory field.
« Entering text into a numerical field.

« Entering a postal address in an unacceptable format.

Value of Avg Field Errors

In the v18.05 Field Statisticsimage above, the Avg Field Errorsrate is 0.7%. The up arrow ( 1) below the Avg Field
Errorsrateindicates that the Avg Field Errorsrate hasincreased by 0.7% for the selected applications as compared
to the previoustime period.

Avg Feld Help

Applications can be built to contain help iconsto assist users when they are completing applications. When these
help icons are selected, they display a set of specificinstructionsto provide additional help to application users.
The Avg Field Help rate in the Field Statistics tile identifies the average number of times that a field help request
was made per transaction during the set period of time.

Activity Statistics

The Activity Statistics tile displays the median time taken for atransaction to be completed (submitted) and the
average number of sessions used to complete transactions. This tile isdivided into two sections, Median Duration,
and Average Sessions.

Latest

Legacy
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Median Duration

The Median Duration section of the Activity Statistics tile displays the median time taken for atransaction to be
completed. The total amount of time taken by each transaction in each selected application isrecorded in minutes.
The Median Duration is calculated by taking a median of the total amount of time taken by each completed trans-
action for selected applications.

The Median Duration will give you an idea of the middle amount of time taken by all usersto complete atrans-
action (submit the application).

Similarly to other tiles, the Activity Statistics tile illustrates if an increase or decrease has been made compared to
the previous set time period.

For example, the v18.05 Activity Statistics tile image above illustrates a median duration time of 0.5 minutes, with
an increase of 0.1 minutesto the median duration of time compared to the previoustime period.

Average Sessions

The Average Sessions section of the Activity Statistics tile displays the average number of sessions taken by a user
to complete atransaction. In other words, this section of the tile answersthe question, what isthe average num-
ber of timesthat a user will attempt to complete the application (transaction)?
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When a user starts an application (opens an application designed in Maestro, Composer or Open UX), it may take
them more than one session to submit the application and complete the transaction.

How to use the Activity Statistics tile

The Activity Statistics tile can be used to:

« Display the middle amount of time it takes for atransaction to be completed, where all mandatory fields are
entered and the Submit button is clicked.

« Display the average number of times it takes usersto complete a transaction.

The Activity Statistics title shows you if users are taking an irregular number of sessionsto complete atransaction.
If an application istaking users an irregular number of sessions, then this may be a case of the selected application
beingtoo long or not clear enough.

For example, the v18.05 Activity Statistics tile above displays an average session of 1.0, this meansthat it takes an
average of one session for a user to complete one of the selected applications. This average is neither an increase
or decrease from the previous set time frame. The example also shows that it takes users an average of 0.5 minutes
to complete atransaction. This value is an increase of 0.1 minutes from the previous set time period.

Application History

The Application History tile displays a bar chart visualizing the number of completed transactionsin the selected
time period. This bar chart is plotted using an x-axis (horizontal) and a y-axis (vertical). Plotted on the x-axisisthe
selected time period and plotted on the y-axisisthe number of completed transactions.
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In v18.05the time period for the chart is set from the period filter in the Global Filter Panel, and on the Dashboard
inv18.11.

There are many options available to filter by time period using the Period filter. To make each of these options
operate in the bar chart format, burney Analytics will aggregate each time period to operate on the y-axis
automatically.

For example, if 1 week (7 Day History) is selected from the Period filter, an aggregate of 1 day is created. This means
that the y-axis will be divided into individual days and the bar chart will plot transaction completions by the day.

Depending on the time period selected, if 12 weeks or Last Quarter (3 month history) is selected, an aggregate of 1
week is created, and if 1 Year or Last Year (12 month history) is selected, an aggregate of one month is created. This
meansthat the y-axis will be divided into months and the bar chart will plot transaction completions by the

month.

Device Distribution

The Device Distribution tile identifies and displays the different devices that were used to open the selected applic-
ations. Thistile displays the percentage proportion of each device and showsthe increase or decrease of the use of
each device compared to the previoustime period.

Latest

Legacy
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The following are several of the benefits of the Device Distribution tile, it:

« Helpsto understand the proportion of devices being used for your selected applications.

« lllustrates which devices are popular with application users.

« Highlights a change in the use of these devices relative to the previoustime period.

« Helpsto identify highly used devices of an application, thisinformation may be used to optimize your applic-

ation for this particular device type.

For example, in the v18.05 Device Distribution tile image above, the use of mobile phones hasincreased by 5.9%.
Thisincrease hasled to a 5.9% decrease in the use of Desktop devices during the current period compared to the
previoustime period.

Today's Active Sessions

The Today's Activity Sessionstile generates aline graph that visualizes an aggregated number of sessions gen-
erated at specifictimes during a 24-hour time period. This 24-hour time period is plotted on the x-axis (horizontal),
and the number of active sessions generated during the 24-hour time period (regardless of being complete or
incomplete) is plotted on the y-axis (vertical). This line graph will create separate curves for sessions generated on
mobile, desktop or tablet devices.
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The following v18.05 images are examples of the Today's Active Sessionsttile.

Click on images to expand and reduce
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Theline graph generated in the Today's Activity Sessions tile is great for providing you with a quick overview of the
activity that your selected applications have seen over a short period of time.
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| Timeline View

Jurney Analytics | Analytics User | Latest Version

The Journey Analytics Timeline View displays the following data for transactions that started within the selected
scope:

« Overview of all transactionsin a bar chart.
« The number of transactions that were bounced, started, abandoned or completed.

« The median time taken for each transaction to be completed.

To display the Timeline View:

1. Select Timeline from the Navigation Panel.
2. Select the application and time period to analyze.
3. Select the timeline metrictab you want to analyze.

4. The Timeline View displays.

Latest
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JOURNEY MANAGER
FORM PERIOD @ c
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Timeline - All Transactions Period: 19 Mar 2018 - 25 Mar 2018
EI Loan Application - Version 23

Metric Al Transactions + AggregatedBy 1day v & Export
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¥
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< Il Compicted Il User Saved [l Open Hll Abandoned Il Bounced
Txn Status Split All Txns Bounced Completed Completion Rate Median Time Avg Sessions
Loan Application 2814 1973 243 34.9% 7.7 min 1.0

Timeline View options

The Timeline View contains the following options:

« Metric Tabs to select the metricthat you want to analyze.
« Aggregation dropdown to set the blocks of time the chart will be broken up by.

« Split By dropdown for you to split the results based on a browser, device, application version, operating sys-
tem or space (not applicable for All Transaction).

Metric

Metric Description

All Trans- Displays an overview of all transactionsthat occurred duringthe selected time period

action using a bar chart.
Displaysthe number of transactionsthat were bounced during the selected time
period.

Bounced

Transaction Bounced transactions occur when an application (designed in Maestro, Composer or
Open UX)isopened but closed before generating a start transaction event (user click-
ing or entering input into a field).

Started

) Displaysthe number of transactions started during the selected time period.
Transaction
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Atransaction start event occurswhen at least one text/number field istyped-in or at
least one checkbox/drop down is clicked by the user.

Displaysthe number of transactionsthat were abandoned during the selected time

period.
Abandoned
Transaction Abandoned transactions occur when a transaction hasone start event but the applic-
ation isclosed before it iscompleted and the user never returnsto complete the trans-
action.
Displaysthe number of transactionsthat were completed duringthe selected time
Completed period.

Transaction Transaction may have started but thismetricrepresentswhen a user completesall

mandatory fields and clicks submit.

Completion , i ) . . .
Rat Displaysthe completion rate of the transactionsduringthe selected time period.
e
Median Displaysthe median time taken to be completed by each transaction during the selec-
Time ted time period.

Aggregation

The Timeline View allows you to set the aggregation. The aggregation will break the graph up into blocks of either
minutes, hours, days or weeks. For example, if your set time period is Last Month, you then have the choice to
aggregate the data by days, weeks or fortnightly. For each Scope Selector time period, there are several aggreg-
ations available for you to choose from. See the aggregation options available below.'

Time Period Aggregation options

Today 15 minutes, 30 minutes, 1 hour, 4 hours
Yesterday 15 minutes, 30 minutes, 1 hour, 4 hours
Last Week 4 hours, 1 day

Last Fortnight 4 hours, 1 day

Last Month 1 day, 1 week, 2 weeks

Last Quarter 1 day, 1 week, 2 weeks, 30 days

Last Year 1 week, 2 weeks, 30 days, 90 days, 180 days
Custom Variable depending on Time Frame Selection
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The Aggregation that you select will depend on the time frame you are analyzing. For instance, it makes sense to
aggregate a 1-day period by 15-minute time periods, but for a period of 1 year, an Aggregated By value of 30 days
(1 month) makes more sense.

Split By
The Split By dropdown allows you to split the results based on a browser, device, application version, operating sys-
tem or space (not applicable for All Transaction).

g y AGGREGATION SPLITBY
All Transaction ~ Bounced Transaction  Started Transaction  Abandoned Transaction ~ Completed Transaction ~ Completion Rate  Median Time
& g 1 week~ Browser- | W
®Chrome ®Firefox ®@Internet Explorer ®Microsoft Edg
e . .
I O N []
o - . . l
seoan [ ] - — | [
21stMar 18 28th Mar 18 3rd Apr 18 10th Apr 18 17th Apr 18 24th Apr 18
5 P : . L Export
Metric | Bounced Transactions * | Split v | Aggregated By Tweek v w= Expo

Classes available

Split By Classes available

Browser Chrome, Frefox, Safari, Internet Explorer, Microsoft Edge
Device Type Mobile Phone, Tablet, Desktop
Application This option splitsthe results by application (Form) and version.

Operating System Android, i0OS Windows, MacOS X, Linux

Space Selected Space from the Global Filters

Timeline View components

The Timeline View contains the following data visualization components:
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o Timeline Chart

« Timeline Table

Timeline Chart
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The Timeline chart plotsthe selected metric against the selected time period. Alongside the chart is alegend that
indicates what each of the colorsrepresents.

Timeline Table

Latest
— Legacy
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Txn Status All Transactions Bounced Completed Completion Rate Median Time Avg. Sessions

total 1923 ] 1715 94.7% 0:02:39 1.0

ECCL EZE 833 0 794 98.4% 0:01:25 1.02

ECCL Milestones and Segments Form 1090 86 921 91.7% 0:03:52 1.00
Txn Status Split All Txns Bounced Completed Completion Rate Median Time Avg Sessions
Loan Application 2814 1973 243 34.9% 7.7 min 1.0

The Timeline Table displays an overview of transaction statistics for the selected application/s. Each row of the
table represents one application.

The following statistics are presented in the Timeline Table:

« All Transactions started

« All Bounced Transactions

» Transactions Completed

« Transaction Completion Rates
« Median Times

« Average Sessions

Export

Latest

Legacy The screenshot does not include an Export button asthere is a new Export View available from
the Navigation Panel, which has been purpose built for filtering the required data and down-
loading a CSV file for further analysis.

Metric | Bounced Transactions * | Split v Aggregated By 1week v A Export

Click on the Export button to download the displayed datainto a CSV file for further analysis.

The CSV file will be located in the default download folder set for the browser. All filters that are applied to the cur-
rent view are also applied to the exported data.

Next Steps...

Learn about Dropoff View and how users interact with sections of an application.
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| Dropoff View

Jurney Analytics | Analytics User | Latest Version

The Journey Analytics Dropoff View provides visualizations to help identify abandonment hotspots by aggregating
behavioral data from applicant transactions. Dropoff, or user abandonment, and other user behavior can be
examined at the transaction-level for a particular form version and at the section-level to compare each section's
performance within aform version.

To display the Dropoff View:

1. Select Dropoff from the Feature Navigation Panel.

2. Select the application and time period to analyze.

Only one version of an application can be selected at atime in the Dropoff View.

3. The Dropoff View displays.

Latest

Legacy

Dropoff View -65-



" Transaction Metrics @

Conversion Rate (7) Transaction Status Counts Completion Rate @
A 34.7k
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Section Bounce Rate Abandonment Rate Completion Rate Median Time (ms)
Let's get started! 1.57% 5.08% 93.3% 13677
Personal info 13.6% 12.2% 74.2% 77003
Additional info 2.54% 21.5% 76.0% 37720
Review the details 1.34% 0.00% 98.7% 26572
Verify me 1.41% 0.58% 98.0% 36819
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Drop-off Period: 01 Jan 2018 - 12 Apr 2018

EI Loan Application - Version 23

Transaction Metrics @ =
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The Dropoff View presents user abandonment data in two separate components:

« Transaction Metrics - displays stats that highlight transaction-level behavior for the application.

« Section Completion -visualizes stats for each section of the application using a chart. Below the chart with
section stats are displayed below as atable. The green trend-line that traverses each section representsthe
slope of transaction completion acrossthe overall journey.

Transaction Metrics

Transaction Metrics visualizes transaction-level data, as opposed to section-level data which is displayed within Sec-
tion Completion. For thisreason, stats will differ between Transaction Metrics and Section Completion.

A Transaction Metrics (%)

Conversion Rate (3 Transaction Status Counts Completion Rate @
A — 347k
125k 27.8% 39.4% 32.8% 90.1k 54.6% 45.4%
o V = e =] 49.2k 5] =] &

40.9k

Total Txns Bounced Abandoned  Converted W Started Abandoned  Completed

The Transaction Metrics component contains three sub-componentswhich contain grouped statistics:

Conversion Rate statsare based on all traffic within the selected scope.
Transaction Status Counts are based on all traffic within the selected scope.

Completion Rate statsare not based on all traffic, as they exclude Bounced transactions, or transactions

where no user interaction occurred.
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All traffic stats will likely include noise which is not actual user traffic, such asfrom bots and search-indexing
requeststo the application. To mitigate noise, use Global Filtersto either Whitelist specific trusted browsers or
Blacklist browsers identified as Robot / Crawler types.

Conversion Rate

Conversion Rate (@)
125k 27.8% 39.4% 32.8%
el A & w7
Total Txns Bounced Abandoned Converted

Alltransactionsthat were first opened during the selected period, and have a current
Transaction Status of either Bounced, Abandoned or Completed. Thisnumber

Total Txns ) o .
excludestransactionsthat are currently in either Open or User-Saved Transaction
Status.
Bounce The percentage of Bounced transactions compared to the number of total trans-
Rate actions.
The percentage of Abandoned transactionscompared to the number of total trans-
Abandoned _
actions.
, The percentage of Completed transactionscompared to the number of total trans-
Conversion

actions.

Transaction Satus Counts

Transaction Status Counts

W ca— 34.7k

49 2k

Fa

w7 40.9k
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Bounced Total number of Bounced transactions during the selected time period.
Abandoned Total number of Abandoned transactionsduringthe selected time period.
Completed Total number of Completed transactionsduring the selected time period.

Completion Rate

Completion Rate 0

90.1k 54.6% 45.4%

2] R 7

Started Abandoned Completed

Alltransactionsthat were first opened during the selected time period, have had user
interaction and are considered either Abandoned or Completed. Thisnumber excludes

Sarted . _ L

Bounced transactionsand transactionsthat are currently in either Open or User-Saved

status.

The percentage of Abandoned transactions compared to the number of Started trans-
Abandoned i

actions.

The percentage of Completed transactions compared to the number of Sarted trans-
Completed

actions.

Transaction volumes may differ between form transaction-level and section-level stats. This discrepancy is due
to some users employing browser addons which block analytics event capture.

Section Completion

This area of the Dropoff View presents data for each section of the selected application in a detailed chart and as a
table.
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Section Name Field Count

</ Section Completion (3) /' Edit Sections
Let's get started! Personal info Additional info Review the details Verify me
4 Fields 48 Fields 23 Fields 0 Fields 8 Fields
==~ | Dropoff Graph g ' .
93.3% { 74.2% 76.0% 98.7% 98.0%
W W W W 7

93.3% e 67.5 —— 51.3% 50.6 —— 40.1%
] Progressive
Section Completion Rate
Completion Rates

To better understand each part of the Section Completion, use the information below for each chart component:

Personal info
Section Name

The name of the section. Depending on implementation, this can represent the pages, sections, modals or dia-
logues of the applications.

By default, both modal and dialogue type sections are hidden. Use Edit Sectionsto toggle their visibility.
48 Fields

Field Count

The number of fields that users interacted with in each section displays below the name of the section.

The total field count in the form can be calculated by adding up field counts from each section.

P

{ 74.2%

i

Dropoff Graph

The starting height of the green line on the Dropoff Graph representsthe the number of transactions where users
navigated to the section. Then endpoint of the line for each section shows how many Completed the section.

Clicking an individual section will drill down to the field-level statistics of the section clicked. Thisis a shortcut that's
ey jyatenid@ navigating to the Field Analysis View and selecting the same section manually. -70-
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The Section Completion Rates doughnut chart displays the Bounce, Abandonment and Completion rates for each
section.

The green rate for completion of the section is displayed by default. Hover over the colored wedges of the dough-
nut chart to show the corresponding metric at the center of the doughnut.

Hover over therate in the center of the doughnut to see amore detail and a breakdown of the rates.

Colour Description

A user visited the page or section but did not interact with any fields

Bounce Grey/black ) ) ]

in that section and Abandoned the transaction.

A user visited the page or section, interacted with at least one field
Abandonment Red _

and then Abandoned the transaction.

A user visited the page or section, filled in all mandatory fields, Com-
Completed Green ) ] )

pleted that section and then proceeded to the following section.

67.5%

Progressive Completion

The Progressive Completion Rate metricis shown at the bottom of each section.

This metric shows the percentage of userswho completed that section compared to the number of users
who Started the application.

Customize the Chart

Click the Edit Sections button to customize how the graph is displayed. In customization mode, you can toggle vis-
ibility, reorder, rename and combine sectionsin the graph.

= Section Completion (B ¥ Besel . Finish Editing

Lat's gat started! Personal info & Addtional info Review the detsls Werify me k
4 Fields 48 Finlds 23 Fields 0 Fields i Fields

931.3% ﬂ?l
F i

#3.3%

7.5% 51.3% e A ———

Toggle Visibility - Click the eye button to show and hide the section in the graph.
Rename Sections - Click the Section Name to change the section label in the graph.

Reorder Sections - Click and drag any section from left to right then drop it between sectionsto changeits pos-
ition in the graph.
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Combine Sections - Click and drag a section on top of another section to aggregate the data for both into a

single section. On droppingthe card, the Dropoff Graph, Section Completion Rates and Progressive Completion

Rate are all recalculated using the aggregate data.

Any customizations applied are saved to your browser local storage so that you can quickly view the relevant sec-

tions on subsequent login. Reset will erase any saved customization and return the Section Completion Chart to

the default names, order and visibility of the sections.

Section Completion Table

Thetable below the chart presentsthe same information asthe chart, but in table format. Each row of the table

shows section completion data for the selected application.

Section

Let's get started!

Personal info

Additional info

Review the details

Verify me

Bounce Rate

1.57%

13.6%

2.54%

1.34%

1.41%

Abandonment Rate

5.08%

12.2%

21.5%

0.00%

0.58%

Completion Rate

93.3%

74.2%

76.0%

98.7%

98.0%

Median Time (ms)

13677

77003

37720

26572

36819

A Section in burney Analytics is equivalent to a Maestro Page or if using Transact Composer, a Section Level 1.
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Example Analysis
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93.3% 67.5% 51.3% —— 50.6% — 40.1%
Section Bounce Rate Abandonment Rate Completion Rate Median Time (ms)
Let's get started! 1.57% 5.08% 93.3% 13677
Personal info 13.6% 12.2% 74.2% 77003
Additional info 2.54% 21.5% 76.0% 37720
Review the details 1.34% 0.00% 98.7% 26572
Verify me 1.41% 0.58% 98.0% 36819

To better understand real-life usage of the information presented in the Dropoff View, use the example screenshot

and the key takeaways below.

GACUCEVWETS

There were 125,000 transactions (rounded to the nearest 1000) where a user opened or
navigated to the form, asnoted by the Total Txns metric.

27.8% of the Total Txns were Bounced, or transactions that didn't receive any user interaction

o after being Opened.
39.4% were Abandoned transactions, or user attemptsthat did not succeed.

The remaining transactions were Converted. Conversion Rates are calculated based on all
incoming trafficto the form, which includes robots, search indexers and other non-user activ-

ity. Thisisopposed to Completion Rates, which are calculated based on only the transactions

where users actually interacted with fields on the form.

Dropoff View
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This showsthe actual transaction counts (rounded to the nearest 1000) for each transaction
statuswithin the currently selected scope:

34,700 Bounced form transactions, where the form was opened or navigated to but no fields
were interacted with.

49,200 Abandoned form transactions, where the form was opened, then Started, but then the
transaction was not completed.

40,900 Completed form transactions, where the from was opened, then Sarted, and then the
transaction was completed.

This shows only the form transactions where usersactually interacted with fields, or Started
the form, within the currently selected scope:

90,100 Started form transactions (rounded to the nearest 1000), or transactions where users
actually interacted with fields.

54.6% Abandoned form transactions, or user attemptsthat did not succeed.

45.4% Completed form transactions, or user attemptsthat did succeed.

Thisindicatesthe Personal Info section of the form.

Thisindicatesthe field count of the Personal Info section. 48 unique fieldsreceived user inter-
actions.

Thisindicatesthat, out of the total transactionswhere usersnavigated to the Personal Info
section, 74.2% were able to complete the required fieldsfor the section. However, the next
section, Additional Info, hasthe highest rate of abandonment for any section in the form,
indicatingitsa point of user friction or difficulty.

Thisindicatesthat the section hasa 67.5% Progressive Completion Rate, which isthe rate of
transactionswhere users made it thisfar, by interacting with and completing this section, in
comparison to the number of Started transactions. In applicationswhere usersprogressin a
linear fashion through the sections, like thisexample, thisrate decreasesfor the later sec-
tionsas some usersdid not progress.

This column indicates the median time that users spend interacting with each section. For the
Personal Info section, the median time to complete is 77 seconds (77003 milliseconds), the
most time-consuming section for userswithin the currently selected scope.

Next Steps...

When you've identified a section where users 'dropoff', click the section in the Section Completion chart to drill
down and analyse user behaviors for fields within the section using Field Analysis View.

Dropoff View -74 -



| Field Analysis View

Jurney Analytics | Analytics User | Latest Version

The Journey Analytics Field Analysis View displays detailed field-level statistics for a selected section (or All Sections)
for all transactions within the selected scope. Use this view to identify abandonment hotspots, optimization oppor-
tunitiesand to understand how usersinteract with fields within the selected sections.

To use the Field Analysis View:

1. Navigateto Field Analysis View by one of two ways:
1. Select Field Analysis from the Navigation Panel.

2. From Dropoff View, click any section column on the Section Completion Chart to display the section's
Field Analysis.

2. If not already set, select the application and time period to analyze.

Only one version of an application can be selected at atime in the Field Analysis View.

3. The Field Analysis View displays.

4. Use optionsto filter the data to display.
Latest
Legacy FORM PERIOD @
B DAD-1.17.9 D Custom ~ March 1, 2020 March 1, 2021
SECTION METRIC @ SORT BY @ DISPLAYBY (D)
Personal info ~ [ Abandoned ~ Highest to Lowest ~ Field Label ~

PERSONAL INFO

Section-Level Metrics

® Field Count . Unique Visits 5 Started Completed

&
48 11044 9074 Y ies (79.2%)

PERSOMAL INFQ

Field-Level Metrics

State Of Issue 96.4% 0 5.25s 0 0
—
692 (12.5% OF All Abandonments) % O] @ @ =B
Social Security Number 95.6% 0.0 7.53s 0 9
238 (4.31% OF All Abandonments) % (O] @ @) =
First Name 87.0% 00 3.91s 0 5
211 (3.82% OF All Abandonments) ~& (O] @ @ =
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Drop-off / Fleld Analysis Period: 01 Jan 2018 - 11 Apr 2018

[E | Loan Application - Version 23

Section Summary

Section| Getting started - llm: Sort Natural Sequence ~  Display by Field Label - ‘/ *Elpﬁl‘t

B Abandoned
|Unic|ue Visils 6,564 Started 4,263 Completed 3,349 Completion rate §51% Field Count 7
Title 258.0 | 4.3% of all Abandonments V] A ® (7]
- 0% 0.1 08 0.0 0
First name List of fields in section 287.0 | 4.8% of all Abandonments ] A (o] (2]
| ] / 80.4% 01 3 0.0 2
Lastname 292.0 | 4.9% of all Abandonments (] A (0] (2]
| | 88.4% 04 35 00 3
Preferred name (optional) 23.0 | 0.4% of all Abandonments 0 A G) 9
| 67.8% 0.0 <13 0.0 1
Email 373.0 | 6.3% of all Abandonments ] (2]
| ] 86.1% 0.1 8s 00 4
Mobile number 486.0 | 8.2% of all Abandonments (] A ® (2]
- B5.7% o1 7s 0.0 10
Any comments? (optional) 91.0 | 1.5% of all Abandonments A (2]
| 0% 0.0 0s 0.0 o

Components of the Field Analysis View

The Field Analysis View containsthe following components:

« Field Analysis View options
« Section-Level Metrics

« Field-Level Metrics

Field Analysis View options

These options are used to change how and what data is displayed for both Section-Level and Field-Level Metrics.

SECTION METRIC @ SORT BY @) DISPLAYBY (3
Personal info ~ R Abandoned ~ Highest to Lowest ~ Field Label ~

Use Section to select a section, or All Sections, to analyze all fields in all sections of the application.

Use Metric to select different statuses of the applicationsto analyze, such as Keystrokes, Abandoned or Com-
pleted.

Use Sort by to sort by either:

« Natural Sequence -the order in which the fields appear in the application.
« Lowest to Highest - based on the selected metric and its score.

« Highest to Lowest - based on the selected metric and its score.

Use Display by to display the data by field label or field path.
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Section-Level Metrics

These stats provide summary info for the sections selected and associated user transactions.

PERSONAL INFO

Section-Level Metrics

Field Count ° Unique Visits Started > Completed
© 48 = 16968 =] 13993 W 11115 (79.4%)
Statistic Description
Feld ) . . - .
ount The number of fields (that had user interactions) within the selected section
un
Uni The total number of transactions where users navigated to the selected section. The metric
nique
Vi ? includes all transactions whether the user actually Started the section or immediately
isits
Bounced after navigation.
Sarted Section-level Sarted count isthe volume of transactions where the user interacted with
arte
fieldsin the selected sections.
Section-level Completion showsthe volume and rate of user transactions which interacted
Completed

with and completed the selected section. Thisoption is not displayed for 'All Sections'.

Field-Level Metrics

These stats are at the field-level and can help you identify fields where users spend more effort to complete. Effort
can be better understood by factoring in many stats like Keystrokes used, number of times Help info is viewed,
Errorsencountered, and looking to fields with higher rates of Abandonment.

For each field within the selected sections where user interactions occurred, the following stats are displayed:

PERSONAL INFO

Field-Level Metrics

Type Of ID 17.0% 0 Os 0 0
16 (0.19% Of All Abandonments) w/ ©) @ ® ]
State Of Issue 96.6% 0 5.33s 0 0
O
1063 (12.6% Of All Abandonments) «7 ©) @ ® ]
First Name 87.1% 0.01 3.94s 0 5
-
325 (3.86% Of All Abandonments) «7 ©) @ ® ]
Middle Initial 89.1% 0 1.52s 0 1
50 (0.59% Of All Abandonments) w/ ©) @ ® ]

To better understand each stat, use the table for reference:
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Satistic Description

First Nameield-level Rate for Selected Metric - The field name (or path) and the rate for the selected

5
=

Examples

metricisdisplayed. 325 (3.86% Of All Abandonments)

Completion rate - The rate at which users complete the field, expressed as a percentage
of the total number of field commencements. Field commencementsare recorded only if
the field isinteracted with or touched by a user.

Average Field Errors-The average number of times a field error occurswithin a single
transaction, includesvalidation and mandatory errors. Only the form transactionswhere
usersinteract with the field are factored in.

Median Time Spent - The median length of time that userstook to complete the field
after first interacting with the field.

Average Field Help - Average number of timesthe field help was used per form trans-
action.

Median Keystrokes-The median number of keystrokes used to complete the field per
form transaction.

Since various options exist for leveraging the Field Analysis View, please refer to these example analyses below to

better understand the potential insights this view can provide.

Field Analysis Example - Keystrokes

From the Metricdropdown, choose Keystrokesto view a detailed keystroke analysis of each field in the section

selected.
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SECTION METRIC ®@ SORT BY @ DISPLAYBY (@
Personal info ~ Keystrokes ~ Highest to Lowest ~ Field Label ~

PERSONAL INFO

Section-Level Metrics

Field Count Unique Visits Started Completed
o 2
@ = 11044 2 9074 V' iss (79.2%)

PERSONAL INFO

Field-Level Metrics

My Previous Address Was 100% 0 18.6s 0 27
27 O] @ ® a

Email Address 92.1% 0.03 8.86s 0 21
21 O] @ ® a

My Previous Address Was 98.2% 0.01 23.3s 0 20
20 O] @ ©) a

Email Address 90.8% 0.03 7.12s 0 18
18 O] @ ©) a

Note that for some fields, keystroke values may be zero, for example:

« Afield will result in zero keystrokes if the user uses aradio button or dropdown, as no keystrokes are recor-
ded for thistype of field.

« Afield that uses an auto-fill function will have no keystrokes associated, asthe user isnot required to enter
anythinginto the field.

Feld Analysis Example - Abandoned

From the Metricdropdown, choose Abandoned to take alook at field-level abandonment for each field in the sec-

tion selected.

Field Analysis View
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SECTION METRIC ®@ SORT BY @ DISPLAYBY (3
Personal info ~ R Abandoned ~ Highest to Lowest ~ Field Label ~

PERSONAL INFO

Section-Level Metrics

© Field Count ° Unique Visits 5 Started Completed

Y,
48 = 11044 9074 ' 188 (79.2%)

PERSONAL INFO

Field-Level Metrics

State Of Issue 96.4% 0 5.25s 0 0
L ]

692 (12.5% Of All Abandonments) 7 ©) ® i
Social Security Number 95.6% 0.01 7.53s 0 9
L]

238 (4.31% Of All Abandonments) ©) @ ® i)
First Name 87.0% 0.01 3.91s 0 5
-

211 (3.82% Of All Abandonments) ©) ©) ® @
Type Here To Find Your Current Address 97.2% 0.01 21.2s 0 18
-

198 (3.58% Of All Abandonments) 7 ©) @ ® i

For each field, the field-level rate indicates the number of transactions where the field was the last to receive user
interaction before the transaction was abandoned. In addition to the raw transaction counts, the ratio of total
abandoned transactionsis also displayed. It'simportant to examine the actual form design as the culprit field may
be afieldimmediately before or even after the field associated with high abandonment.

Refer to the screenshot example and note the high rate of abandonment for State of Issue field. It may be the case
that users face friction with State of Issue Field itself or that userslook to the field immediately after State of Issue
field, and decide not to proceed with the transaction. Because the last field interacted with in the section wasthe
State of Issue field, its marked as an area of high abandonment.

Feld Analysis Example - Completion

From the Metricdropdown, choose Completionsto view a detailed analysis regarding which fieldsin the selected
section are completed successfully.
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SECTION METRIC @ SORT BY @ DISPLAYBY (@
Personal info ~ w7 Completion ~ Highest to Lowest ~ Field Label ~

PERSONAL INFO

Section-Level Metrics

Field Count Unique Visits Started Completed
o v,
© 48 = 11044 2 9074 ' s (79.2%)

PERSONAL INFO

Field-Level Metrics

Type Here To Find Your Current Address 97.2% 0.01 21.2s 0 18
7394/7608 ©) ®

Social Security Number 95.6% 0.01 7.53s 0 9
7233/7562 ¢ Q@ @ ® a

Phone Type 92.5% 0 2.61s 0 0
7230/7818 ©) ® ]

Date Of Birth 92.5% 0.14 8.4s 0 8
7230/7813 & ©) @ ® i

For each field, the field-level rate indicates the number of transactions where the field was interacted with and com-
pleted vs.the number of transaction where this field was attempted. These are the raw figures used to calculate
the Completion Rate for each field.

Export

Latest

Legacy Usethe dedicated Export View available from the Navigation Panel. Export View is purpose-built
to enablefiltering at the field-level so you can download the raw datainto a CSV file for further
analysis.

Section Level Completion @ ﬂ Customize

Click on the Export button to download the displayed data into a CSV file for further analysis.

The CSV file will be located in the default download folder set for the browser. All filters that are applied to the cur-
rent view are also applied to the exported data.
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Export Example

HS-&-%- ¢ Dropaff Field Analysis - 2018-05-03T07_15_27.051Z - Excel Rata Rosenfels B O
Insert  Draw  Pagelayout  Formulas  Data  Review View  Help  M-FILES  Q Tell mewhat & Share
“ E%C“t Calibri By W B wrepTet General BI: = g/' Normal Bad E‘I' EX @ é“““ﬁ“m N ‘QY p
3 Copy - Fill ~
o romapin | 7 0B = Eeneucons o 0% 05 Sonfton ot Gond | Newrl o D Ty o T
Clipboard = Font [ Alignment & Number [ Styles Cells Editing -~
N20 - fe v
A L8 | © D | E J | K | L ™ -
Average Average Average
Commenced Abandoned Completed Average Median Time Average Validation Mandatory  Help Medi,
1 |Field Path Sequence Page Names Field Labels Count Time Ms Ms Keystrokes  Errors Errors Used Keyst
2 _AvokaSmartme,’appli:antl 76 ["Getting started"]  ["Title"] 4234 258 0 0 0 0 0 0.21620983 0
3 | rm/appli 1FirstName 77 ["Getting started”]  ["First name"] 4092 287 3289 5153 3493 3.9772615 0 0.22518337 0
4 |AvokaSmartForm/applicantllastName 78 ["Getting started”]  ["Lastname"] 4009 292 3545 4418 3524 3.7167456 0 0.23483904 [
5 | rm/appli 1Pre 81 ["Getting started"]  ["Preferred name (optional) 2506 23 1698 3141 21 2.3899322 [ [ [
67AvokaSmaﬂFDIm,’appliCantlEmail 82 ["Getting started"]  ["Email"] 3952 373 3402 12701 8140 12.516709 0.039493673  0.26329115 0
77Avnkasmanme,’appli:anthDbile 83 ["Getting started"]  ["Mobile number"] 3938 486 3414 12090 7690 6.945376 0.016006097  0.27007115 0
8 |AvokasmartForm/comments 84 ["Getting started"]  ["Any comments? (optional) 1382 91 o o o o o o 0
9|
10|
11 |
12|
13|
14|
15|
16l -
Dropoff Field Analysis - 2018-0 @ 4 »
Ready H |- ] + 100%

Next

Next, learn about Export View.
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-82-



| Export View

Jurney Analytics | Analytics User | Latest Version

The Journey Analytics Export View, allows you to export analytics reportsto CSV with the ability to select the gran-
ularity of your reports and retrieve exports for multiple applicationsin a single file. This feature has been designed
specifically to export the raw burney Analytics datainto a CSV file to perform further analysis.

Use the scope and period selectorsto choose the application or forms and time period you want to analyze, then
select the Report Type, Metrics and any Groups you want to show in the exported file.

To display the Export View:

1. Select Export from the Navigation Panel.

FORM PERIOD

All Forms - All Versions Custom ~ February 1,2018 April 5,2019
Report Type
Fields v
Metrics v
Group by v

Export

2. Select the application and time period to analyze.

3. Select the type of report you want using the export options.
4. Click Export.

5. The CSVfileisdownloaded to your Downloads folder.
Export Options

Options Value Description
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Report
Type

Export View

Felds

Sections

Summary

Include field
level stat-
istics for all
fieldsin the
application.
This option
breaksdown
the data at
the field
level for the
selected
scope and
metrics.

Include sec-
tion level
statistics if
the user
interacts
with any
field in the
section. This
option
breaks down
the data at
the section
level for the
selected
scope and
metrics.

Include a
summary of
both field
and section
level stat-
istics. This
option
exportsa
sum of all
selected met-
ricsfor the
selected
scope.
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Completed
Commenced
Abandoned
Completion Rate
Abandoned Rate

Metrics
Median Validation Errors
Median Mandatory Errors
Median Help Used

Median Feld Duration

Median Keystrokes

Export View

Only include
Completed
transactions
inreport.

Only include
Commenced
transactions
inreport.

Only include
Abandoned
transactions
inreport.

Only include
Completion
Rate stat-
isticsin
report.

Only include
Abandoned
Rate stat-
isticsin
report.

Only include
Validation
Error stat-
isticsin
report.

Only include
Mandatory
Error stat-
isticsin
report.

Only include
Help Used
statisticsin
report.
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Group
by

Export View

Form

Form Version
Day Opened

Browser Type

Device Type

Only include
Feld Dur-
ation stat-
isticsin
report.

Only include
Keystroke
statisticsin
report.

See Trans-
action
Status Flow
for more
information
on trans-
action
statuses.

Breakdown
data by
application
or form
name.

Breakdown
data by
form ver-
sion.

Breakdown
data by date
transactions
were
opened.

Breakdown
data by
browser

type.

Breakdown
data by
device type.
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Output CSV File Example

° IR

Home Insert Page Layout Formulas Data Review View
As - fx  AvokaSmartForm/TextField_4 v

A B c D E F G H | ) K L

1 [field_path abandoned_count completion_rate med_mandatory_error med_keystrokes med_help_used commenced_count  abandoned_rate med_validation_errors completed_count med_field_duration
2 |AvokaSmartForm/TextField_6 0 1 0 10.571428 0 16 0 0 16 1.5714285
3 | AvokaSmartForm/TextField_3 1 0.9285714 0 9.285714 0 14 0.071428575 0 13 1.7142857
4 AvokaSmartForm/Age_1 0 1 [ 1 0 14 [ 0 14 3.5
5 |AvokaSmartForm/TextField 4 | 0 1 0 7.571429 0 15 0 0 15 1.2857143
6 | AvokaSmartForm/OccupationSe: 0 1 0 15 0 14 0 0 14 3
7 |AvokaSmartForm/FirstName 1 0.96428573 [ 9 0 28 0.035714287 0 27 3.0555556
8 | AvokaSmartForm/TextField_10 0 1 0 7.6666665 0 6 0 0 6 2.3333333
9 | AvokaSmartForm/EmailAddress. 0 1 0.5 21.25 0 7 0 05 7 8
10 AvokaSmartForm/Age 0 1 0 10 0 15 0 0 15 16
11 | AvokaSmartForm/DatePicker 0 1 0 0 0 1 0 0 1 2
12 | AvokaSmartForm/TestFieldValic 3 0.84210527 0.71428573 5.142857 0 19 0.15789473 0.71428573 16 2.7142856
13 AvokaSmartForm/LastName 1 1 0.083333336 15.666667 0 19 0.05263158 0.083333336 19 7.5833335
14 | AvokaSmartForm/TextField_8 0 1 0 8.857142 0 13 0 0 13 1.2857143
15 | AvokaSmartForm/TextField 2 1 0 7.875 0 21 0.0952381 0 21 15
16 AvokaSmartForm/MastersoftAd 0 1 0 [ 0 9 0 0 9 3
17 AvokaSmartForm/HowDoYouWi: 0 0.5 0 0 0 6 [ 0 3 2
18 | AvokaSmartForm/TestFieldMan: 26 0.9099099 0 5.7777777 0 111 0.23423423 0 101 21111112
19 | AvokaSmartForm/TextField_2 1 1 0 9.375 0 17 0.05882353 0 17 25
20 | AvokaSmartForm/Checkbox 0 1 [ 0 0 10 0 0 10 1
21 | AvokaSmartForm/ReasonForloa 0 0.5833333 0 3 0 12 0 0 7 2.6666667
22 send_receipt_email 0 0 1 0 0 4 0 1 0 0
23 | AvokaSmartForm/TextField_9 1 1 [ 10 0 13 0.07692308 0 13 2
24 | AvokaSmartForm/EmergencyFir. 0 1 0 1.6666666 0 3 0 0 3 0.6666667
25 | AvokaSmartForm/OccupationSe: 0 1 0 2 0 14 0 0 14 35
26 AvokaSmartForm/TestFieldHelp 1 0.98058254 0 5.285714 1.4285715 103 0.009708738 [ 101 3.2857144
27 | AvokaSmartForm/TextField_7 0 1 0 8.428572 0 13 0 0 13 1.2857143
28 | AvokaSmartForm/DateOfBirthDi 0 1 0 0 0 3 0 0 3 25
29 |AvokaSmartForm/TextField_1 0 1 0 10.142858 0 16 0 [ 16 2
30 AvokaSmartForm/EducationLeve 0 1 0 15 0 14 0 0 14 3
31  AvokaSmartForm/Email 0 1 0.33333334 16.333334 0 10 0 0.33333334 10 5
32 | AvokaSmartForm/Location_1 0 1 0 15 0 14 0 [ 14 2
33 AvokaSmartForm/Emergencylas 0 1 0 3 0 1 0 0 1 1

export +

M - e — 100%

Ready
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| Custom Reports View

Jurney Analytics | Analytics User | Latest Version

The Jurney Analytics Custom Reports View provides a customizable dashboard that makes it easy to compare the
performance of your application versions, across many different metrics in a single view. This view is empty by
default but multiple metrics can be displayed in the form of reportsthat can be arranged and resized on the

screen.
To display the Custom Reports View:

. Select Custom Reports from the Navigation Panel.

. Select the application and time period to analyze.

. To narrow down the types of transactions reported on, you can also use the Global Filters panel.

. Click Add Report to select the type of report card you want to display.

. Click and drag the report card into the desired location on the screen. If desired, add more report cards.
. To configure the report card options, click : and Configure, then click Apply.

. To delete areport card, click : and Delete.

o N O o A~ W N P

. Usethe Save button and dialogue to store the set of reports and their configuration or to retrieve a saved

set of reports.

FORM PERIOD —
B Multiple Furms“Mulliple Form Versiﬂnso D Custom ~ January 1, 2021 April 1,2021 TP o e E

Best, Worst, = Transaction Summary i Median Time (seconds) i Segment Split @ i
Avg.
@ ®Abandoned ®Completed ®Bounced *Median Time A .*"
40.0k 600
3ml4s 20,06
|b 0.0k 00 Product Type
10.0k 200 ®Savings
Best
o m b o *Checking
DAD DAD DAO DAD
3h29m15s 11712 1179 11712 1179
on i M| o
Worst Milestone Funnel @ Sessions Map @

Tm8s
o
o

®Completed Transaction Count

Completed
Avg. -

0.0-33k
Primary New 33k - 67k
omies Customer _ 67~ 100k
[I 100k - 130K
” Joint New 130k - 170k
Customer 170k - 200k

Median 0 5000 10000 15000 20000 25000 30000 35000 40000 45000 50000 55000

Customize your view

Use these actionsto craft your view:

Add Report button - Use thisbutton to select additional reportsto add to the view.

Rearrange reports - Click and drag any report to change its position in the view.
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Resize corners - Click and drag the bottom-right corner of any report to resize it in the view.

Report Configuration - For many reports, additional configuration options are available to modify how the
report isdisplayed. Click ¢ in the top-right corner of any report to modify its configuration.

Save button - Use thisbutton and dialog to save and retrieve your reports.

Saving a Custom Reports set is currently confined to the browser local storage. So, if you open anew browser
or clear your browser cache, you will not be able to retrieve your saved set of reports.

Available reports

Generally, areport targets a specific metric or type of metricsto provide specificinsightsinto user behaviour. Refer
to the list of examples below for details about how to use each available report.

Best, Worst, Avg - gauge the best, worst and average time taken to complete applications within the selected
scope.

Completion Rate - examine application performance in terms of user completion for the selected scope in a bar
chart.

Duration Summary - compare and sort the best, worst, average, and median timesto complete each version in
the selected scope using atable.

Median Time - compare the median time to complete each version in the selected scope as a bar chart.
Milestone Funnel - compare standard and custom milestone hit rates for the selected scope with a bar chart.
Section Completion - see completion across sections for the selected scope using a line graph.

Section Summary - compare and sort by section-level stats for each version in the selected scope in atable.

Segment Split - discover the breakdown of values of a segment type for all transactions within the selected
scope using a pie chart.

Segment Switch - examine how users traverse values of a segment type for all transactions within the selected
scope using a sankey graph.

Session Map - investigate the number of sessions occurring per country for the selected scope using a
choropleth graph.

Top Fields - compare and sort by field-level stats for each version in the selected scope in atable.

Transaction Summary - compare Transaction Statuses for the selected scope using this bar chart.
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| Custom Reports View - Best, Worst, Avg
Jurney Analytics | Analytics User | Latest Version
Thissimple report displays the best, worst and average time taken to complete the applications set by the Scope

Selector. Use thisinformation to gain a high-level understanding of the time it takes to complete an application or
group of applications.

Best, Worst, Avg. ®

3mlds 3h29m15s Tm8s 10m16s

(i, o o Cl:

Best Worst Avg. Median

Configuration

Click : to modify the configuration options.

« Format - Change how durations are formatted on the chart.
« Show Median - Toggle to show median duration stats on the chart.

« Show Avg - Toggle to show average duration stats on the chart.

Example Analysis

In the example screenshot, multiple versions are selected viathe Scope Selector so duration data for the entire
selection is aggregated. Key takeaways are:

« The best, or fastest, transaction took about 3 mins and 14 secondsto complete.
« The worst, or slowest, transaction took almost 3.5 hours.
« On average, users complete the form in just over 7 minutes.

« The median timeto completeis 10 minutes and 16 seconds.
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| Custom Reports View - Completion Rate

Jurney Analytics | Analytics User | Latest Version

This versatile bar chart showsthe rate at which users complete each application version or completion rates over
time (by week or by month). Configuration options can be used to aggregate and split the chart in various ways.

Completion Rate @

®#Completion Rate

40.0%
DAD - 1.17.12
20.0%
O Completion Rate: 45.4%
0.00%
DAO DAQ DAQ
1172 1177 11749

Configuration

Click ¢ to modify the configuration options.

« Split By - Toggle how the barson the chart are grouped. Configure to show completion rates for each device

type, form or form version.

« Aggregate By - Toggle how the x-axis is displayed. Select Week or Month to show change over time or use

Form Version to view rates for each selected form version.
« Enable Grids - Toggle the grid markings on and off.

« Max Legend Items - Set the maximum number of legend itemsto display.

Example Analysis

In the example screenshot, multiple versions are selected viathe Scope Selector, so completion rates can be com-

pared across each version. Key takeaways are:
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« The hover tooltip, and the Y-axis, shows a completion rate of 45.4% for version 1.17.12.
« Relative to other versions, the user completion rate has slightly decreased in the latest version, 1.17.12.

« Completion rates for the 1.17.9 version were better than any other version.

Custom Reports View - Completion Rate
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| Custom Reports View - Duration Summary

Jurney Analytics | Analytics User | Latest Version

Use thistable to compare and sort Best, Worst, Avg. and Median time taken to complete each selected form ver-
sion.

Duration Summary @ :
Form Version Bast Worst Avg. Median

1T DAD-1.1/712 0:03:29 33004 :07:14 0:10:08

2 DAD-179 00E4s 14737 (k0824 01204

3 DAD-T1TLT 0:04:21 1:99:23 o911 0:13:09

Configuration

« No configuration options.

Example Analysis

In the example screenshot, multiple versions are selected via the Scope Selector, duration data for each version is
listed separately. Key takeaways are:

« DAO-1.17.12 form version takes lesstime for most usersto complete, as per the Best, Avg. and Median dur-
ations.

« At the sametime, DAO - 1.17.12 form version also hasthe longest duration for any version, 3 hours 30
minutes and 4 seconds.

When optimizing the user experience with each new form version, best practice isto reduce the time userstake to
complete the application because longer journeystypically lead to higher abandonment rates. On the face of it,

each new version has an improved time to complete, even though this latest version encountered the worst dur-
ation.
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| Custom Reports View - Median Time

Jurney Analytics | Analytics User | Latest Version

This simple bar chart showsthe median time in seconds it took to complete each selected application version.

Median Time (seconds)

600
400
200
0.00

DAD DAD DAD
1.17.12 1177 1174

®Median Time

Configuration

Click ¢ to modify the configuration option.

« Enable Grids - Toggle the grid markings on and off.

Example Analysis

In the example screenshot, three versions are selected via the Scope Selector, so the three form versions can be
compared. Key takeaways are:

o It seemsthat version 1.17.12 is quicker for usersto complete.

« Generally,the median time to complete each version has improved with each new form version.

This data supportsthe case that new optimizations are indeed working as expected to decrease the time users
take to complete the application.
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| Custom Reports View - Milestone Funnel
Jurney Analytics | Analytics User | Latest Version
Thisreport displays the volume of transactions which reached each milestone selected in the report configuration.

Use configuration to modify the target transaction status. By default, transaction volumes for Completed trans-
actions are displayed.

Milestone Funnel @

® Completed Transaction Count

Completed

Primary New
Customer

Instant
Verify
- Passed

Instant
Verify
- Failed

L1} 5000 10000 15000 20000 25000 30000 35000 40000 45000 50000 55000

Configuration

Click ¢ to modify the configuration options.

o Transaction Status - Choose the transaction statusto target.
« Milestones - Select the milestonesto show on the chart.

« Enable Grids - Toggle the grid markings on and off.

Example Analysis

In the example screenshot, multiple forms and versions are selected viathe Scope Selector, so the chart includes
transactions from all the selected forms and versions. Key takeaways are:
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« More than 55,000 transactions reached the Completed milestone.
« About half of all Completed transactions (30k) reached the milestone called Primary New Customer.

« More transactionsreached the Instant Verify - Passed milestone than reached the Instant Verify -
Failed milestone.

« Compared to the volume of Completed transactions, it isapparent that not many transactions
encountered the Instant Verify at all.

In this example, custom milestones were implemented to evaluate usage of anew Instant Verify feature. In eval-
uating the feature, it seems most users did not choose to use the capability. However, for those users who do
attempt to use Instant Verify, most are able to reach the Instant Verify - Pass milestone.

The milestone called Com pleted is standard milestone. You should make sure your custom milestone names
do not clash with the reserved milestone name.
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| Custom Reports View - Section Completion

Jurney Analytics | Analytics User | Latest Version

Thisline chart highlightsthe rate at which users complete sections. Colored lines are drawn for each selected form
version.

The x-axis represents each section (excluding modals and dialogs) and the y-axis and hover tooltip displaysthe
rate of completion. The section sequence isdeduced from transaction counts and is ordered across the x-axis from
left to right. Use the report configuration to target specific sections. When multiple applications are selected, a line
for each version isdrawn on the chart.

Section Completion @ i

*DAD - 1.17.9 ®*DAD -1.17.7 ®DAD-1.17.12

Personal info
DAO-1.17.9: 60.1%

O DAO-1.17.7: 60.7%
O DAO-1.17.12

Lets Personal Additional Review Verify Lﬂal Your Easy
get info info the me info deposit access joint
started! details applicant

Configuration

Click ¢ to modify the configuration options.

« Enable Dot Labels - Toggle display of rates for each section on the chart.
« Sections - Use this option to select which sections show on the chart. By default, all sections will display.

« Max Legend Items - Set the maximum number of legend itemsto display.

Example Analysis

In the example screenshot, multiple versions are selected via the Scope Selector which causes the chart draw dif-
ferent color trend lines for each version. Key takeaways are:
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« As expected, we notice that most users are completing the sections which occur earlier in the journey like
Let's get started! and Personal info.

« The least completed section at the end appearsto be an optional section, only for joint applications, which
would explain the lower number of completions.

« Inthe hover tooltip, we see the Personal Info section is associated with an increased completion rate of
68.5% for the latest version, 1.17.12.

Optimizationsto the Personal info section appear to have led to more user completion for the section. This chart
corroboratesthat those optimizations are working asintended.
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| Custom Reports View - Section Summary

Jurney Analytics | Analytics User | Latest Version

Thisreport isatable for comparing and sorting section-level stats for each section. Each table row lists the Section

Name as well asthe transaction countsfor each form version. This data is presented as raw counts and makes it

easier to compare the volume of transactions between the versions and sections.

Section Summary

Completed Transactions

Section Name DAD -1.17.9
1 Let's get started!
2 Personal info
3 Additional info
4 Review the details
& Verify me
6 Legal info
7 Your deposit
8 Easy access
g My joint applicant

Configuration

Click ¢ to modify the configuration options.

« Metric - Choose the transaction status or metricto target.

17074

10738

9379

9238

6252

4666

2492

DAG -1.17.7

16113

10248

8867

B759

7030

5332

27

1359

3r2

« Commenced Transactions - Show the number of transactions which started the section.

« Completed Transactions - Show the number of transactions which completed the section.

o Field Count - Show the number of fields within each section.

DAD -1.17.12 +J

« Abandoned Transactions - Show the number transactions in which the section was the point of aban-

donment. Thisindicates it was the last section to receive user interaction before the user abandoned.

Custom Reports View - Section Summary

84142

60797

46224

45627

36096

26814

12264

1939
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Example Analysis

In the example screenshot, three form versions are selected via the Scope Selector, so three columns are shown in
the table. Key takeaways are:

« Thetable hasbeen sorted by version DAO - 1.17.12 to highlight completed transaction counts from high to
low.

« The bold values indicate the highest value for the section.
« The number of transactions associated with DAO - 1.17.12 is much greater compared to other versions.

« Arelatively small volume of transactions completed the section called My joint applicant.
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| Custom Reports View - Segment Split
Jurney Analytics | Analytics User | Latest Version
This pie chart showsthe breakdown of segment values that were received for a specific segmentation, or segment

type, for transactions within the selected scope. The visualization can be used to evaluate and measure segment
values that occur during transactions.

Segment Split ®

Product Type

®5Savings
®Checking
*CD

Configuration

Click ¢ to modify the configuration options.

« Segment - Set the segmentation, or segment type, to target. Available options are based on the selected
form.

« Group Smallest Values - If many segment values exist, use this option to group lower values as Others.

« Max Legend Items - Set the maximum number of legend items, or segment values, to display.

Example Analysis

In the example screenshot, multiple versions are selected viathe Scope Selector, so segmentation data from all
selected applications display in a single pie chart. Key takeaways are:

« The pie chart shows a breakdown of segment values within the Product Type segment type.
« For transactions with Product Type segment types, segment valuesinclude Savings, Checking and CD.

« The chart indicates that most of the Product Type segmentation is from users applying for Checking
accounts.
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| Custom Reports View - Segment Switch

Jurney Analytics | Analytics User | Latest Version

This sankey chart, or flow diagram, highlights how segment values, within a specific segment type, change during
transactions. The visualization shows the flow from initial sesgment valuesto final segment values for the selected
segment type. This chart isused to evaluate and measure improvements for segment switching.

Segment Switch :

for Mortgage State

Pre-Appeoval Completed

Pre-Appiowval Completod
. O Mew Applicant — O Awaiting Processing

Count: 2 (8.00%)

Aty Processing
Closing Ctosing
Lindarwriting : .

Configuration

Click : to modify the configuration option.

« Segment - Set the segmentation, or segment type, to target. Available options are based on the selected
form.

Example Analysis

In the example screenshot, multiple versions are selected viathe Scope Selector, so segment data for the entire
selection is shown in a single chart. Key takeaways are:
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« The chart shows how segment values change over the course of atransaction for the segment type called
Mortgage Sate. The segment type tracks end users' mortgage status throughout the transaction.

« The hover tooltip showsthat 8%, or two transactions, began with the New Applicant segment value and
then ended the transaction with Awaiting Processing.

« Some user transactions transitioned from New Applicant to Pre-Approval Completed.

« Some user transactions also transitioned from Underwriting to Closing.

This graph suggeststhat most users start and end the transaction without transitioning through Mortgage
Status segment values. Generally, users appear to struggle to advance their status within a single transaction.
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| Custom Reports View - Session Map
Jurney Analytics | Analytics User | Latest Version
This choropleth map indicates the number of sessions occurring per country. Asingle transaction may be com-

prised of one or more sessions, such aswhen a user saves and resumes a transaction. This information can be
used to evaluate global engagement and understand which locations users are coming from.

Sessions Map @

R
0.0 - 33k
33k - 67k
67k - 100k
100k - 130k
130k - 170k
170k - 200k

-

biom.

-

&
Ll

v 7

£ raibhe sebiathe.

Configuration

« No configuration options.

Example Analysis

In the example screenshot, multiple versions are selected viathe Scope Selector, so the number of sessions for all
selected forms displays on the map. Key takeaways are:

« It seems clear from the chart that most sessions were from userslocated in USA.

« It appearsthat no sessionswere from userslocated in central Africa or Antarctica, indicated by grey.
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| Custom Reports View - Top Fields

Jurney Analytics | Analytics User |

Latest Version

Thisreport isatable for comparing and sorting field-level stats such as Abandonment, Completion rate, or Median

Time to complete transactions. This data is presented as raw counts and can be used to compare the volume of

transactions between the versions.

Top Fields

by Abandoned Count
Field

1 Social Security Mumber

2 Would you like an individual or
joint account?

3 Yes, | am

4 I've lived at this address for less
than a year

5 Promo Code

& Date of Birth

7 First name

g Suffix

9 Which of the following best

describes your occupation?

Configuration

Click : to modify the configuration options.

« Metric - Choose the transaction status or metricto target.

« Abandonment - Showsthe number of abandoned transactions in which the field was the last to receive

user interaction.

DAD -1.17.9

336

1210

1319

40

m

251

313

43

DAQ -1.17.7

« Completion - Showsthe number of times each field was completed.

« Median Times - The median time it took to complete each field.

« Label Fields By - Change the labelsto use field path or name.

o Limit - Specify alimit to the number of fields shown.

Custom Reports View - Top Fields

382

1079

1267

24

158

202

27

46

DAC-1.17.12 4

6684

5519

5300

2677

1375

1213
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Example Analysis

In the example screenshot, because three versions are selected via the Scope Selector, the three form versions’
field-level statistics can be compared. Key takeaways are:

« The configured metricis Abandonment which shows Abandoned Count for each field. This showsthe
number of abandoned transactionsin which this field was the last to receive user interaction (before the
user abandoned).

« The bold valuesindicate the highest value for the field.
« Thetable hasbeen sorted to show abandonment counts for DAO - 1.17.12 from high to low.

« For DAO - 1.17.12,the Social Security Number field seemsto have rather poor performance relative to
other fields.

The high abandonment could be due many factors but the Social Security Number field isindicated as an invest-
igative starting point.
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| Custom Reports View - Transaction Summary

Jurney Analytics | Analytics User | Latest Version

This simple grouped bar chart displays Abandoned, Completed and Bounced transaction status counts for each
selected form version. It is useful for comparing the volume of transactions, and transaction statuses, between the

versions.
Transaction Summary :
®Abandoned ®*Completed ®*Bounced
40.0% -
30.0k -
DAO - 1.17.9
S O Abandoned: 9264
O Completed: 8958
10.0% - O Bounced: 9195
0.00
DAD DAD o
1.17.12 1.17.7 1.17.9

Configuration

Click i to modify the configuration option.

« Enable Grids - Toggle the grid markings on and off.

Example Analysis
In the example screenshot, multiple form versions are selected via the Scope Selector, so transaction statuses for

each version display. Key takeaways are:

« The hover tooltip, and the y-axis, indicate the number of Abandoned, Completed and Bounced transactions
for version DAO - 1.17.9 of the form.

« It appearsthat there was a significant increase across all types of transactions in version DAO - 1.17.12.
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Version DAO - 1.17.12 saw much more overall user traffic than the other versions. Perhaps, this increase in traffic
demonstrates the success of a new campaign launched with that version.
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| User Journey View Overview

Jurney Analytics | Analytics User | Latest Version

The Journey Analytics User burney View is available from v18.05 and presents an easy to follow diagram that illus-
trates all possible journey pathstaken by usersthrough an application. The User burney View is built by selecting
one or more custom milestones pre-configured and sent via Milestone APIs from a Maestro, Composer or Open
UXapplication, or in agroovy/fluent service on burney Manager.

Important:

« Each nodein the journey graph represents a milestone implemented in the Maestro, Composer or Open UX
application or in agroovy/fluent service on burney Manager.

« At each milestone, the number of users who reached this point in the journey are shown as a percentage.

« Also,the number of users who reached this milestone, and dropped out of the application, are shown as a
percentage.

« Additional metrics are presented in a popover when a milestone is selected.
« Segmentation charts can also be added at each milestone.

« The usersreaching a milestone can be segmented by adding a segmentation chart on that milestone. The
segmentation charts are built using segments pre-configured and sent via Segment APIs from a Maestro,
Composer or Open UX application, in a groovy/fluent service on burney Manager, or through URL para-
meters.

« Any number of segmentation charts can be added, on any milestone, aslong asthey are pre-configured.
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User burney View

Approved Declined MiTek ID Scan Equifax IDMatrix Verified Lead Created Photo ID Scan v OK
100%  Reached
STARTED S o=
10.0% Dropped
10.0 %304 5.0%
Llnked A z 35.0% Reached
Prefill 0.00% Dropped
_‘/ Time to Reach
0:03:02
80.0% Reached 87.5% PROGRESSED
Lead Created (-4
10.0% Dropped
pr— 45 0% COMPLETED APPLICATION
@ Add Segmentation
50.0% Reached “\
| MiTekIDScan 2 = 1
4 LO% Droppeq V4
|
Returning ° I10.0% Reached Green ID z fo.o% Reached
Customer = %005 Dropped el fication 5.00% Dropped.
9.00% 55.0%
64.0% Reached
Product Selected 5 ="
S 24.0% Dropped
Tip

To monitor changesto User burneys over time, it isrecommended to use form versioning in Maestro to isolate

particular versions of aform, and to carefully select the timeframes the specific form versions were in use, to use as

acomparison.

User burney View Overview
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Video

Watch the video for an introduction to the User burney View, Milestones and Segments.

Next

Next, learn about Using the User burney View and How to Send Custom Milestones and Segments.
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| Using the User Journey View

Jurney Analytics | Analytics User | Latest Version

To access the User burney View of Journey Analytics:

1. Select User bourneys from the Navigation Panel.

2. Select the application and time period to analyze.

To monitor changesto User burneys over time, it isrecommended to use form versioning in Maestro to

isolate particular versions of aform, and to carefully select the timeframes the specific form versions were
in use, to use as a comparison.

3. The User burney View displays with just the Start and Finish milestones.
User Journeys Period: 21 Jun 2018 - 27 Jun 2018

= Loan Application - Version 23

-3

Start and Finish standard
milestones display in
User Journey by default

I6%
FINISH 2
%

4. Select the pre-configured custom milestonesin the application from the Milestones dropdown menu.
5. Click Apply or OKto add those milestonesto the User burney View.

6. The User burney View now shows the custom milestones in the application.

Latest

Legacy
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10.0% Dropped

o \

35.0% Reached
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-
Prefill 0.00% Dropped
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20.0%

@ Time to Reach
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45 0% COMPLETED APPLICATION

0.0%

© Add Segmentation
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10.0% Dropped
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Verification
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60.0% Reached
°

- e
5.00% Dropped

9.00%
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Select pre-configured
User Journeys custom milestones to add Period: 26 Jun 2018 - 02 Jul 2018
and click Apply
[B]  Loan Appiication - Version 23 /
| x Linkedin Prefil x MiTek ID Scan x Green ID Verification x Returning Customer x v

SR g

/ﬂ T%{ User Journey paths

0%

% Returning
o Customer

_ \ &

5y

Custom milestones

Segmentation Analyses
Add segmentaton to milestones above

In this example, LinkedIn Prefill, MiTek ID Scan, Green ID Verification and Returning Customer custom milestones
were selected and now appear in the User burney View.

By adding the custom milestonesit isnow possible to see how users are progressing through the different paths
towardsthe eventual completion of the application.

The percentage on the User burney path representsthe number of usersthat took that path to the next mile-
stone. Hover over the individual milestones and pathsto highlight them.

Additional milestone metrics

To understand the impact of amilestone on application completion rates, click on the milestone to display more
useful metrics.

Latest

Legacy
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Approved Declined MiTek ID Scan Equifax IDMatrix Verified Lead Created Photo ID Scan - 0K

100%  Reached
STARTED 2 —
10.0% Dropped

Linlnedlccnum . M

Prefill = .00% DroDDr‘d
Time to Reach
0:03:02
#0.0% Reached 87.5% PROGRESSED

Lead Created (N8
10.0%  Dropped

45.0% COMPLETED APPLICATION

@ Add Segmentation

User Journeys Period: 21 Jun 2013 - 27 Jun 2018

(5] coun appcaton- verson 23

x Linkedin Prefil > | MiTek 1D Scan x Green ID Verication. | Returing Customer - - .

Median time for users Lo reach the
milestone from Lhe start of the application

><

Percentage of users (who reached this milestone) who
then progressed onto other milestones in the application

Tene ta Feach
T mins 1 secs /
100% Progressed

Percentage of usars (whe reached this milestone)
© Add Ssgmentation who eventually completed the application

Additional metrics:

« Median time for usersto reach the milestone from the start of the application.

» Percentage of users, who reached this milestone, who then progressed onto other milestonesin the applic-

ation.

« Percentage of users, who reached this milestone, who eventually completed the application.

On the popup, use the Add Segmentation link to segment the users who reached this milestone by adding a seg-
mentation chart.

To move around a large User burney View with multiple milestones, hover over the milestones and user jour-
ney pathsto highlight them, and scrollto zoom in and out. To move the User burney View around the screen,

click and drag the diagram.
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Add Segmentation Charts

If you have broken up your usersinto segments or groups by sending Segment APIs from a Maestro, Composer or
Open UX application, in a groovy/fluent service on burney Manager, or through URL parameters, you can
also perform segmentation analysisin this view.

Segmentation analysisis a powerful tool that helps understand the behavior of agroup of userswho share com-
mon characteristics. You can identify what group of users abandon the application and at what stage of the jour-
ney and understand key metrics for each group of usersthat have reached a specific milestone. Using this feature,
you can slice and dice the datato improve the granularity of the analysis.

To add a segmentation chart for amilestone, click on the Add Segmentation link on the milestone, select the pre-
configured segment name from the dropdown, and then click Apply.

LinkedIn Prefill

x Age |

The segmentation chart for that milestone will display at the bottom of the screen. In this example,
the Age segmentation chart was added to the LinkedIn Prefill milestone.

Latest

Legacy

User Journey Segmentation Analyses

Approved Declined  MiTek ID Scan  Equifax IDMatrix Verified Lead Created Photo ID Scan - 0K Age
MiTek ID Scan

-
rrmu - _ ;-‘ @ o

'm Droppes 26-35 0:03:40 75.0%

34.3% 1825 60300 12.5%

36-50 0:03:50 44.4%

5160 00440 50.0%

v 61+ 00510 100%

|ﬂdm L 350%  Rewched Median Time & Avg Completion Rate 0:03:42 45.7%

& © o

Time to Reach MiTek Usage
u Green |D Verification
Scan Failed 00642 48.7%

45.0‘!6 COMPLETED APPLICATION 23.3%
4 Mitek Not . 00602 60.0%
© Add Segmentation Scan Succ.. 0044 B4.6%
Y Median Time & Avg Complation Rate 0:06:04 60.0%

MTek ID Seam 2 =
10.0%  [epped
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Metrics in segmentation charts

Metrics

Description

Segment -

Time ©

Application
completion
rate

Median
Time

Avg Com-
pletion
Rate

Using the User burney View

The Segment column displaysthe segment values sent via Segment APIsfrom
a Maestro, Composer or Open UXapplication, in a groovy/fluent service on
Jurney Manager or through URL parameters.

The Time to reach milestone column displaysthe time it took each group of
users (segments)to reach this milestone from the start of the application. Use
thismetricto identify any bottlenecksin the user journey. Legend: d=days
h=hours m=minutes s=seconds.

The Application completion rate column displaysthe percentage of each group
of users (segments) who eventually completed the application. Use thismetric
to determine which group of users (segment) has a better probability of even-
tually completing the application.

There may be a reason why a certain age bracket of userstook another path
through the application, such asyoung or mature usersdo not have a LinkedIn
profile, or existing customersfind it easier to navigate through an application if
their account detailsare pre-populated during the application process.

Inthe above example 75% of the usersin the 26-35 age bracket went on to
complete the application, 44.4% of the 36-50 age bracket went on to complete
the application,and 100% of the 61+ age bracket went on to the complete the
application.

The Median time metricisthe middle value of all sesgment time values dis-
played for this milestone.

The Average completion rate metric averagesthe completion ratesfor all seg-
mentsdisplayed for this milestone.
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Any number of segmentation charts can be added, on any milestone, aslong asthey have been pre-configured. It
isrecommended to show the same segmentation chart for each milestone in the User burney View to identify
how the different usersrespond at different pointsthroughout the user journey.

Video

Watch the video for more information on how to read the metrics in this view.

Next

Next, learn How to Send Custom Milestones and Segments. Also check the Compatibility table, as custom mile-
stone and segment functionality is dependent on the Manager, Maestro and Composer versions.
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| How to send Custom Milestones and Segments

Jurney Analytics | Analytics User | Latest Version

It isimportant to implement the correct logicto send custom milestones and segmentsin

Maestro/Composer/ourney Manager before the application is live, as the User Journey View is built using these

custom milestone and segment events.

Choose from the list below to find out how to send custom milestone and segment events from each product.

Maestro
| 5.1 & Higher

Send Custom Milestones from Maestro Applications

Send Segments from Maestro Applications

Composer
| v4.4 & Higher

Send Custom Milestones from Composer Applications

Send Segments from Composer Applications

Jburney Manager
| 17.10

Send Custom Milestones from Jurney Manager
| 18.05

Send Segments from Journey Manager

Milestones vs Segments

Milestones vs Segments

When to Use What?

Deciding between Milestones and Segments

How to send Custom Milestones and Segments

-119-



Compatibility

Check the Compatibility table to identify what product versions are required to support custom milestones and
segments.
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| User Journey View Compatibility
Jurney Analytics | Analytics User | Latest Version
The User Journey View is available in Journey Analytics from v18.05 onwards. As User burneys are built using cus-

tom milestone and segment events sent from Maestro, Composer or burney Manager, it isimportant to check the
compatibility table to see from which version you can send these custom events.

Design Tool version (Maestro or Jurney Manager

Source of custom event _
Composer) version

To send from a Maestro

Milestones From Maestro 5.1 From 5.0.7
form

Segments From Maestro 5.1 From 5.0.7
To send from a Com- )

Milestones From Composer 4.4 From 5.0.7
poser form

Segments From Composer 4.4 From 5.0.7
To send from Jburney )

Milestones - From 17.10
Manager

Segments - From 18.05
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| User Journey View Examples

Jurney Analytics | Analytics User | Latest Version

The following examplesillustrate the value that can be gained from configuring milestones and segments and
using them to enhance the granularity of data provided in the User burney View in Journey Analytics.

Example 1

Goals

« To determine the cost effectiveness of third party service fees for two Exchange packages, a financial veri-
fication service and a prefill service.

« Also to identify which age brackets are more likely to use these services, and how often, when completing
their applications.

Milestones and segments required

Configure the following milestones and segments.

Type Required

LinkedIn Prefill

Product Selected
Custom milestones

Link Back Account

Financial Verified

Age 18-25

Age 26-35
Segments Age 36-50

Age 51-60

Age 61+

Always add segmentsto the Whitelist sesgmentsfilter in Preferences otherwise they will not flow through into
Dburney Analytics.
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Resultsin the User Journey View
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Completion rates vary considerably between the
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Goals

« To determine the cost effectiveness of third party service fees for ID Scan and ID Verification Exchange pack-

ages, and identify how many ID verifications are successful and how many fail.

« Also to identify which age brackets are more likely to use these services, and how often, when completing

their applications.

Milestones and segments required

Configure the following milestones and segments.

Type Required

Approved
Declined
MiTek ID Scan
Custom milestones
Equifax IDMatrix Verified

Lead Created

PhotolD Scan

User burney View Examples
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Age 18-25
Age 26-35
Age 36-50
Age 51-60
Age 61+
Segments Mitek Usage Scan Failed
Mitek Usage Mitek Not Completed
Mitek Usage Scan Successful
Equifax IDMatrix Verified Successful
Equifax IDMatrix Verified Out of Wall

Equifax IDMatrix Verified Failed

Always add segmentsto the Whitelist sesgmentsfilter in Preferences otherwise they will not flow through into
Dburney Analytics.
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Results in the User Journey View
User Journey

Approved Declined MiTek ID Scan Equifax IDMatrix Verified Lead Created Photo ID Scan

100%  Reached
STARTED ]
10.0% Dropped

2T

Linked Account
Prefill = 0.00%
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Dropped

@ Time to Reach
0:03:02

0% Reached 87.5% PROGRESSED
10.0% Dropped
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XD 45.0% COMPLETED APPLICATION

© Add Segmentation

Segmentation Analyses
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5.00%)

64.0% _Reached
Product Selected & ===
24.0%  Dropped

MiTek Usage
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(1]
aan
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33.3% Mitek Not ...
Scan Succ...
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0:06:42 48.2%

0:06:02 60.0%

0:04:44 84.6%

0:06:04 60.0%

ID Verification Outcome
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| Collaboration Jobs View Overview
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The Collaboration bbs View usesanode graph to represent the Collaboration bb workflow, and provides a view
into key metrics at the job, step, action, section and field level. The Collaboration bb workflows are built using con-
figured collaboration jobsin Manager.

Important:

« Each nodein the collaboration job graph represents a step configured in the Collaboration bb in Manager.
« At each step,the number of transactions who reached this point in the journey are shown as a percentage.

« Also,the number of transactions who reached this step, and dropped out of the application, are shown as a
percentage.

« Transactions are included regardless of their status aslong as 1 step has been completed.

» Dates specified in the period selector filter transactions using the start date of the first step.
« Additional statistics are presented to the side when a step is selected.

« You can also dive into the step details by clicking within the step details.

« For stepsthat include customer interactions like forms or applications, you can also further navigate into the
Field Analysis, Dropoff, and User burney Views.
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Collaboration bb View

Variation Details
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Configuration

Configuration in Manager and Maestro, to define the characteristics of the collaboration job, isrequired for the job
to display in this view.

Enable burney Analytics Collab bb Event collection

Assuming you already have a functioning collaboration job, the only configuration required to capture burney Ana-
lytics eventsisto set asingle parameter on the job service definition:insightsEnabled =true.

Senvice Defintion | Job Defintion | Job Services | Joblnfo | Parameters Edit | Parameters | Semvice Usage

| Name Type  Value Description Read Only Bind Parameter Last Modified Action |
actionRetryDelayMins Number 5 Specify the default action refry delay in minutes for ‘In Progress' and ‘Errer’ actions. < 26 Nov 2018 by nphennel@avoeka.com @ E |
jobControllerEnabled  Boolean frue Specify whether the Job Confroller service is enabled and can process jobs. o 26 Nov 2018 by nphennel@avoka.com @ E |
jobDefinition JSOM  {'jobDetails" { "name" "ECCL Review & Appr.. Job definition configuration (JSOM format). 7 37 Nov 2018 by nphennsi@avoka com [ £ |
| logJobHistory Boolean frue Specify whether to log Job execution history. o 26 Nov 2018 by nphennel@aveka com E E |
| insightsEnabled Boolean true 26 Nov 2013 by nphennel@aveka com @ E |

o -
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Video

Watch the video for an introduction to the new Collab bbs View.

Next

Next, learn about Using the Collab bbs View.

Collaboration bbs View Overview -128 -



| Using the Collaboration Jobs View
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To access the Collaboration obs View of Journey Analytics, follow these steps:

1. Select Collab bbs from the Navigation Panel.
2. Select the required collaboration job and time period to analyze.

3. The Collaboration bb View displays.

Analytics 1s0s1

Last Analysia 26 Aug 2019

i
< 26 mins ago Mon 6:26am T # EL“"“

JOURNEY MANAGER

@ Jos PERIOD STEPS
B e
Job Controller - 2 Step Review - 0.1.0 Last Year ~ ~- AllSteps ~ OK
Dashboard
0 Initial Review € 4 Jobs
Collab Jobs —
HDUD
=
Dropoff
Start s 4 Jobs
©
Field Analysis m
Q
[aa] —
User Journey Appll_(:allon &3 Jobs
Delivery Y c—
Timeline
!] Appraved o 5 Jobs
complete ¥ c—
A/B Testing

Export

4. Optionally, select one or more configured collaboration job stepsfrom the Steps selector and click OK to dis-
play only those stepsin the graph.

STEPS
== AllSteps ~ OK

5. Click on the individual nodesto display the details for that step, and to further drill down into the Actions per-
formed in that step.
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o Last Analysis 26Aug 2019 a ELuguul

27 mins ago Mon 6:23am
JOURNEY MANAGER

Jos PERIOD STEPS
@ g A s
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Initial Review

0 Initial Review (&35 Jobs
‘ Collab Jobs _ — NOde/Step
25 . U%%) @ @ @
- . 1s 20s 0.00
ltse N Step metrics o @ ?
Dropoff E‘J
Start s 4 Jobs Time to Reach Time Spent Avg Revisits
@
Field Analysis m
Create Task - Application ~
& -
s ¥ CERIEETET oA Jobs
User Journey . s o
er Journe: Ao S @ o (@) o @ -
)¢ @ 9D @ 0]
fimeline Time to Reach Time Spent Active Time
®
LN Complete & 300 s00s
AT Action metrics @
& Completion Rate
Export Q
= [lﬂ[lu @
User Dropoff Field
Journey Analysis
6. Hover over the question mark iconsto view the definitions of each metric displayed. | 19.05

Sep and action metrics

Metric Description

Sep

Time to Reach Median time to reach this step from the beginning of the job.

Time Spent Median time for this step to complete from its creation.
o The average number of times that the step was restarted within a single collaboration job
Avg Revisits )
transaction.
Action

Time to Reach
Time Spent
Active Time
Completion
Rate

Median time to reach the action from the beginning of the job.
Median time for the action to complete from its creation.
The duration from the action's start to completion (not including wait time).

The percentage of transactions for the action that were submitted.

To move around alarge Collab bb View graph, hover over the nodes and pathsto highlight them, and scroll
to zoom in and out. To move the Collab bb View graph around the screen, click and drag the diagram.
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| Best Practices - Sending Custom Milestones

Jurney Analytics |

Analytics User |

Latest Version

Always consider the following points when sending Journey Analytics custom milestones from Maestro, Composer

or bourney Manager.

Priority

Essential

Recommended

Product

Maestro
Composer

Jurney
Manager

Maestro

Composer

Jurney
Manager

Maestro
Composer

Jurney
Manager

Maestro

Composer

Maestro

Best practice

Naming conventions:

« Do not use the standard milestone names.
« Do not use double pipes (| | ) in the milestone name.

« Do not use the same milestone name for different purposes or
intent.

« Do not use the milestone name ifit isalready part of an

Exchange component included in the application.

« Make surethe milestone name reflectsthe event it represents
and capturestheintent of sending that milestone.

Do not use a programming variable in the milestone name para-
meter when sendingit via the Maestro API.

Do not use a programming variable in the addMilestone
method of TxnUpdater.

Identify the right place to send the milestone - discuss whether it
should be sent from a Maestro, Composer or Open UX application
or burney Manager.

If it should be sent from a Maestro, Composer or Open UXapplic-
ation, decide where in the application it should be sent from.

Identify the right time/condition to send the milestone - discuss on
what trigger or condition the milestone should be sent.

Check whether an Exchange component added in the application
already sendsthe milestone you are planningto implement.
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| Standard Milestones
Jurney Analytics | Analytics User | 5.1 & Higher

The following is a list of standard milestones used by Journey Analytics. Do not use these names as custom mile-
stone names.

Milestone Description

Transaction is created by the user, but no other activity or interaction has

Opened
beenrecorded asyet.
Resumed Transaction isresumed after the user previously saved it.
Sarted Transaction isstarted by some activity or interaction with the application,
arte
such asenteringdata in a field or clicking in a checkbox.
Saved Transaction is saved by the user.
Submitted A completed transaction is submitted by the user to ourney Manager.
Completed A completed transaction is submitted by the user to Journey Manager.
Transaction isabandoned in ourney Manager by the user leaving the applic-
AbandonedBounced ) _ _ . L
ation, without interacting with it.
Transaction isabandoned in ourney Manager by the user leaving the applic-
AbandonedStarted

ation, after startingit.

Transaction isabandoned in ourney Manager by the user leaving the applic-
AbandonedCancelled ) o
ation, by cancelingit.

Transaction isabandoned in urney Manager by the user leaving the applic-

AbandonedIneligible ) . o .
ation, asit isdeemed ineligible by, for example, a groovy script.

Transaction isabandoned in ourney Manager by the user leaving the applic-

AbandonedSaved ) ) ) )

ation, after saving, but never returningto it.

Transaction isabandoned in Journey Manager by the user submitting the
AbandonedSubmitted application, but it was not completed due to a post submission delivery ser-

vice not completing.
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| Send Custom Milestones from Maestro Applications
Jurney Analytics | Analytics User | 5.1 & Higher

Milestones are significant eventsthat occur in atransaction. There are two types of milestones in Jurney
Analytics:

« Standard milestonesthat are generated automatically as part of the burney Analytics business logic, such as
Started, Abandoned, Saved or Submitted, and are used to populate the burney Analytics analytics views.

« Custom milestones, which can be used to record significant eventsin the user journey, based on the cus-
tomer's application or business requirements.

Custom milestones can be used for several purposes based on the needs of the business and/or the application.
Custom milestones allow customersto build Analytics reportsthat answer specific questionsto enable data-driven
decisionsthat improve the onboarding experience and conversion. It isimportant to note that once a milestone is
sent, it will forever be recorded against thistransaction in burney Analytics and cannot be revoked.

To send a custom milestone from a Maestro application, use the following Maestro Milestone API:
Insights.milestone("Custom milestone name");
Presently, there are two ways burney Analytics uses custom milestone data:

1. To generate User burneys.

2. Asaglobalfilter type to filter datain all burney Analytics views.

Custom milestone compatibility

« Maestro - since version 5.1.x.
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Examples
User Journey

In the context of User ourneys, custom milestones are markersthat represent the path the userstake within a
transaction. Acommon example of where a milestone can be used in a Maestro application iswhen an applicant
prefills data using the LinkedIn prefill exchange component. In this example, the moment the applicant clicks Use
This Profile, a click rule will initiate, and the milestone will be recorded by Insights. This milestone records that the
applicant has used the LinkedIn prefill component to prefilldatain the form. Another example could be when
Applicants validates their identity using a Green ID or Mitek Tiden ID verification.

Note that some of the Exchange components like LinkedIn prefill, Mitek ID scan etc, come with pre-built custom
milestones. However, you may modify the pre-built logicto meet your business requirements.

A script to run when the user clicks on this form item

1 Form.items.linkedinSignIn.$populateFields();

* 2 if(item.$$component.properties.insightsiLinkedinPrefill === true) {
3 Insights.milestone("LinkedIn Prefill");
a}

As a Global Filter to Separate Applicant and Review Transactions

Custom milestones are a good way to distinguish between transactions made by applicants and transactions
made by reviewers. Acommon use-case is once an applicant has completed an application, the submitted trans-
action will be reviewed by areview team which creates a second transaction. In Insights, the events from review
transactions will skew all metrics for applicant transactions. For example, for one end-user completed application,
Insights will show the completed count as 2. In most cases, you will only want to consider and analyze transactions
made by applicants. To address thisissue, you can implement custom milestonesto identify when atransaction is
an “Applicant Transaction” (transactions initiated by applicants) and when atransaction is a “Review Transaction”
(transactionsinitiated by reviewers/someone other than the applicant).

The screenshot below displays sample logic to identify and send applicant and reviewer milestones. For this use
case, an appropriate place to send this milestone would be in the form load rule.
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a script to run when the form loads
A~ 1 if (data.prefillapplicationType != "") {
2 data.applicationType = data.prefillApplicationType;
3}
4 var dobItem = Form.items.date0fBirth ;
*~ 5 dobItem.$hasvalue = function(data){
6 return Util.children(dobItem).some(function(child) {
7 return Ichild.exLayout &% lutil.isBlank(data[child.id]);
I ) H
9}
+ 10 if (Form.isStep("Application Review™)) {
11 Insights.milestone(“Review Transaction™)
» 12} eald{
13 Insights.milestone(“Applicant Transaction™)
14 }
15

In the above example, when an application isloaded in the browser, a milestone is sent to Insights. This milestone
sent will vary depending on the collaboration job step from where the transaction is created. If the application is at
the “Application Review” step, the “Review Transaction” milestone is sent to Insights. If the application loads on any
other step, the “Applicant Transaction” milestone is sent to Insights. With these milestonesin place, you can now
filter the transactions for a specific milestone in Insights and hence see the data for either applicant transactions or
review transactions.
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| Send Custom Milestones from Journey Manager Applications
Jburney Analytics | Analytics User | 17.10

Milestones are significant eventsthat occur in atransaction. There are two types of milestones:

« Standard milestonesthat are generated automatically as part of the burney Analytics business logic, such as
Started, Abandoned, Saved or Submitted, and are used to populate the burney Analytics analytics views.

« Custom milestones, which can be used to record significant eventsin the user journey, based on the cus-
tomer's application or business requirements.

Custom milestones can be used for several purposes based on the needs of the business and/or the Application.
They allow customersto build Analytical reportsthat answer specific questionsto enable data-driven decisions
that improve the onboarding experience and conversion. It isimportant to note that once a milestone is sent, it
will forever be recorded against thistransaction in burney Analytics and cannot be revoked.

You can send custom milestones from a Groovy or Fluent service running on burney Manager by updating the
transaction's submission object by using TxnUpdater.addmilestone() API as shown below.

import com.avoka.tm.svc.*
import com.avoka.tm.vo.*
import com.avoka.tm.query.*

Txn txn = new TxnQuery()

.setTrackingCode("[transaction tracking code]")

.firstValue()
.addMilestone("Sample Milestone")
.update()

new TxnUpdater(txn)

Presently, there are two ways Insights uses custom milestone data.

1. To represent backend processing milestonesin the User dburneys.

2. Asaglobalfilter type to filter datain all burney Analytics views.

Custom milestone compatibility

« burney Manager - since 17.10.
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Examples
User Journey

In the context of User bourneys, custom milestones are markersthat represent the path the users take within the
transaction. These custom milestones are captured from either a Maestro or Composer application or from bur-
ney Manager. Custom milestones from burney Manager could be sent while a user is completing the application,

or after the user submitsthe application.

Credit Check example

As part of checking the credit background of an Applicant, a "Credit Check Done" milestone could be sent soon

after the credit check iscompleted on burney Manager.

new TxnUpdater(txn)

.addMilestone("Credit Check Done")
.update()

Approval Rate analytics example

If you want to understand the Approval and Rejection rate of submitted applications, you could send "Approved",

"Declined" or "Review" milestone based on the decision as part of a Collaboration bb Action.

Approved

new TxnUpdater(txn)
.addMilestone("Approved")

Declined

new TxnUpdater(txn)
.addMilestone("Declined")

Review

new TxnUpdater(txn)

.addMilestone("Review")
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As a Global Filter to Separate Applicant and Review transactions

Custom milestones are a good way to distinguish between transactions made by applicants and transactions
made by reviewers. Acommon use-case is once an applicant has completed an application, the submitted trans-
action will be reviewed by areview team which creates a second transaction. In Insights, the events from review
transactions will skew all metrics for applicant transactions. For example, for one end-user completed application,
Insights will show the completed count as 2. In most cases, you will only want to consider and analyze transactions
made by applicants. To address thisissue, you can implement custom milestones on burney Manager to identify
thetype of transaction and send a custom milestone to reflect that type.

Applicant Transaction

new TxnUpdater(txn)

.addMilestone("Applicant Transaction")
.update()

Review Transaction

new TxnUpdater(txn)

.addMilestone("Review Transaction")

Depending on which Collaboration bb Step the transaction gets created, you could send either an “Applicant
Transaction” (transactions initiated by applicants) or when a transaction is a “Review Transaction” (transactions ini-
tiated by reviewers).

« Sessionlnvalid - When a Session belonging to a Transaction doesn't have user interaction (that transitions
the status of the transaction to Started), and if the Transaction status remainsin Anonymous Saved status
at the end of the session, then upon the creation of a subsequent new Session, burney Manager will inval-
idate the previous Session by sending a SessionInvalid milestone. This design makes sure that both burney
Manager and burney Analytics clamp the transactionsto the same date/time and that there are no dis-
crepanciesin Transaction Counts between burney Manager and burney Analytics.
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| Send Custom Milestones from Composer Applications
Jurney Analytics | Analytics User | v4.4 & Higher

Milestones are significant eventsthat occur in atransaction. There are two types of milestones in Jurney
Analytics:

« Standard milestonesthat are generated automatically as part of the Insights business logic, such as Started,
Abandoned, Saved or Submitted, and are used to populate the burney Analytics analytics views.

« Custom milestones, which can be used to record significant eventsin the user journey, based on the cus-
tomer's application or business requirements.

Custom milestones can be used for anumber of purposes based on the needs of the business and/or the applic-
ation. It allows customersto build Analytics reports that answer specific questionsto enable data-driven decisions
that improve the onboarding experience and conversion. It isimportant to note that once a milestone is sent, it
will forever be recorded against thistransaction in Insights and cannot be revoked.

Presently, there are two ways burney Analytics uses custom milestone data.

1. To generate User burneys.

2. Asaglobalfilter type to filter datain all burney Analytics views.

Custom milestone compatibility

« Composer - since version 4.4.

Send a custom milestone

To send a custom milestone from a Composer application, follow these steps:

1. Add the Transact Insights datapack to the organization of the form.

2. Drag and drop the Insights Rule onto a component where you would like to implement the logicto send a
custom milestone.

3. Click and open therule. Click on the Rules tab and then select the Insights Rule.

4. Select Milestone in the Insights Event Type dropdown and select Script Based from the Insights Rule drop-
down.
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Details - CustomMilestone

Overview Styling Dependencies Rules l} Actions:

Visibility |I".|Bhtl
Insights * Insights properties.

Insights Rule [scn'pt Based 'J | Edit... J

Insights Event Type L Milestone %) ﬁ

Insights Segment Name

5. Click Edit to implement the logicto send Custom milestonesin the script based rule. Thisopens adialog as

shown below.

Script Triggering Conditions Specification

Double Click to Insert Field Reference
Segment events, return the value for the wvalue for the name
Search : tj‘@mE]ﬁi Milestone events, return the event subtype that the milesta
insightEvent parameter contains the event to be sent before
=] -,L:]Custom Milestone testing J.'Jiln both casas, using :e:-, or raturn undafinad will not causa |
- //Do not put user perscnal information in segment events
E ) Nuts & Bolts
a ) return "LinkediN prefill";
= 7 Instructions EERER THERRASSS Red
= ] WhichMilestones
[7] Which milestones?
# 7 _layoutBlock
h a l i F
Dependencies
Parameter Name Type Field Reference
¥y One Is Selected w | -./_layoutBlock/One
ety ™
|¥] Load field tree on open
Save Cancel

6. Under the Script tab of the dialog, put the logicto send a custom milestone in the code section. To send a
milestone, you must return a string value. Whatever string isreturned at the end of this script execution,

that will be sent as a custom milestone to Insights.
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7. Select the Triggering Conditions tab and select the appropriate triggering condition to execute this script.
For example, if you want to run thisasthe time of application load, select the Initialization checkbox. As
another example, if you want to execute this script on achange in parameter used in the script, make sure
that parameter islisted under the Parameter Changes field.

Script Editor
Seript Triggering Conditions Specification
Event Action
Initialization |¥] Trigger rule at initialization
Parameter Changes Thl.:?is controlled on a per parameter basis. Only changes to parameters with a trigger

type of Dynamic will cause the rule to be triggered. The following parameters have a
trigger type of Dynamic.

Phase Changes || Trigger rule on any phase variable change
Wizard Page Change |_| Trigger rule on any wizard page change

Current Wizard Page |_| Trigger rule when current wizard page shown

Pre Submit |_| Trigger rule prior to submission
Additional Events Specify the names of any additional events that should trigger this rule.
e
b 4
Save Cancel

8. Save and Close the dialogs.

Examples
User Journey

In the context of User burneys, custom milestones are markers that represent the path the users take within the
transaction. Acommon example of where a milestone can be used in a Composer application is when an applicant
prefills data using the LinkedIn prefill exchange component. In this example, the moment the applicant clicksthe
Use This Profile button, a Transact Insights milestone rule can be triggered to send the LinkedIn Prefill milestone to
Dburney Analytics. This milestone records that the applicant has used the LinkedIn prefill component to prefill data
in the form. Another example could be when Applicants validates their identity using a Green ID or Mitek Tiden ID

verification.
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In this example, the script returns something like "Linkedin Prefill" which will be treated as a LinkedIn Prefill Mile-
stone. Also, it isimportant to make sure that any dynamic variable used in the script are listed under Parameter
Changes triggering condition. For instance, the screenshot below displays the triggering conditions tab with
"LinkedIn prefill" as a variable which triggers this rule when its value changes.

Script Editor

Script Triggering Conditions Specification

‘ Event Action

Initialization v jger rule at initi

Parameter Changes This is controlled on a per parameter basis. Only changes to parameters with a trigger
type of Dynamic will cause the rule to be triggered. The following parameters have a
trigger type of Dynamic.

Wy LinkediN prefill

As a Global filter to Separate Applicant and Review transactions

Custom milestones are a good way to distinguish between transactions made by applicants and transactions
made by reviewers. Acommon use-case is once an applicant has completed an application, the submitted trans-
action will be reviewed by areview team which creates a second transaction. In Insights, the events from review
transactions will skew all metrics for applicant transactions. For example, for one end-user completed application,
Insights will show the completed count as 2. In most cases, you will only want to consider and analyze transactions
made by applicants. To address thisissue, you can implement custom milestonesto identify when atransaction is
an “Applicant Transaction” (transactions initiated by applicants) and when atransaction is a “Review Transaction”
(transactionsinitiated by reviewers/someone other than the applicant).

The screenshot below displays a sample logic to identify and send applicant and reviewer milestones from a Com-
poser application.
|".-F':"_' Segment events, return the wvalue for the walue for the named segment

'/For Milestone events, return the event subtype that the milesteone has cccurred
insightEvent parameter contains the event tec be sent before the updates liste

return undefined will nect cause an event teoc be fix

oth cases, using ret

//Do not put user personal information in segment events

if (SSTEFNAME () = "Application Review")) {
return {"Review Transacticn"}
1 oelze |

retuzn {"Applicant Transaction™}

|'l T ?—.]

For this use case, an appropriate triggering condition is Trigger rule at initialization as shown below.
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Script Editor

Script Triggering Conditions Specification
Event Action

Initialization

V] Trigger rule at initialization
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| Best Practices - Sending Segments

Jurney Analytics | Analytics User | Latest Version

Always consider the following points when sending Journey Analytics segments from Maestro, Composer or Jour-
ney Manager.

Priority Product Best practice
Maestro Naming conventions:
, Composer « Do not use the same segment name for different purposes or
Essential )
intent.
Jurney )
« Make sure the segment name reflects the segment of usersiit
Manager
represents.
Do not use a programming variable in the segment name para-
meter when sendingit viathe Maestro API.
Maestro
It isalso recommended to avoid using a programming variable in
the segment value parameter where possible.
Do not use a programming variable when returning a segment
value in the script which sendsthe segment event.
Composer
It isalso recommended to avoid using a programming variable in
the segment value parameter where possible.
Do not use a programming variable in the segment name para-
burney meter of the addSegment method of TxnUpdater.
Manager It isalso recommended to avoid using a programming variable in
the segment value parameter where possible.
Maestro
o Always add the expected segment names and segment valuesin
omposer
P the Journey Analytics Segment Whitelist prior to the application
Jurney going live on burney Manager.
Manager
Maestro Identify the right place to send the segment events - discuss
whether it should be sent from a Maestro, Composer or Open UX
Composer icati
Recommended application or Journey Manager.
Jburney If it should be sent from a Maestro, Composer or Open UX applic-
Manager ation,decide where in the application it should be sent from.
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Maestro Identify the right time/condition to send the segment event - dis-
cuss on what trigger or condition the segment event should be
Composer sent.

Maestro
The Segment Whitelist is shared across all burney Manager envir-

Composer onments (DEV, UAT, TEST, STAGING, PROD). Changesto the Seg-

Caution L . . .
ment Whitelist in one environment will be reflected in all

Jurney
Manager

environments.
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| Send Segments from Maestro Applications
Jurney Analytics | Analytics User | 5.1 & Higher

Overview

Segmentation analysisis a powerful tool that helpsyou to understand the behavior of specific groups of users who
share acommon trait. It allows you to slice and dice Insights datato provide more granularity and identify usability
issues that may impact onboarding performance for specific groups of users. In short, you can identify "what
group of users" abandon the application, and "at what stage" of the journey. This capability helps businesses
increase ROI by focusing investments on optimizing journeys for specific groups of users.

Segmentation analysis is powered by segment events data sent to burney Analytics. Segments are custom events
that can be sent via Segment APIs from a Maestro, Composer or Open UX application or from a groovy/fluent ser-
vice on burney Manager, to Journey Analytics. Each segment event lets burney Analyticsknow to which segment a
transaction belongsto. Atransaction can only belongto one segment or group. For instance, transactions can be
grouped by gender, age or age brackets, products selected, or Exchange package used to complete an application,
such as LinkedIn prefill or Mitek drivers license scan.

It isimportant to make sure each segment name and value sent as part of the segment event do not contain any
PIl (datathat could identify an individual user, such as an address, telephone number or account number). For
more information on PII, see Data Privacy and Security.

As a safeguard against unintentionally sent personally identifiable information (PIl), a segment whitelisting mech-
anism has been introduced to burney Analytics. No segments are stored in burney Analytics unlessthey have
been whitelisted under Preferences > Whitelist segmentsfirst. For more information on the Segment Whitelist,
see Preferences.

To send a segment from a Maestro application use the following Maestro Segment API:
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Insights.segment("name of segment"”, "value");

Segment compatibility

e Maestro - From 5.1.x.

Example

Below is an example of adding age segmentation using a Change Rule on the year of birth field in the Maestro

form. The corresponding Segment Whitelist is also shown as no segmentation datais stored in burney Analytics
unlessit has been added to the Segment Whitelist first.

‘£ Create Rule for Dropdown (Years): Year

Right-Click items for more options.

Search o cQ

& You can save time and prefill your
& Linkedin Auto-Fill
= Are you an existing customer?
2 Customer number (optional)
IE You can save time in this section if
& Tite
. First name
s Middle name (optional)
" Last name
& Full name
4 ki Date of birth
=i Day
wi Month

- | Change

oo

API Methods | @
A seripl to run when the user changes the dala in this form ilem

+ 1 jf(ueil.ds8lank(data.day) || vtil.isBlank(data.month) || Util.iselank(data.year)) {
data.date = °7;
return;
4}

6 var day = data.day 88 data.day.length == 1 ? “8"edata.day : data.day;

- & data.date = [data.year, data.month, day].jein("-");

18 var age= 2018 - data.year;
11 console.log(age);
- 12 if(age > 18 88 age <= 25) {
Insights. segnent( Age”, "18-25");
- 14 } else if (age »= 26 84 age <= 35) {
Insights. segment(“Age”, “26-35");
- 16 } else if (age >= 36 8& age <= 45) {
Insights.segment("Age”, "36-457);
+ 18 } else if (age >= 46 84 age <= 60) {
9 Insights.segnent(“Age”, "45-68");
- 28 } else {
21 Insights.segment("Age”,
22 }

Segment values match the groups shown in
the segmentation charts in the User
Journey view and the Segment Whitelist

“60+");

L_seve || Comcel |

For burney Analyticsto store these segment names and values they need to be added to the Segment Whitelist as

shown below.
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Pref Segment values match the groups
reierences shown in the segmentation charts x
in the User Journey view
General Blacklist filters (user) Whitelist segments A~
Segmentation # Segment Type @ Discrete Values ®
"

Age Discrete v x 1825 x 26-35 x 36-45 x 46-60 x B0+ X v ﬁ
Segment names
match the «
segment names S
sent from s
Maestro, "\
Composer or \\
Transact Manager o
via API or script Segmentation @ Segment Type @ Discrete Values ®

State Discrete v x| |ACT x NSW x NT x QLD x SA x TAS x VIC x WA X m

@ By saving the sagment Whitelist above, you acinowledge that it would NOT allow Pil to be storad in Insights Add Segment el 4

The Segment Whitelist is shared across all burney Manager environments (DEV, UAT, TEST, STAGING, PROD).
Changesto the Segment Whitelist in one environment will be reflected in all environments.
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| Send Segments from Journey Manager
Jurney Analytics | Analytics User | 18.05

Overview

Segmentation analysisis a powerful tool that helpsyou to understand the behavior of specific groups of users who
share acommon trait. It allows you to slice and dice Insights datato provide more granularity and identify usability
issues that may impact onboarding performance for specific groups of users. In short, you can identify "what
group of users" abandon the application, and "at what stage" of the journey. This capability helps businesses
increase ROI by focusing investments on optimizing journeys for specific groups of users.

Segmentation analysis is powered by segment events data sent to Insights. Segments are custom eventsthat can
be sent via Segment APIs from a Maestro, Composer or Open UX application or from a groovy/fluent service on
Dburney Manager, to Journey Analytics. Each segment event lets Insights know to which segment a transaction
belongsto. Atransaction can only belong to one segment or group. For instance, transactions can be grouped by
gender, age or age brackets, products selected, or Exchange package used to complete an application, such as
LinkedIn prefill or Mitek drivers license scan.

It isimportant to make sure each segment name and value sent as part of the segment event do not contain any
PIl (datathat could identify an individual user, such as an address, telephone number or account number). For
more information on PII, see Data Privacy and Security.

As a safeguard against unintentionally sent personally identifiable information (PIl), a segment whitelisting mech-
anism has been introduced to burney Analytics. No segments are stored in burney Analytics unlessthey have
been whitelisted under Preferences > Whitelist segmentsfirst. For more information on the Segment Whitelist,
see Preferences.

Segment compatibility

« burney Manager - From 18.05.

Example

Most commonly, Applications may have areview step prior to approval or declination if the Applicant doesn't get
automatically Approved or Declined. Typically, a review step will involve a manual review of the Application before
making a decision. If you want to study bottlenecksin the backend processing of the application, you can use Seg-
mentation in combination with Milestones.

« Send Approved, Declined or Review milestone when an application movesto one of those states.

« When an application movesto Approved or Declined status, send a Segment event whether the Approval or
Declination was Instant or Reviewed.

Approved
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TxnUpdater(txn)

.addMilestone("Approved"

.update()

TxnUpdater(txn)

addSegment ("Approval Type", "Instant")

.update()
or
.addSegment ("Approval Type", "Reviewed")
.update()

Declined

TxnUpdater(txn)

.addMilestone("Declined")

.update()
new TxnUpdater(txn);
.addSegment("Decline Type", "Instant")
.update()

or .addSegment("Decline Type", "Reviewed")

Review

TxnUpdater (txn)

.addMilestone("Review")

.update()

For burney Analyticsto store these segment names and valuesthey need to be added to the Segment Whitelist as
shown below.
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Segment values match the groups
shown in the segmentation charts

Preferences : . x
in the User Journey view
General  Hlackfst flers (user)  Whitelist segments //
Segmentation @ Segment Type @ Discrete Values ‘// @
Approval Type Discrete v x Instant x Reviewed - a8
Segment names
match the F
SEEMENt Names s
sent from
Maestra,
Compaser or
Transact Manager
wia APl or script
Segmentation @ Segment Type @ Discrete Values @
Dedine Type Discrete A x Iretard x Fiviewed - 5

@ By 2rvng e segment VWhibelnt above. you acinowiedpe Bl # woud HOT alos PHlio be sored n Insghts.

Add Sagment ﬂ

The Segment Whitelist is shared across all burney Manager environments (DEV, UAT, TEST, STAGING, PROD).
Changesto the Segment Whitelist in one environment will be reflected in all environments.
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| Send Segments from Composer Applications
Jurney Analytics | Analytics User | v4.4 & Higher

Segmentation analysis is a powerful tool that helpsyou to understand the behavior of specific groups of users who
share acommon trait. It allows you to slice and dice Insights datato provide more granularity and identify usability
issues that may impact onboarding performance for specific groups of users. In short, you can identify "what
group of users" abandon the application, and "at what stage" of the journey. This capability helps businesses
increase ROI by focusing investments on optimizing journeys for specific groups of users.

Segmentation analysisis powered by segment events data sent to burney Analytics. Segments are custom events
that can be sent via Segment APIs from a Maestro, Composer or Open UX application or from a groovy/fluent ser-
vice on burney Manager, to Journey Analytics. Each segment event lets burney Analytics know to which segment a
transaction belongsto. Atransaction can only belongto one segment or group. For instance, transactions can be
grouped by gender, age or age brackets, products selected, or Exchange package used to complete an application,
such as LinkedIn prefill or Mitek drivers license scan.

It isimportant to make sure each segment name and value sent as part of the segment event do not contain any
Pll (datathat could identify an individual user, such as an address, telephone number or account number). For
more information on PIl, see Data Privacy and Security.

As a safeguard against unintentionally sent personally identifiable information (PIl), a segment whitelisting mech-
anism has been introduced to burney Analytics. No segments are stored in burney Analytics unlessthey have
been whitelisted under Preferences > Whitelist segmentsfirst. For more information on the Segment Whitelist,
see Preferences.

Segment compatibility

« Composer - since version 4.4.

Example

To send a segment from a Composer application, follow these steps:

1. Add the Transact Insights datapack to the organization of the form.

N

. Drag and drop the Insights Rule onto acomponent where you would like to implement the logicto send a

segment.
. Click and open therule. Click on the Rules tab and select the Insights Rule.
. Select Script Based from the Insights Rule dropdown menu.

. Select Segment from the Insights Event Type dropdown menu.

o o b~ W

. Enter the segment name in the Insights Segment Name field.
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. Click Edit to implement the logic to send a segment in the script-based rule. This opens a dialog as shown

below.

Transact Composer
B Savehs.  Preview HTHL
Serit | Triggering Condiions | Specification

v ol to L2k
Duble Cllck 12 Insan Field Referance

SIS s w@mEe
. A ¢ a0tz 2
Lyoer
[menn
[vesr
[ dete

) eteveiidoticn

+ ey & 3 Cortact Detals
= 4l Egoe 4 (3 ety Check
“ i o 7 Procuct Dptions
oAbt ou A g
= P Dt o B 5 &

W (5 confirm

[¥] Lond R troe on apen

Operstors
[ENg NS N . N L)
(oo j[aJ=J a2
L=J

Functions

dverage | [ Coumt | [ s Blank
Phaze Vaius | | Rourd | | Collsboration $ip
sum

Flakd Import

Fiakd Import

. Under the Script tab of the dialog, put the logicto send a segment in the code section. To send a segment,

you have to return a string value. Whatever stringisreturned at the end of this script execution, that will be

sent as asegment to burney Analytics.

Send Segments from Composer Applications

. Then select the Triggering Conditions tab and select the appropriate triggering condition to execute this
script. For example, if you want to run thisasthe time of application load, select
the Initialization checkbox. Asanother example, if you want to execute this script on achange in para-
meter used in the script, make sure that parameter is listed under the Parameter Changes field.
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, Transact Composer
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Strusture

Seript | Triggoring Candiuans

® oo ion @ Losous

Publish,., 4, SwectTool. v % Cloas

Event Action

Inieaiizsbon (] rigger rule ot inalizoten
Porameter Changes  This is controlod an 2 per parameter bas's. Oy changes o parameters with a tigger

pe of Dynamic wil cause the rule to 2e triggered. The foalwing parameters have a
trigge" type of Gynamic.

"y year

PhasaChangss [ ] Trigger rule on any phese variable change

Wiaard Page Change [ | Trigcer rule o any wirard page chonce

pe [ Trigger ruie page snawn
Pre Submit (] Trigger rule pricr to subrmission
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10. After everythingis set up, Save and Close the dialogs.

11. For burney Analyticsto store these segment names and values they need to be added to the Segment

Whitelist as shown below.

Preferences

General  Blacklist filters (user)  Whitelist segments

Segment values match the groups
shown in the segmentation charts
in the User Journey view

Segmentation @ Segment Type @ Discrete Values /

Segment names
match the
segment names
sent from
Maestro,
Composer or
Transact Manager
via APl or script

Age Discrete v x 1826 x 26-35 x 3645 x 46-60 x 60+
g @ Segment Type @ Discrete Values
State Discrete N x ACT x NSW x|NT x| QD x SA x TAS x| VIC x WA

© By saving the segment Whitelist above, you acknowledge that it would NOT allow Pl to be stored in Insights

Add Segment

oK

The Segment Whitelist is shared across all burney Manager environments (DEV, UAT, TEST, STAGING, PROD).
Changesto the Segment Whitelist in one environment will be reflected in all environments.
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| Milestones vs Segments

Jurney Analytics | Analytics User | Latest Version

Overview

Journey Analytics collects two custom event types —Milestones and Segments. These events can be sent from
either an application built from Maestro or Composer, or from burney Manager. These custom events can be lever-
aged to capture analytics datato cater to a specific application, business or market requirements, that cannot oth-
erwise be achieved with out-of-the-box analytics data that burney Analytics presents. The diagram below presents
the key differencesin the concepts of Milestones and Segments.

Milestones vs Segments

Milestones are breadcrumbs Segments are groups of users
representing the path the users who share a common trait like
take within the transaction Age, Gender.
2 iy .23
Returning . .
e: Young
Customer Age: Mid Aged
.‘ Age: Elderly

In the context of User burneys, milestones help you understand:

« How users engage with different parts of the application.

« How long it takes for usersto reach each milestone and itsimplication on the effort it takesto progress
through different parts of the user journey.

« The impact of an Exchange component on completion rates.

Segments, on the other hand, help you understand:

« Completion rate of different groups of users.
« Usage of Exchange components by different groups of users.
« Time to reach a milestone for different groups of users.

« User journey patterns for specific groups of users.

Milestones vs Segments Video

Watch the video below to see the difference between milestones and segments, with examples.
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| When to Use What?

Jurney Analytics | Analytics User | Latest Version

It isimportant to pick the right custom event to get the desired outcome. The diagram below provides a good way

to decide between milestones and segments.

Milestones Vs Segments

Implement Milestone,

Decide from where and when a
milestone needs to be sent

Implement 3egments when you
want to study behaviours of
specific group
YES NO

Do you want to know

“when” something E——

happens?

Ftetu rning

Customer " Age: Mid Aged
Age: Elderly

Age: Young

Milestones are useful when you want to know when, or if, a significant event happens, such asif aID validation
package is used in an application. If however, you simply want to differentiate between different groups of users,
then segments are the way to go, such as age bracket, gender, and other demographics.

As milestones are essentially breadcrumbs, they cannot be revoked once they have been sent to Insights. There-
fore, it isimportant not to implement milestones, for example, to track age or gender or other things based on
user’'sinput. If the user changestheir option, there will be multiple milestones sent for each selection, which dis-
tortsthe data collected in Insights.

Note also that segment eventsthat are implemented in a Maestro, Composer or Open UX application or on bur-
ney Manager need to be added to the Segment Whitelist in burney Analytics. For more information on the Seg-
ment Whitelist, see Preferences. This additional step isintended to act as a deterrent for personally identifiable
information (PIl) data from being stored in the burney Analytics database.

In most cases, either milestone or segment events get the desired result in terms of answering specific questions
from the business, however, it may sometimes be necessary to implement both. The decision to implement either,
or both, depends on what insights you want to get from the User burney View and analyticsreport.
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| User Administration

Jurney Analytics | Analytics User | Latest Version

Thisinformation isintended for ourney Manager Administrators who have permission to edit Spaces, Organ-
izations, and Roles for other burney Manager user accounts.

Jburney Analytics User Roles

Two user roles are available for burney Analytics.

User Role Definition

Transact Insights User accountswith thisrole have accessto all analytics featuresand functionality
User of Journey Analytics.

User accountswith thisrole have accessto all analytics featuresand functionality

Transact Insights of ourney Analytics.

Administrator They also have accessto the administrative capabilitiesthat globally affect all

users; the ability to add, edit and delete Global Filters.

Assigning Jburney Analytics User Roles

To grant access to burney Analytics, assign one of the burney Analytics user rolesto an existing burney Manager

user account.

For more information on adding the burney Analytics user roles, see assigning rolesto a User Account. If the user
isanew burney Manager user, see creating a User Account.

Use burney Manager to reset your burney Analytics password.

Organization and Space

To grant accessto burney Analytics, you also need to assign the Transact Insights spaceto the user’saccount in
burney Manager.

Without accessto this space, login to the Insights Web Application will be unsuccessful.

The burney Analytics user can then access all forms in the Organization(s) they have accessto in burney Manager.

Access burney Analytics

Dburney Analytics can be accessed in two ways:
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« Viathe burney Manager Web Server https://<ManagerServerName>/Insights

« From the burney Manager menu bar.

Journey M

i Home A\ Modules

ﬂ Avoka Exchange
ﬂ Transzact Insights
Transact Maestro

Home
Home Das

Recent Forms

Form Name

Mitek Tiden Test Dan - v1
Personal Loan Form - 2 Applicants - v1.0-develop

Personal Loan Form -1 Applicant - v1.0.1

User Administration

Org.

Exchange Demos
Exchange Demos

Exchange Demos

Last Modified

10 Oct 2018 by kwhite
19 Apr 2018 by kwhite

17 Apr 2018 by kwhite

All Forms

@
@
@

Completed Transac!
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| Transaction Status Flow

Jurney Analytics | Analytics User | Latest Version

The diagram below illustrates the statuses that a transaction can achieve in Journey Analytics.

User did not interact with User leaves
the application (form) application (form)
b A *  without explicitly

N\ -~ cancelling it

=

«

| Transaction has
== 4= been saved by

| the user
Users P g I
e e e o mm mm m— om—— I ——— e ol e o 4
7’
7’ /7
7’ /7
All transactions created A user interacted
in Journey Manager are with the form by
in Open Status either inputting data, |
clicking, or navigating ]
Transaction
has been
submitted

Transactions on burney Manager may progress through any of the following statuses; Open, Bounced, Started,
Abandoned, Saved and Completed.

Status Definition

Open Trans- All transactions created by Journey Manager are considered to be in Open status.
actions From this status, a transaction can either proceed to Started or Bounced status.

Any transaction where the applicant (user) did not interact with the application (form).
Navigation acrossthe form or scrolling the page does not count asan interaction. A
legitimate interaction isone where a user inputsdata into the form in some way - text
input, radio button input, clicking on a checkbox, clicking the Save button, attaching a
file etc. It typically takes 24-48 hoursfor a transaction in Open statusto transition to
Bounced status. Thistime will vary based on the settings configured in Journey

Bounced
Transactions

Manager.

Any transaction where a user interacted with the application (form) by inputting some
Sarted data. A started transaction isa progressive step towards completion. Sarted trans-
Transactions actions and Bounced transactions are mutually exclusive. For instance, a started trans-
action can never become a bounced transaction or vice versa.
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Any transaction that has explicitly been Saved by the user. When a user resumesa
Saved transaction, it can move to Completed statusif the user submitsthe form. Or it
can move to Abandoned statusif the user abandonsthe application (form).

Saved
Transactions

Any transaction that is:

In-Progress
Transactions

« Open Status
o Started Status
o Saved Status

Completed

) Any transaction that hasbeen submitted to Journey Manager.
Transactions

Any transaction that hasbeen deemed as Abandoned in burney Manager. When a
Abandoned user leavesthe application without explicitly cancelingit, the transaction livesin Star-
Transactions ted statusfor a period defined in burney Manager, after which it isconsidered asan
Abandoned transaction.
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| Data Privacy and Security

Jburney Analytics | Analytics User |

Jburney Analytics Architecture

Latest Version

To support detailed statistical analysis of user behavior with applications, Journey Analytics collects events from

two sources —Jurney Manager and the browser where the application isrendered. burney Manager sends trans-

action status events and applications rendered in the browser send user interaction events. The user interaction

eventsinclude information such as - field visit, field completion, validation error, section navigation etc.

These analytical events are directly comparable to the Google Analytics or Adobe Analytics eventsrecorded by

these analytics services. These events DO NOT include any user input data itself and therefore burney Analytics

DOESNOT collect any Personally Identifiable Datal (PIl). The burney Analytics service has been explicitly

designed to NOT record or store user input data and PII. You may verify this by using the browser’s F12 tool to

monitor the network traffic of an burney Analytics enabled application.

The figure below describes the high-level architecture of how burney Analyticsfitsinto the Jurney Platform.

2

Users complete forms

!

Design forms
in Journey Maestro,
Composer or Open UX

Deploy forms
in Journey Manager

F 3

Journey Analytics

Only user behavioral data is collected
Not Pl (personally identifiable information)

Data collected View data

Data analyzed

Consumer Analyzer Visualizer
ERfE module module

|

|

! Events collected:

I . Abandoned

| = Bounced

| = Completed

|- Milestones
=  Segments

I = Field

| = Section

|
I
I
I
|
I
I
I
Event !
I
I
I
|
I
I
I
|
I

Optimization
Improve the form using the insights gained

Dburney Analyticsis built and hosted on the Google Cloud Platform (GCP) infrastructure. It is a fully managed ser-

vice built using the GCP.

lpersonally identifiable information (Pll) is any data that could potentially identify a specific individual. Any inform-

ation that can be used to distinguish one person from another and can be used for de-anonymizing anonymous

data can be considered PII.

Data Privacy and Security
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Data in Transit

Dburney Analytics code runs on GCP’s App-Engine servers. Thisincludes both the code that processes events com-
ing from an application and burney Manager and the code that delivers analytics views on dburney Analytics. All
communication between an application (rendered on the browser), burney Manager and burney Analytics occur
over secured network protocols (using Transport Layer Security). burney Analytics does not support non-secure
communication protocols.

Authorization of incoming Events

When a user opens an application (that has burney Analytics enabled), burney Manager embeds a JNT (BON Web
Token)in the header of the network response. The VT is signed by burney Manager with a secret key only known
to burney Manager and the burney Analytics backend. The application further embeds this WWTin all interaction
events sent to burney Analytics. The VT contains the required information for the burney Analytics backend to;
first, Authenticate and Authorise the interaction events (behavioral data) from the applications; second, map the
eventsto the corresponding customer’s GCP project and the associated BigQuery dataset.

Data at Rest

Each customer’s dataisisolated and stored in a separate GCP project, and each burney Manager Instance that has
Dburney Analytics provisioned is allocated a dedicated Dataset on BigQuery within the customer’s GCP project. GCP
BigQuery isthe same massively paralleled query service that powers Google Analytics. Refer to https://cloud.-
google.com/resource-manager/ to understand how GCP projects are managed. We adhere to best practices
advised by GCP documentation. When at rest, all events data is encrypted using AES-256 encryption and stored
securely in BigQuery. Google encrypts all data by default with Google-managed keys. It is possible for usto manage
the encryption keys ourselves, but we don't currently do this. Please refer to the following links for more details:

https://cloud.google.com/security/encryption-at-rest/
https://cloud.google.com/security/encryption-at-rest/default-encryption

Authentication and Authorization to access ourney Analytics Analytics Ul

Customer’s business teams can access their burney Analytics analytics datathrough their burney Manager server
deployed on the Cloud or on-premise.

Acustomer’s business user must have an appropriate burney Manager’s user account with burney Analytics roles
to access burney Analytics analytics data. Access to burney Analytics is managed by burney Manager’s security
protocols. All access controls are also managed by burney Manager, such as access to Organizations, Spaces, and
Applications.

After auser isauthenticated and authorized by burney Manager, burney Analytics' Data Visualizer provides access
to Analytics data for only those Orgs and Applications for which the user has accessto, on burney Manager.

Dburney Analytics also supports burney Manager's multi-tenancy architecture. This meansthat separate business
units (Orgs) can manage their own applications separately and control access to their own burney
Analytics analytics data.
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The burney Manager’s security architecture supports 2FA user authentication and temporary role assignments.
After burney Manager authenticatesthe user, it redirects all burney Analytics analytics through iFrames. Com-
munication between the user’s browser and the burney Analytics data visualizer happens via burney Manager
using HTTPSprotocol (i.e. with TLS) which delivers all burney Analytics analytics data securely.

Strict No PlI policy

As described in the above section, burney Analytics employs all possible mechanisms and strategiesto NOT store
datarelating to PII.

Personal data is effectively anything related to an individual that can be used or combined to identify that person.
Examplesinclude Names, addresses, phone numbers, credit card, bank and other account numbers, IP and email
addresses, license plate numbers, VAT codes, passports, driver’s licenses, national identification numbers, bio-
metric identifiers.

Dburney Analytics collectsthree types of events:

Transact Status events

These eventsinclude an ID to uniquely identify atransaction in burney Analytics so that all interaction events can
be linked to that transaction. burney Analytics receives Transaction status events primarily from burney Manager.
However, Started and Submitted transact status events are received from an application rendered in the users’
browser.

Standard user Interaction events (Behavioural data)

These eventsinclude a wide variety of user interaction data arising from user engagement with the application. A
detailed list of these eventsis provided in the Data stored in burney Analytics section below. In short, it only
includes information pertaining to user interaction and guaranteed to exclude PII.

Custom events

There are two types of custom events customers can send from either an application (designed in Maestro, Com-
poser or Open UX) or from burney Manager.

Event Description

These are custom eventsthat customers can implement to capture key events specificto
Custom their business, context of the application and the application workflow. These can be
Milestones implemented in an application using APIs provided in Maestro or a businessrule in Com-
poser. These eventscan also be sent from a service running on burney Manager.
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These eventsonly include the name of the Milestone itself and nothing more. The Cus-
tomer’simplementation team must make sure that no Pll issent in the API's Milestone
name parameter. It isstrongly recommended to not use programming variablesin the
APl parameter. Instead, the best practice isto explicitly hardcode the name of the cus-
tom Milestone in the APl parameter at implementation time and use conditional logic
where needed.

These are eventsthat assist customersto capture user Segmentsto analyze trans-
actional data specificto a set of transactions having similar characteristics. Like custom
milestones, these can be sent from an application (designed in Maestro, Composer or
Open UX) or from a service running on Journey Manager. These eventsinclude

a Segmentation Name and a Segmentation Value.

The Customer’simplementation team must make sure that no Pll issent in the

API's Segmentation Name and Segmentation Value parameters. It is strongly recom-
Segment mended to not use programming variablesin the segment APl parameters. Instead, the
events best practice isto explicitly hardcode Segmentation Name and Segmentation Value in

the APl parameter at implementation time and use conditional logicwhere needed.

Asan added PIl deterrence measure, for Segment events, a Segment Whitelist feature
hasbeen implemented in Insights. Customers have to explicitly whitelist all Segment
Names and Valuesthat should be allowed by the Journey Analytics backend to be stored
in the ourney Analytics database. If the Jurney Analytics backend receives a Segment
Name or Value that isnot listed in the Segment Whitelist, the Segment event will NOT be
stored in the burney Analytics database.

Network Rules

To support burney Analytics, burney Manager servers deployed on-premises must have firewall rules which sup-
port outbound accessto the following Google Cloud Platform endpoints:

« https://eventconsumer-dot-transact-insights.appspot.com
« https://dataprovider-dot-transact-insights.appspot.com

« https://apiserver-dot-transact-insights.appspot.com

« https://dashboard-dot-transact-insights.appspot.com

« https://accounts.google.com

In addition, for all internal users who need access to burney Analytics Ul, their machine should be able to make
outbound callsto the following URLs:

« The on-premises burney Manager URL.

« https://dashboard-dot-transact-insights.appspot.com
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In addition, for all internal users who test applications (rendering formsin the browser to generate transactional
data), their machine should be able to make outbound callsto the following URLs:

« https://eventconsumer-dot-transact-insights.appspot.com

« https://accounts.google.com

All trafficis REST BON service calls over HTTPS, typically message payloads are very small measuring a few KB at
most.

Data Stored in burney Analytics

Dburney Analytics stores the following data:
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Transaction and Session data

« Manager information.

« Transaction ID.

« Form Organization information.
« Form Space information.

« Form and version information.

« Browser session information (Time when the session was established, user_agent, device location, device

info, time-zone).

Milestone events: Opened, Started, Bounced, Abandoned, Saved, Completed (Submitted)

« Transaction identification.
« Timestamp of the event.

Section name and sequence ID for Saved and Abandoned milestones

» Section (page/dialog) events: Section navigation, Section completion.
« Transaction identification.
« Timestamp of the event.

e Section name.

Field events: Field navigation, Field completion, Field validation

« Transaction identification.

« Timestamp of the event.

« Section name.

« Field name.

« Field sequence.

« Field path, for example ContactDetails/PrimaryContact/AddressLinel.
« Key Strokes (Count of key-upsin the field. Sent as part of field completion event).
« DatalLength (Length of datain the field. Sent as part of field completion event).

« Time in field (Time spent in the field. Sent as part of field completion event).

Custom Milestone events: These could be sent through milestone APIs from a Maestro form, by adding
an Insights businessrule in a Composer form, or from a service running on Manager using TxnUpdater

APIL.

« Transaction identification.
« Timestamp of the event.

« Milestone name.
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Segment events: These could be sent through segment APIsfrom a Maestro form, by adding an Insights
businessrulein a Composer form, or from a service running on Manager using TxnUpdater API.

« Transaction identification.
« Timestamp of the event.
« Segmentation name.

» Segmentation value.
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| Known Issues and Workarounds

Jurney Analytics | Analytics User | Latest Version

Thistopicidentifiesthe known issues in Journey Analytics and identifies several workarounds that can be used to
addressthese issues.

Jburney Analytics data collection issue with burney Manager

Version 5.1.8 or earlier

When the submission object in burney Manager iscreated
using SubmissionTaskService::createAnonymousSavedForm, insightsHag submission
propertyisnever set.

The impact of thisisthat Journey Manager will never send FormRequest for these sub-
missionsto Journey Analytics. Thisisimportant asthe Jbourney Analytics backend uses
FormRequest data to identify the appropriate BigQuery dataset where the event data
isto be stored. Without FormRequest data from Journey Manager, bourney Analytics
discardsall eventsfor the corresponding submission.

Fix Avail- Thisissue hasbeen fixed and available in ourney Manager 5.1.9 or any subsequent
E=10]1118Y; releases.

The workaround isto set the insightsFlag property of the submission object to true in
the script where you are creating the saved transaction. You need to make sure the
Workaround changes are committed to burney Manager.

submission.setinsightsFag(true)

Collaboration Jbs created via Journey SDK

Jurney Manager doesn't properly indicate 'insightsEnabled' statusfor Collaboration
Dbbsdefined by burney SDK.

Despite indicating that 'insightsEnabled' is set to 'true’, no eventsare actually captured

Impact , .
for the job'stransactions.

Fix Avail- Thisissue hasyet to be fixed and affectsany Collaboration b created via burney
ability SDK.

To workaround thisissue, ensure that any service-def.json for affected Collaboration
Jbs, includesthe "insightsEnabled" parameter asnoted in the example below:

Workaround
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"name": "Deposits Onboarding",
"description": "Lorem ipsum",
"type": "Job Controller",
"tmMinVersion": "5.0.0",
"legacyGroovy": false,
"parameters": [
{
"name": "jobDefinition",
"type": "JSON",
"filePath": "job-definition.json",
"bind": true,
"required": true,

"clearOnExport": false,

"readOnly": false

"name": "insightsEnabled",
"value": true,

"type": "Boolean",

"bind": false,

"required": false,
"clearOnExport": false,

"readOnly": false
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| ourney Analytics FAQs

Jurney Analytics | Analytics User |

Latest Version

FAQs Answer

Are the Jurney Analytics
screensand the burney Man-
ager Analytics screensthe
same?

Can you confirm the Journey
Analytics data only shows
fieldsthat have been inter-
acted with?

In the Dropoff view, what isthe
difference between the Con-
version Rate and the Com-
pletion Rate?

In the Dropoff view, why do
stats differ between Trans-
action Metrics and Section Com-
pletion?

Isrounding used?

Why do the burney Analytics
Dashboard Duration statistics
display as a median value,
whereas Feld Errorsand Feld
Help are displayed asan aver-
age?

Dburney Analytics FAQs

The screensin Journey Manager were each written for an individual
purpose. They have different data sourcesand queries.

These screenswill never match the Journey Analytics data screens
for that reason.

Thisiscorrect. ourney Analyticsis a behavioral analyticstool and is
only aware of fieldsif it receives at least one event for a field. This
includes navigation, validation or completion, such asclickingin a
field, auto population of a field or one or more keystrokesto com-
plete the field.

It isnot possible with the current architecture of the application to
know anything about fieldsthat are never actually touched by a
user.

Conversion Ratesare calculated based on all incoming trafficto the
form, which includesrobots, search indexersand other non-user
activity. Completion Rates, however, are calculated based on only
the transactionswhere usersactually interacted with fieldson the
form, or Started the application.

Stats may differ between Transaction Metrics (form transaction-level
stats) and Section Completion (form section-level stats) when users
install browser addons which can block analytics events being cap-
tured for sections.

Roundingisused only to display larger numbersin areadable manner.
Rounded numbers can be identified by the k (thousand), m (million) or

b (billion) abbreviation. However, calculations use the actual raw

counts, not the rounded figures. These can be found anywhere through-
out the application where large numbers are presented.

Because Duration can have such a wide variation in values, we throw
out the very high and very low values, to display the median.

However the Field Errorsand Feld Help are often a much tighter
bunch of values, so it makes sense to display them asan average.
The range of numbersof errorsistypically smaller compared to the
time taken to complete a transaction.
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How long doesit take for data
to flow into burney Analytics?

How long before a transaction
isconsidered abandoned?

How longis historical data
available for viewing?

How can | accessthe old Dash-
board Ul if lam onv18.11 of
Jurney Analytics?

Why do the same segments
appear in our DEV and UAT
environments?

Why are transactions from the
last 24hrsnot included in the
preset periods?

Why after logging into Journey
Analytics are the views all
blank?

Dburney Analytics FAQs

It usually takesaround 90 minutesfrom the time the user interacts
with the application. However, when a new form isintroduced,
please allow up to 24 hoursfor the new form to be available in bur-
ney Analytics dashboards due additional processing requirements.

Typically it takes 24 hours, and is configurable in Manager.

Currently ourney Analytics data iswarehoused indefinitely.

Use https://<burney Analytics envir-
onment>/insights/secure/dashboard

The Segment Whitelist is shared across all hurney Manager envir-
onments (DEV, UAT, TEST, STAGING, PROD). Changesto the Segment
Whitelist in one environment will be reflected in all environments.

The preset periods do not contain the last 24 hours. Smply use the cus-
tom period with an end date of today.

Log out, clear your browser cache and log back into Journey Analytics.
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