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Journey Analytics Overview

Journey Analytics is a purpose-built behavioral analytics module that provides additional extens-
ive analytics for supported applications.

Once set up, Journey Analytics aims to assist customers to track the performance of their applic-
ations on their Temenos Journey Manager (TJM) platform from an analytical perspective. Jour-
ney Analytics provides a wide variety of analytical views that capture completion analysis for
one or more applications. As well as these features, Journey Analytics also supports rich filters
that allow customers to understand the device type, browser and other attributes of the devices
used to complete applications.

Journey Analytics must be enabled for supported applications in Journey Manager to be able to

collect Journey Analytics data.

A key value Journey Analytics offers is the behavioral analytics to assist our customers to under-
stand user engagement with the form, the effort it takes to submit an application, and where
users are abandoning their applications.

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

« Reduce the effort it takes the user to complete an application.
« Improve the user experience and onboarding 1 process.
« Optimize the application to drive conversion and completion.

| s | B - [« .1
P — o

1The steps required to get a new customer integrated into a new program. These steps may vary
business to business.
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Analytics Views

Journey Analytics now offers eight main analytical views for both application performance ana-

lytics and user behavioral analytics:

1.

Dashboard View — gives a high-level overview of application performance providing key

metrics on completion, device distribution, completion times and recent completion history.
Timeline View — provides a trend of application statuses over a selected period. In addi-

tion, you can aggregate the data at various levels and split the data by device type,
browser, application version and other options.

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 aban-
donment hotspots, problematic fields, and application flow.

Field Analysis View - provides detailed field-level statistics for each section of the applic-

ation being analyzed. It also helps to identify abandonment hotspots by aggregating all
field level behavioral data for all transactions within the selected scope.
User Journey View — this view provides a map of custom milestones implemented in the

application and how users are progressing through them towards completing the applic-
ation. It also provides insight into all possible journey paths users are taking to complete
transactions, and allows customers to perform segmentation analysis of the users based
on the data sent via Segment APIs from supported journeys and journey hosts.

Collaboration Job View - this view uses a node graph to represent the Collaboration Job

workflow. It provides a view into key metrics at the job, step, action, section and field level.
Export View - this feature allows you to export analytics reports to CSV, with the ability to
select the granularity of your reports and retrieve exports for multiple applications in a
single file.

Custom Reports View - this 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. Multiple analytics can be displayed in the form of report cards that can be
arranged and resized in any location on the screen.

Journey Analytics User Interface

The Journey Analytics User Interface is common to all analytical views. Use the interface to

select the required analysis views, select the timeframe for analysis, and set global filters and

preferences.

Journey Analytics Overview -10 -



Terminology

Journey Manager forms or applications designed using supported tools are referred to as 'forms'
in Journey Analytics, and once a user submits the application in the browser it becomes a com-
pleted transaction in Journey Manager.

Transaction Status

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

Strict No PIl Policy

Transactional data entered by users is not stored in Journey Analytics, however, Journey Ana-
lytics 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 Journey Analytics ana-
lysis views.

The transaction status and user behavior events DO NOT include any user input data itself and
hence Journey Analytics DOES NOT collect any Personally Identifiable Information® (PIl). The
Journey 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 Journey
Analytics enabled application. Journey Analytics employs all possible mechanisms and
strategies to NOT store data relating to PIl. For more information, see Journey Analytics Data Pri-

vacy and Security.

Architecture

Journey Analytics is built and hosted on the Google Cloud Platform (GCP) infrastructure. ltis a
fully managed service built using the GCP. The image below describes the high-level archi-
tecture of Journey Analytics and how it fits into the Temenos Journey Manager platform.

TPersonally identifiable information (PIl) is any data that could potentially identify a specific indi-
vidual. Any information that can be used to distinguish one person from another and can be used
for de-anonymizing anonymous data can be considered PII.

Journey Analytics Overview -11-
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Optimization
Improve the form using the insights gained

Journey Analytics collects events from two sources — Journey Manager and the browser where

the application is rendered.

Journey 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 com-

pletion, validation error, section navigation etc. These analytical events are directly comparable

to the Google Analytics or Adobe Analytics events recorded by these analytics services. For

more information, see Journey Analytics Data Privacy and Security.

Setup and User Administration

Some setup and user administration is required to use Journey Analytics. Users must have the

Journey Analytics user role and space added to their Journey Manager user accounts to be able

to access Journey Analytics.

Journey Analytics Support

Journey Analytics enables users to measure the impact for a variety of solutions. Refer to our

supported info to learn more about which supported journey and host types..

Journey Analytics Overview
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Journey Analytics Features

Journey Analytics comes packed with a wide range of features empowering you to analyze com-

plex 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 hotspots and trends in Field Analysis - with detailed field-level stat-

istics.

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 Job and view it's key metrics for the job, step, action, section or
field.

Export analytics reports to CSV.

Segmentation analysis to help understand the behavior of specific groups of users.
Follow significant events in the user's journey through Custom Milestones.

Measure you application's performance against industry standards with Benchmarks.

Features by Release

Each release of Journey Analytics is hosted with new features and bug fixes to provide you with

the best-in-class software and to accelerate business agility and improvements across the

board. All cloud-hosted customers are automatically provided with the latest release.

The key features for each major release of Journey Analytics are listed below. Click on each

release number to view the complete release notes and learn about all features and bug fixes.

2410

Release Key Features Description

Export Milestone and
Segmentation

Using the Export view, the user can now export custom Milestone and
Segmentation data. The data is exported to CSV and can be used for
analysis outside the Journey Analytics application.

Historical analysis lim- Journey Analytics now caps the past analytics to only include

Journey Analytics Features -13 -



ited to 4 years

Security architecture
rework

Runtime upgrades

the previous 4 calendar years.

A new security architecture provides remote key management
for cloud services for a more robust response to any breach or
abuse of services.

Journey Analytics is now upgraded to Java 17 (from Java 11)
and a boost in performance is expected, as well as a more
modern stack to enable future development.

For more information see Analytics 24.10 Release Notes.

24.04

Release Key Features

Benchmarks

Export Ul

Developer experience
improvements

Description

Timeline view now displays a Benchmark which is derived from applic-
ant behaviour from trusted form solutions to give a performance snap-
shot of the industry for the year.

A more usable user interface for the Export view makes get-
ting access to application data simpler.

Miscellaneous minor improvements to the Visualiser applic-
ation.

For more information see Analytics 24.04 Release Notes.

23.10
Release Key Features

Segment Whitelist Con-
fig Upload/Download

Benchmark Scoping

Scope Selector -
Search by Organization

Various fixes and
enhancements

Journey Analytics Features

Description

Users can now keep track of Segment Whitelist configuration using
the new file upload support.

With new benchmarks within the Timeline view, customers are able to
gauge their performance against relevant metrics from other cus-
tomers.

As part of our Journey Manager SaaS-support work to assist
with shared instance management, multi-organization users
can now search by Organization.

These include, extending the provisioning automation, upgrad-
ing to Java 11 runtime, starting the migration to Node v18 for
the front end, and performance optimizations for analysis of

-14 -
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raw data.

For more information see Analytics 23.10 Release Notes.

23.04

Release Key Features

Multi-tenancy support

Queue processing
improvements

EventConsumer API
Changes

Benchmarking design

Legacy Dashboard
deprecated

Description

In 23.04 Journey Analytics is ready to support multi-tenanted Journey
Manager instances via Organisations. Any issues around Seg-
mentation of Journey Analytics data is also isolated by Organisation.

Improvements have been made to task processing in our GCP
queues to provide better error logging and clean up of old tasks.

All EventConsumer APls have been hardened in this release.

Initial conceptual design for Benchmarking has begun and
will continue into 23.10.

The Legacy Dashboard has been removed from the code
base and is no longer available to clients. Public doc-
umentation has been updated to remove content for the
Legacy Dashboard.

For more information see Analytics 23.04 Release Notes.

22.10

Release Key Features

New Navigation and
branding

Scope Selector sorting
options

Caching time reduced

Dashboard tooltips

Security and per-

Journey Analytics Features

Description

The navigation menu is now found under a new hamburger style
menu button, which allows more screen real estate to be used for the
data, and to be more usable on smaller screens and devices.

These options have been enhanced to allow sorting using Form Code
and Last Updated, and allow both ascending and descending sorting
directions.

Caching server requests have been reduced from 6 hours to 2
hours to improve wait times to view new data.

"Today' definition updated on Dashboard tooltips.

Upgrades and enhancements to the underlying infrastructure

-15-
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formance updates

of Journey Analytics to improve overall performance and
security.

For more information see Analytics 22.10 Release Notes.

22.04

Release Key Features

Scope Selector

Dashboard View
improvements

Open UX Support

Description

The Scope Selector now displays the form code with each form mak-
ing it easier to correctly identify the form you want to analyse.

New tooltips added to the Dashboard View.

Open UX support has been enhanced to provide Open UX

applications with full analytics capabilities. A sample project
is now available from the Downloads section.

For more information see Analytics 22.04 Release Notes.

21.11

Release Key Features

Scope Selector

Timeline View improve-
ments

User Journey View seg-
mentation chart

Journey Analytics 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 being renamed to
Yesterday.

For multi-organisation clients the organisation name is displayed with
the form name in the form version selector.

Sorting forms in 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. The tooltip displayed on hover of the bar
chart has also been improved to order the color sequence to
match the bar chart.

The User Journey View segmentation chart has been exten-

ded to display ten segmentation values compared to the pre-
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vious five.

For more information see Analytics 21.11 Release Notes.

21.05

Release Key Features

Custom Reports View

Journey Analytics Features

Description

A/B Testing was renamed to Custom Reports.

This view is a customizable dashboard that makes it easy to compare
the performance of your application versions, across many different
metrics in 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 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, aver-

age, and median times to complete each version in the selec-
ted scope using a table.

Median Time - compare the median time to complete each ver-
sion 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 a table.
Segment Split - discover the breakdown of values of a _seg-

ment 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 ver-
sion in the selected scope in a table.

-17 -
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Improved analysis and
metric readability

Transaction Summary - compare Transaction Statuses for the

selected scope using this bar chart.

Tooltip enhancements for the Field Analysis and Dropoff

Views to provide more detailed statistics.

For more information see Analytics 21.05 Release Notes.

20.05

Release Key Features

Milestone Funnel report

Springboard

Description

A new Milestone Funnel report was introduced to the A/B Test-
ing View. Use this report to understand how milestones are
encountered across one or more applications. The chartis a
bar chart where each bar represents the number of milestone
transactions.

Provided built-in analytics used by the Springboard solutions.

For more information see Analytics 20.05 Release Notes.

19.11

Release Key Features

New reports available
in the A/B Testing View

Other enhancements

Description

Segment Split, Duration Summary, Best, Worst Average Dur-

ation, and Sessions Map. Also rates have been added to the

Segment Switch report.

Transaction Recovery Support - Query changes were made to the
Journey Analytics backend to support Workspace transaction recov-
ery. This means that Abandoned transactions that were subsequently
completed (recovered), will be reflected accurately in the Journey Ana-
lytics views.

Help Tooltips - We improved help tooltips by ensuring a consistent
look and feel to tooltips throughout the application. We also added
more clarity to some areas via help text, namely the Period selector.

Export Column Ordering - This new enhancement ensures that 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.

Journey Analytics Features
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19.05

Release Key Features

A/B Testing View

Custom Data Export

Additional enhance-
ments

Description

The new Journey Analytics A/B Testing View brings a cus-
tomizable dashboard that makes it easy to compare the per-

formance of your application versions, across many different
metrics in a single view.

The new Custom Data Export allows you to export analytics
reports to CSV with the ability to select the granularity of your
reports and retrieve exports for multiple applications in a

single file.

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

Job filtering - Added to the Cohorts filter on the Global Filter Panel
to allow users to filter by one or more collaboration jobs, or versions of
jobs.

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

For more information see Analytics 19.05 Release Notes.

18.11

Release Key Features

Visualizer user inter-
face

Open UX support

Journey Analytics Features

Description

Insights has a brand-new user interface that brings together modern
best practices to deliver a refreshed user experience. This was
achieved by a major redesign of the Insights' frontend.

This new user interface is called Visualizer, and will replace the Dash-
board user interface from previous versions.

Insights extends support for event collection to include Open UX
applications, including Out Of The Box React implementations, such
as Springboard implementations and framework agnostic wrappers
for ECCL integration.

This means that open UX applications can now be analyzed using
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Insights, the same way Maestro applications can be analyzed.

Collaboration Job sup- Insights now provides Collaboration Job analytics to monitor

port workflow level analytics.

For more information see Analytics 18.11 Release Notes.

Next, learn more about Manager features.
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Setup

To successfully setup Journey Analytics, you must first send an Journey Analytics provisioning

request to your Account Manager. Once you have sent this request, your Account Manager will

collaborate with the Journey Analytics and Cloud-hosting support teams to complete the fol-

lowing steps:

1. Raise a service request on ACS and select Journey Analytics Provisioning request as the

request type.
2. Make sure the customer meets the following upgrade requirements:

(*Upgrading to the latest GA version of Journey Manager, Composer / Maestro is highly

recommended to take advantage of many of the features of Journey Analytics)
« Journey Manager 5.0.7 or higher deployed on their system.
o Composer forms published with Composer 4.4 or above.
« Maestro forms published with Maestro 5.1 or above.

3. Ifthe customer Journey Manager deployment is on-premise, follow the steps below, oth-

erwise ignore this step:
« Provide public facing Journey Manager URLSs to cloudhosting-

support@avoka.com or update the service request on ACS.

« Make sure the customer's firewall is configured to allow their Journey Manager envir-

onment to make outbound calls to 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://accounts.google.com

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

https://oauth2.googleapis.com

« Forall internal users who need access to Journey Analytics Ul, their machine should

be able to make outbound calls to the following URL:

The on-premises Journey Manager URL

4. For all internal users who test applications (rendering forms in the browser to generate

Journey Analytics data), their machine should be able to make outbound calls to the fol-

lowing URLSs:
« https://feventconsumer-dot-transact-insights.appspot.com

« hitps://accounts.google.com

5. The Cloud-hosting support team will provision Journey Analytics on the Google Cloud Pro-

ject (GCP) that Journey Analytics uses as its backend. For each customer, the Cloud

Setup
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hosting support team will create a dedicated project on GCP and link it to their cor-
responding Journey Analytics instances.

NOTE

For Composer-specific next steps, refer to Deploying ti-support on Composer.

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

by users.

LOADING CHARTS FIRST TIME

Journey Analytics may show errors when there is no data in the database. It may take up
to 2 hours for new incoming data to be reflected.

Itis highly recommended to deploy a simple form to do a sanity test to ensure analytics
work as expected as a post-setup verification step.

Next, learn how to enable Journey Analytics for Maestro applications.

Setup -22 -



Enable Applications to Collect Analytics

Journey Analytics collects data about transactions from any supported application that has Jour-

ney Analytics enabled.

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

Log in to Journey Manager.

Select Forms > Forms.

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

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

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

NOTE

Journey Analytics can be enabled or disabled at any pointin time. The data will only be
collected for the duration of time when an active form is enabled with Journey Analytics.
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WARNING

The Transact Insights checkbox may be deselected when you migrate between envir-
onments. If you import the form into another Journey Manager environment such as pro-
duction, where Journey Analytics is enabled, from an environment that has Journey
Analytics disabled, the checkbox may be disabled, and Journey Analytics analytics will
not be gathered.

Always double check the Transact Insights checkbox after exporting and importing

between Journey Manager environments, and update the checkbox on the imported form
if required.

Enable Applications to Collect Analytics
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Supported Journeys

Analytics Collection Analysis

Journey _h.

®
Sends events to:

Host System Ml = o
=]
Journey Analytics

Interacts with: « Measure impact

Applicant

Journey Analytics supports a range of journey types and Manager as a host system.

2

Devs

Jo

Designers

2

Product Owners

Journeys are the front-end applications that applicants interact with. While, host systems refers

to the backend environments which serve journeys to applicants.

During the Analytics Collection phase, Journey Analytics collects and processes anonymized

user interaction data in real-time as users fill in the application. Then in the Analysis phase,

application stakeholders use Journey Analytics to measure the impact of their work by identi-

fying changes in trends such as completion rates or time to complete journeys.

Refer to the table of supported journey types:

Host System Supported Journey Types

« Maestro applications
o Open UX applications

Manager

— « Legacy Composer applic-
ations

Quantum Fabric « Retail Onboarding

Supported Journeys

-25-



User Interface Overview
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When you have successfully logged into Journey Analytics, the user interface is displayed. User

interface components are:

o Navigation Panel

« Scope Selector

« Last Analysis
e« Timezone

« Preferences

« Support button
« Print button

o Analytics View
« Global Filters

Use the Navigation Panel to select which analytics view displays.

Use these two dropdowns to select which forms or applications, and the time period, to analyse
in Journey Analytics views. Learn more about the Scope Selector.
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Last Analysis

Refer to this indicator to determine the freshness of the current data used in all views. Typically,
user behaviour data is updated hourly for all views. Learn more about the Last Analysis indic-
ator.

Timezone

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

Preferences

Journey Analytics Administrators can use these options to configure Segment Whitelist entries

so that the data can be captured in applicant transactions. Learn more about Preferences.

Support button

Use this button to get documentation about a particular analytics view or to suggest an enhance-
ment.

Print button

Use this button to get a printer-friendly output of Journey 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

o Field Analysis
o User Journeys
« Timeline

« Custom Reports
« Collab Jobs

° Exgort
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Global Filters

Use these options to apply whitelist or blacklist filters to limit which types of transactions are in
scope for analysis. Learn more about Global Filters.
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Scope Selector

The Journey Analytics Scope Selector allows users to select what and when to analyse. It

includes a dropdown 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 data for a single form and version. Use the steps below to select the
scope:

« Select multiple forms or jobs

« Selectsingle form or job

To select multiple applications or jobs, or multiple versions in a Journey 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 @
B All Forms - All Versions Last Year ~

To select a single application or job in a Journey 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 @
B Please select... Last Year ~

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 as is.

Sorting

Sorting buttons can be found at the top of the scope selector. Sorting options are Updated, Form
Name, Form Code and where multiple organizations are present, Org.

« Click a toggle button option to sort the list. By default the sort order is Updated (descending
- most recently updated form version in Journey Manager).
« Clicking the current sorted option will toggle the sort direction.

« The sort order will revert to the default sorting if the user clicks the OK or Cancel buttons.
Click the image to view animated example
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FORM PERIOD @
B All Forms - All Versions Last Year -

L

Organization code

If multiple organizations are accessible for the current user, the scope selector will show the Org

Name above each form entry. An additional sorting option will appear at the top of the scope
selector for sorting by Org.

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.
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PERIOD @

Last Week ~

1. Click on the Period dropdown.
2. Click on the date range you want to analyze. Use the Custom option to set the range manu-

ally.
3. Click OK.

NOTE

As Journey Analytics is a near real-time analysis tool, user transaction data is regularly

aggregated and is not immediately available. The delay before new transaction data

becomes available for visualization can be up to 24 hours after the transaction is com-

pleted. To minimize the impact of this delay, we recommend using previous duration

options as they do not include data from today. If you need to inspect transactions from

today, use the Last Analysis to determine the freshness of available data.

Period duration options

Use the table to understand each date range available:

Option

Today

Yesterday

Last
Week

Scope Selector

Description

Use this option to view analyzed transactions
that started today.

Use this option to view analyzed transactions
that started yesterday.

Use this option to view analyzed transactions

that started within the week ending yesterday.

Result - if today is 10th April
2021

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

Use Last Analysis to determ-
ine 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.
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Last Fort-
night

Last
Month

Last
Quarter

Last Year

Custom

NOTE

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

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

Use this option to view analyzed transactions
that started within the previous quarter ending
yesterday.

Use this option to view analyzed transactions
that started within the previous year ending yes-
terday.

Select the individual start and end dates from the
calendars.

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.

From start date (12 am) to end
date (11.59 pm) is shown.

Timezone can affect the actual window of time selected. For example, a transaction from

today in Australia (UTC +10hrs) will not be available if the timezone is set to Hawaii

Standard Time (UTC -10hrs). In scenarios such as this, it's recommended to set the

timezone to where the transactions originated.

Scope Selector
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Benchmarks

Journey Analytics Benchmarks enable you to compare your application's performance with

industry trends. Let's delve into how to utilize Benchmarks within Journey Analytics.

What are Benchmarks?

Generally, benchmarks are a potent tool for gauging performance against a standard point of ref-
erence. In Journey Analytics, benchmarks are derived from real applicant behaviors from a sub-
set of carefully selected and trusted form solutions, or applications, that use Journey Analytics.
Benchmarks help you to identify areas requiring improvement and provide a clear target for per-
formance goals, enabling you to track progress.

AGGREGATION SPLIT BY BENCHMARKS

Completion Rate  Median Time  All Transaction = Bounced Transaction  Started Transaction  Abandoned Transaction ~ Completed Transaction
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%

Median Time h:mm:ss

Benchmarks are displayed as horizontal lines across the chartin Timeline View

Within Timeline View, you can compare your application's performance to the available bench-

marks in each tab. Benchmarks are depicted as horizontal lines across the chart.

Using Benchmarks effectively

While Benchmarks are undoubtedly useful in assessing application performance against others
in the industry, how can you leverage this information? Here are a few strategies to utilize Bench-
marks effectively:

. Identify improvement areas: Pinpoint the specific applications and transaction types that
underperform compared to benchmarks.

« Set performance goals: Use Benchmarks to establish clear performance targets. Com-
municate these goals to your team.
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« Measure your impact: Monitor progress towards Benchmark goals as you modify your
application.

Benchmark calculations

Annually, the Journey Analytics team reviews the previous year's applicant behavior from a
broad range of applications that use Journey Analytics. The team identifies solutions which can
be considered as best in class and ensures sufficient data is included to create reliable and
meaningful benchmarks for comparison. The methodology for calculating benchmarks is also
reviewed annually to ensure its continued relevance and reliability.

NOTE

It's important to understand that form solutions targeted for Benchmark calculations so far
are all Onboarding or Account Opening applications. Please consider this and the con-
text of your own application when evaluating your performance against the Benchmarks.

Privacy and Anonymity

Benchmark data is anonymized and does not contain identifiable information about the under-
lying applications or applicants involved.

Next Steps...

Learn about Last Analysis and how Journey Analytics processes incoming raw data every hour.
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Last Analysis

The Journey Analytics Last Analysis indicator displays the time elapsed since transactional data

was analysed. It is a way to determine the freshness of the current data in all views.

Last Analysis
f 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 Journey Analytics use
the analysed results for displaying charts and statistics.

Analysis is 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 Journey Analytics.

Next steps

Learn how to set the timezone.
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Timezone

The Journey Analytics timezone dropdown allows you to select the timezone from which to view
transactions. The selected timezone will impact all views as well as the span of time used when

setting the Period.

22 Jul 2021

Thu 12:28pm

Select the timezone

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

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.

NOTE

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

The Journey Analytics preferences are used to configure the Segment Whitelist. Preferences
can be opened by clicking the settings cog in the top right of the user interface.

M

AT

Within Preferences, the Segment Whitelist determines which segmentation data is allowed to
be stored in Journey Analytics datasets. It is designed to help prevent inadvertent storage of Per-
sonally Identifiable Information (PIl) in the Journey Analytics database.

NOTE

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

Preferences

Segment Whitelist

Add Segments to allow incoming segment data to be collected. Upload Download

]

Customer Type Discrete - Existing Customer Prospect -

]

Product Code Range - 1 g 6

Add Segment m

To collect segment data for Journey Analytics purposes, the segments and their values must be
whitelisted. Any incoming segment data which is not whitelisted is discarded and is not stored.
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Modify the segment whitelist

You will need Journey Analytics Administrator, or "Transact Insights Administrator", role for your

user account to access the whitelist. For more information on Personally Identifiable Information
(PIl) and the types of data allowed to capture using custom segmentation, see Data Privacy and

Security.
Using the Ul

Using the Ul, add and amend entries using the steps below:

1. Click the settings cog to open the segment whitelist.
2. Click Add Segment to add new entries.
3. In the new row, input the details for the new whitelist entry:
. Segment Name: the name of the segmentation.
. Segment Type: the type of segmentation, either DISCRETE or RANGE.
. Segment Values: the segment values or range of values that are allowed.
4. Click Apply to save entries.

NOTE

The segment whitelist is shared across all Journey Manager environments (DEV, UAT,
TEST, STAGING, PROD). Changes to the segment whitelist in one environment will be
reflected in all environments.

Using a file
Alternatively, use the Download and Upload buttons to maintain the whitelist using a file.

1. Click the Download button to download the segment-whitelist.yaml file.
2. Open the file using your choice of text editor or integrated development environment (IDE).
3. Inputinput the details for the new whitelist entries to the file using the format:
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- segmentName: Customer Type
segmentType: DISCRETE

values:

- Existing Customer

- Prospect
segmentName: Product Code
segmentType: RANGE
values:

-1

- €

Each whitelist entry requires the following properties to be set:

« segmentName: the name of the segmentation.
« segmentType: the type of segmentation, either DISCRETE or RANGE.
« values: the segment values or range of values that are allowed:
. For DISCRETE segmentations, set the list of all discrete values allowed.
« For RANGE segmentations, set the minimum and maximum values for the
range values allowed.
4. Click the Upload button to upload the modified segment-whitelist.yaml file.

This file can also be stored in your solution as a backup to track changes using version
control.

5. Click Apply to save entries.

To cancel all modifications, before clicking Apply, click anywhere outside the preferences dia-
logue.

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

The Journey Analytics print and PDF support provides a better way to extract charts and graphs

to hard-copy or soft-copy. The button appears in 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.

NOTE

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:

Click the printicon button.
Input a title to use for the printout.
Click Print to open the browser print options.

>N

Save or print the file.
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Global Filters

Global Filters allow you to choose filters to define which transactions to analyse within Journey
Analytics. Any global filters applied will impact all analytics views.

The filter 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 fil-
ters.

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

— Whitelist Blacklist Apply

axCohorts
Milestones Segments Jobs

Saved Equifax IDMatrix Verified v Age Group - 60+ v v

[0 Client Device
Operating System Device Type Screen Size Browser

v Mobile Phone v v Safari v

Q Location
Country City Region IP Address

United States v v v v

To add global filters, use the following steps:

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

2. Click the Whitelist or Blacklist tab based on your filtering strategy.

Click any of the filter dropdowns you wish to apply.

4. Selectthe value to filter. You can manually input a filter value with your keyboard or use
the dropdown options to select a value.

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

@

NOTE

Selecting more than one filter value will restrict transactions to only those which match all
selected values. The filters, in this way, 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 cat-
egories:

« Cohorts - filter transactions for certain user groups. Read more about milestones, segments
and Collaboration Jobs.
« Client Device - filter transactions based on user device information.

« Location - filter transactions based on user locations.
WHITELIST VS. BLACKLIST
To only show trusted browser transactions, you could:

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

« Alternatively, you can whitelist only Chrome browser transactions to only show data for
transactions from users on Chrome.

In this way, the filters are flexible so you can exclude or include transactions as needed.
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Dashboard View

The Journey Analytics Dashboard View displays an overview of transactions associated with

the selected applications for a specific time 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.

= Analytics

JOURNEY MANAGER
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Current Current
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<
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The Dashboard view provides access to a range of analytics, organized into the following cat-

egories:

o Completed Statistics
. Field Statistics

« Device Distribution
« Activity Statistics

Dashboard View
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Completed Statistics

The Completed Statistics tile reflects completion statistics for the transactions associated with
the selected applications for the selected time period.

Completed Statistics are divided into three areas:

o Completed Txns:
o Completion Rate
o Completion History Chart

&/ Completion @)

Current

3.32k
Completed Txns Completion Rate
~ 1.5k @ - 274% @

Completion History

600
400

200

X N N zl
gin ™ Ao WO A2 WO A4 e

Completed Txns

The Completed Txns represents the total number of completed transactions for all selected

applications.
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3.32k

Completed Txns
- 151k ®

A transaction is said to be complete when a user opens an application and hits the Submit but-
ton after completing all of the required fields in the application.

A comparison to the previous time 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.

The delta arrow shows whether the number of completed transactions has increased (A ) or
decreased (V) compared to the previous time period. In the above screenshot, 3,320 trans-

actions were completed which was 1,510 more transactions were completed than in the pre-
vious time period.

NOTE

If the completion rate has not increased or decreased compared to the previous time
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 selected time period. This metric is calculated by comparing the total number of trans-
actions that were submitted, with the total number of transactions (excluding bounced), during
the set time period.

92.6%
7

Completion Rate
~ 2.74% @

For example, in the screenshot above, a completion rate of 92.6% has been reached over the
selected time period.
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Similarly to the Completed Txns, under the Completion Rate is a comparison to the previous
time period. In the above example, an increase of 2.74% compared to the previous time period
occurred.

Completion History Chart
This bar chart shows the volume of completed transactions for the selected scope.

Completion History
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The screenshot example shows:

« Overall volume of completed transactions for each day of the week (due to period set to
Last Week)

« Day with the most transactions completed was 13th Nov.

« Day with the least transactions completed was 8th Nov.

« Completed trasactions peaked for this time period at almost 800 transactions per day.
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HOW DATES ARE AGGREGATED BASED ON THE SELECTED PERIOD

To ensure a proper chart is displayed, dates are dynamically aggregated based on the
duration of the selected period. Let's look closer at how this works using examples. If you
select a period duration that is:

« longer than one year, dates are aggregated into one quarter (3 months) chunks.

« shorter than one year and longer than one quarter, dates are aggregated into one month
(30 days) chunks.

« shorter than one quarter and longer than four weeks, dates are aggregated into one
week chunks.

« shorter than four weeks and longer than one week, dates are aggregated into one day
chunks.

« shorter than one week and longer than one day, dates are aggregated into four hour
chunks.

« shorter than one day, dates are aggregated into 2 hour chunks.

How to use the Completed Statistics
The Completed Statistics 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 a comparison of completed transactions for select applications against an equal
period of time in the past.

Field Statistics

The Field Statistics tile shows the error rate for all fields in an application. It highlights two stat-
istics:

« Average Field Errors
« Average Field Help
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© Fields @)

Current
0.13 0.03
Avg. Field Errors Avg. Field Help
-~ 002G + 0.00®

Avg Field Errors

The Average Field Errors section shows the average number of field validation errors per trans-
action. Validation errors occur when field rules are violated.

Some scenarios where an error message will be generated and displayed:

« Failing to fill out a mandatory field.
« Entering text into a numerical field.
« Entering a postal address in an unacceptable format.

In the screenshot above, the Avg Field Errors rate is 0.13%, meaning that users face field errors
once in every 769 transactions (1/(0.13 /100)). The up arrow (A ) below the Avg Field Errors
rate indicates that the Avg Field Errors rate has increased by 0.02% as compared to the previous
time period.

Avg Field Help

Applications can be built to contain help icons that display instructions when selected. The Avg
Field Help rate shows the average number of times users request help per transaction for a set
time.

In the screenshot above, the Avg Field Help rate is 0.03%, meaning that users only click the field
help icon once in every 3,333 transactions (1 /(0.03 / 100)). The green down arrow (V¥ ) indicates
that the Avg Field Help rate has decreased but only slightly, less than 0.01% (or only thou-
sandths of a percent), as compared to the previous time period.
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Device Distribution

The Device Distribution tile shows the percentage of devices used to open applications and
changes in usage compared to the previous period.

£ Dpevices @)
Distribution
2.76% 0.30% 96.9%
0 O 2
Mobile Tablet Desktop

v -0.74% @ - 0.06% @ - 0.68% @

In the Device Distribution screenshot above:

« Forthis period and selected applications, 2.76% of transactions are on mobile.

« Mobile usage decreased by 0.74% this period as compared to the prior period.

« Only 0.30% of transactions are using tablet devices though we had a slight increase
(0.06%) this period.

« Most users, 96.9%, perform transactions using a desktop device.

« This period, Desktop devices were slightly more popular since we can see an increase in
distribution of 0.68%.

The following are several of the benefits of the Device Distribution tile:

« Helps to 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 previous time period.

« Helps to identify highly used devices of an application, this information may be used to
optimize your application for this particular device type.

Activity Statistics

The Activity Statistics are divided into three areas:
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« Median Duration: displays the median time taken for a transaction to be completed (sub-
mitted).

« Average Sessions: the average number of sessions used to complete transactions.

« Current Activity Chart: a bar graph for the number of sessions generated during the last 24-

hours
A Activity @
Current
0:02:34 1.01
@
Median Duration (hh:mm:ss) Avg. Sessions
~ -0:00:03 @ -~ 0.00@

Current Activity

® Unknown @ Mobile ® Computer

. =
00'933‘2'930&'980% -9533'03\0-_{}3\1'93\A'DS\G-S}S\Q‘DBZUOB-ZJ;S}S

Median Duration

The Median Duration section shows the median time for a transaction to be completed. It's cal-
culated from the total time taken by each completed transaction for selected applications. It gives
an idea of the middle amount of time taken by users to complete a transaction.
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Similarly to other Dashboard stats, Activity Statistics also indicate if an increase or decrease has
occurred this period compared to the previous period.

For example, the Activity Statistics screenshot above shows a median duration time of 0:02:34 (2
minutes and 34 seconds), with the current period seeing a slight decrease of 0:00:03 (3
seconds) compared to the previous time period.

Average Sessions

The Average Sessions section of Activity Statistics displays the average number of sessions
taken by a user to complete a transaction. In other words, this section answers the question,
what is the average number of times that a user will attempt to complete the application (a single
transaction)?

1.01

®

Avg. Sessions
- 0.00®@

When a user starts a supported application, it may take them more than one session to submit
the application and complete the transaction.

For example, the screenshot above displays an average session of 1.01, meaning that for every
101 transactions, only 1 requires multiple sessions for the user to complete. This average is an
increase from the previous set time frame but a very small increase of less than 0.01%.

Current Activity

The Current Activity bar graph shows the number of sessions generated during the last 24-
hours, regardless of the transactions being completed. This bar graph shows separate segments
for sessions generated on mobile, desktop or tablet devices.
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Current Activity stats are great for providing you with a quick overview of the activity occurring so
far today.

How to use the Activity Statistics
Activity Statistics can be used to:

« Display the middle amount of time it takes for a transaction to be completed, where all man-
datory fields are entered and the Submit button is clicked.
« Display the average number of times it takes users to complete a transaction.

Activity Statistics show you if users are taking an irregular number of sessions to complete a
transaction. If an application is taking users an irregular number of sessions, then this may be a
case of the selected application being too long or not clear enough.

Next Steps...

Learn about Timeline View.
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Timeline View

The Journey Analytics Timeline View displays analytics for transactions that started within the

selected scope:

« Analyse completion rates and split by device type, browser, application and more.
« Review the median time taken for applicants to complete a transaction.

« Examine the number of transactions in a bar chart based on Transaction Statuses.
« Measure performance over time against the industry Benchmarks.

To display the Timeline View:

Select Timeline from the Navigation Panel.
Select the application and time period to analyze.
The Timeline View displays.
If required, modify the chart content:

« Select the Metric Tab you want to analyze

« 'Change the Aggregation and Split By options.
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Form Name All Transactions Bouncer d Completed Completion Rate Median Time Avg. Sessions

Total 15984 4605 1378 12.6% 0:07:09 101

Deposit Account Opening 7079 18 667 10.0% 0:07:20 127

Customer Onboarding 2196 704 38 2.55% 0:06:57 1.00

Timeline View components
The Timeline View contains the following components:

« Timeline Chart
o Timeline Summary Table
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Timeline Chart
The Timeline chart contains the following features:

« Metric Tabs to select the metric that you want to analyze.
Aggregation options to set the blocks of time the chart will be broken up by.
Split By options to segment the bars in the chart based on the applicants' browser, device,

application version, or operating system.
« Benchmarks to measure your applicants experience against the industry standard.

Metric Tabs

In the top of the chart, using the tabs, you can select the metric to show in the chart. Use the table
to understand the available metrics:

AGGREGATION
30 days~

m All Transaction

L) ®Open  @User Saved

8 8
e
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®

Metric Description
Completion Displays the completion rate of the transactions during the selected time
Rate period.

) . Displays the median time taken to complete a transaction during the
Median Time ) _
selected time period.

All Trans- Overview of all transactions during the selected time period, split by
action Transaction Status.

Bounced Number of transactions bounced, where the transaction opened and
Transaction closed without user interactions with form fields.

Started Trans- Number of transactions where users interacted with form fields (exclud-
action ing simple button clicks).

Abandoned Number of transactions with a start event but not completed; users never
Transaction return to finish application.

Completed Number of successfully completed transactions.
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Transaction

Aggregation options

The Timeline View allows you to set the time span aggregation for the chart to show. By default,
aggregation is set based on the selected time period. However, users have the flexibility to cus-
tomize how the aggregation appears in the chart.

FoRM

Yesterday
B i Farns - AllVersions ]

Last Week &

AGGREGATION

Completion Rate  Median Time, Last Fortnight |Bounced Transaction  Started Transaction  Abandoned Transaction  Completed Transaction
30 days~

Last Month

. ®Open  @User Saved

The available aggregation options depend on the selected period. For shorter periods, shorter

Last Quarter

Last Year
2500
Custom

2000

8
-
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E—
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b
-
. E——

aggregation intervals are available. For longer spans, longer aggregation intervals are available.
Use the table to refer to the available aggregation options for selected periods.

Selected Period Aggregation Options

Today 15m, 30m, 1h, 4h

Yesterday 15m, 30m, 1h, 4h

Last Week 4h, 1d

Last Fortnight 4h, 1d

Last Month 1d, 1w, 2w

Last Quarter 1d, 1w, 2w, 30d

Last Year 1w, 2w, 30d, 90d, 180d

Custom Variable depending on Time Frame Selection

Split By options

The Split By options allow you to dissect each bar in the chart, revealing detailed information
about applicants. View details based on applicants' browser, device, application version, or oper-
ating system.
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AGGREGATION SPLIT BY BENCHMARKS
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When you choose an option, predefined classifications are applied to segment the bars. For
each Split By option, classifications include:

Split By Classes available
Browser Chrome, Firefox, Safari, Internet Explorer, Microsoft Edge
Device Type Mobile Phone, Tablet, Desktop
Form Name This option splits the results by application name.
Operating System Android, iOS, Windows, MacOS X, Linux
Space Selected Space from the Global Filters

Benchmarks

Within the chart, Journey Analytics Benchmarks are represented by a horizontal line and are
based on trusted industry data from real applicants. Benchmarks empower you to measure your

applicants' experience against the industry standard. Benchmarks in Timeline View are avail-
able for the following metric tabs:

« Completion Rate: Aim for a completion rate higher than the benchmark.
o Median Time: Strive for a median time lower than the benchmark.

Journey Analytics Benchmarks are released annually and are based on the previous year's

data. Use the benchmarks as a goal to improve your applicants' experience and to measure your
performance against the industry standard over time.

Timeline Summary Table

Below the chart, the summary table displays a detailed overview of transaction statistics for the
selected scope.
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Ferm Name All Transactions Bounced Completed Completion Rate Median Time

Total 15984 4605 1378 12.6% 0:07:09
Deposit Account Opening 7079 18 667 10.0% 0:07:20
Customer Onboarding 2196 704 38 2.55% 0:06:57

Timeline Summary Table with the default Split By: Form Name

Device Type All Transactions Bounced Completed Completion Rate Median Time Avg. Sessions

Total 1987 949 991 55.3% 0:07:09 1.00
Desktop 1985 949 989 54.5% 0:07:20 1.00
Mobile 1848 923 925 20.0% 0:06:57 1.00

Timeline Summary Table with the Split By: Device Type

By default, each row in the table represents a selected form as well as a Total row that aggreg-
ates all rows in the table. If you set a custom Split By option, then the rows will be based on your

selection.
Columns in the table show details about the transactions for each form:

« Form Name: The name of forms with transaction in scope

« All Transactions: The total number of transactions for each form

« Bounced: The number of transactions where the transaction opened and closed without
any user interactions with the form fields.

o Completed: The number of successfully completed transactions.

. Completion Rate: The percentage of transactions that were successfully completed.

o Median Time: The median time taken to complete a transaction.

- Average Session: The average number of sessions required per completed transaction
(user revisits to complete).

Next Steps...

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

The Journey Analytics Dropoff View provides visualizations to help identify abandonment hot-
spots 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 a form version.

To display the Dropoff View:

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

NOTE

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

3. The Dropoff View displays.
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"  Transaction Metrics (3)

Conversion Rate (3 Transaction Status Counts Completion Rate @
A 34.7k
125k 27.8% 39.4% 32.8% 90.7k 54.6% 45.4%
~ iV ] =] 7 R 49.2k 2] R N4
\\r/ 40.9k
Total Txns Bounced Abandoned Converted Started Abandoned Completed
V Section Completion (@ /' 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
’. / - »
93.3% { 74.2% ﬂﬁ.ﬂ% 98.7%
w w7 W w
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

The Dropoff View presents user abandonment data in three separate components:

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

« Section Completion - visualizes stats for each section of the application in chart format.
The green trend-line that traverses each section represents the slope of transaction com-
pletion across the overall journey.

« Section Completion Stats - displays the same Section Completion stats in table format.

Transaction Metrics

Transaction Metrics visualizes transaction-level data, as opposed to section-level data which is
displayed within Section Completion. For this reason, stats will differ between Transaction Met-
rics and Section Completion.
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#¥"  Transaction Metrics (%)

Conversion Rate (3 Transaction Status Counts Completion Rate

@
A 34.7k
125k 27.8% 39.4% 32.8% 90.1k 54.6% 45.4%
. A F:] w7 F:] —— 49 2k E F:] o

W — 40.9k

Total Txns Bounced Abandoned Converted Started Abandoned  Completed

The Transaction Metrics component contains three sub-components which contain grouped stat-
istics:

Conversion Rate stats are based on all traffic within the selected scope.

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

Completion Rate stats are not based on all traffic, as they exclude Bounced transactions, or
transactions where no user interaction occurred.

All traffic stats will likely include noise which is not actual user traffic, such as from bots and
search-indexing requests to the application. To mitigate noise, use Global Filters to either Whitel-
ist specific trusted browsers or Blacklist browsers identified as Robot / Crawler types.

Conversion Rate

Conversion Rate (@)
125k 27.8% 39.4% 32.8%
e A | s
Total Txns Bounced Abandoned Converted
Description

All transactions that were first opened during the selected period, and have a current
Transaction Status of either Bounced, Abandoned or Completed. This number

Total Txns . o :
excludes transactions that 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.

Abandoned The percentage of Abandoned transactions compared to the number of total trans-

Dropoff View -63 -



actions.

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

Conversion )
actions.

Transaction Status Counts

Transaction Status Counts

W c— 347k
F::I 49 .2k
w 40.9k
Description
Bounced Total number of Bounced transactions during the selected time period.
Abandoned Total number of Abandoned transactions during the selected time period.
Completed Total number of Completed transactions during the selected time period.

Completion Rate

Completion Rate (7

90.1k 54.6% 45.4%

2] ~ 7

Started Abandoned Completed

Description

All transactions that were first opened during the selected time period, have had user
Started interaction and are considered either Abandoned or Completed. This number
excludes Bounced transactions and transactions that are currently in either Open or
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User-Saved status.

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

actions.
The percentage of Completed transactions compared to the number of Started trans-
Completed ,
actions.
NOTE

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.

Section Name Field Count
V Section Completion (9 \ # 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 - ' .
93.3% l T4.2% 76.0% 98.7% 9B8.0%
A & ' \\y S & S % A &

— 03.3%  —— 7 — 51.3%  o— 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:
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Section Name

Personal info
The name of the section. Depending on implementation, this can represent the pages, sections,
modals or dialogues of the applications.

By default, both modal and dialogue type sections are hidden. Use Edit Sections to toggle their
visibility.

Field Count

48 Fields

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.

Dropoff Graph

f

{ 74.2%

i

The starting height of the green line on the Dropoff Graph represents the the number of trans-
actions 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.
This is a shortcut that's equivalent to navigating to the Field Analysis View and selecting the

same section manually.
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Section Completion Rates

The Section Completion Rates doughnut chart displays the Bounce, Abandonment and Com-
pletion rates for each section.

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

Hover over the rate in the center of the doughnut to see a more detail and a breakdown of the
rates.

Color Description

Bounce Grey/black A user visited the page or section but did not interact with any

fields 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,
Completed Green Completed that section and then proceeded to the following sec-

tion.
Progressive Completion

67.5%

The Progressive Completion Rate metric is shown at the bottom of each section.
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This metric shows the percentage of users who 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 visibility, reorder, rename and combine sections in the graph.

e Gection Completion (B W Besel o Finish Editing

Lat's get startedi Personad info Addtional info Review the detals Werify me k
4 Fields 48 Finlde 23 Fielde 0 Fields B Fields

3.

BTN 51.3% E— T —_—

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 sections to
change its position in the graph.

Combine Sections - Click and drag a section on top of another section to aggregate the data for
both into a single section. On dropping the 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 sections 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 Stats

The Section Completion Stats presents the same information as the chart, butin a table format.
Each row represents each section in the selected application.

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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NOTE

A Section in Journey Analytics is equivalent to a Maestro Page or if using Transact Com-

poser, a Section Level 1.

Example Analysis

o~ ‘I'lansacilnnMeiriiE @

Conversion Rate

A
125k 27.8% 39.4% 32.8%
~ N = 7 R

(@ Transaction Status Counts ’ a

Completion Rate ‘! @

34.7k
90.1k 54.6% 45.4%
49.2k 2] R N4

40.9k

Total Txns Bounced Abandoned  Converted Started Abandoned Completed
v Section Completion (%) #' 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
- G - 1
93.3% I:zva ﬂﬁ.n% 98.7%
w W W 4
93.3% —— 67.5% —— 51.3% —— 50.6% — 40.1%

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%

Q

Completion Rate Median Time (ms)

93.3% 13677
74.2% 77003
76.0% 37720
98.7% 26572
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.

Key takeaways

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

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

39.4% were Abandoned transactions, or user attempts that did not succeed.

The remaining transactions were Converted. Conversion Rates are calculated
based on all incoming traffic to the form, which includes robots, search indexers
and other non-user activity. This is opposed to Completion Rates, which are cal-
culated based on only the transactions where users actually interacted with
fields on the form.

This shows the actual transaction counts (rounded to the nearest 1000) for each trans-
action status within 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 Started,
and then the transaction was completed.

This shows only the form transactions where users actually interacted with fields, or Star-
ted 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 attempts that did not succeed.
45.4% Completed form transactions, or user attempts that did succeed.

This indicates the Personal Info section of the form.

This indicates the field count of the Personal Info section. 48 unique fields received user
interactions.

This indicates that, out of the total transactions where users navigated to the Personal Info
section, 74.2% were able to complete the required fields for the section. However, the next
section, Additional Info, has the highest rate of abandonment for any section in the form,
indicating its a point of user friction or difficulty.

This indicates that the section has a 67.5% Progressive Completion Rate, which is the rate
of transactions where users made it this far, by interacting with and completing this section,

in comparison to the number of Started transactions. In applications where users progress
in a linear fashion through the sections, like this example, this rate decreases for the later
sections as some users did not progress.
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This column indicates the median time that users spend interacting with each section. For
o the Personal Info section, the median time to complete is 77 seconds (77003 milliseconds),
the most time-consuming section for users within the currently selected scope.

Next Steps...

When you've identified a section where users 'dropoff, click the section in the Section Com-
pletion chart to drill down and analyse user behavior for fields within the section using Field Ana-

lysis View.
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Field Analysis View

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 opportunities and to understand how users interact with

fields within the selected sections.
To use the Field Analysis View:

1. Navigate to 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 dis-

play the section's Field Analysis.
2. Ifnot already set, select the application and time period to analyze.

NOTE

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

3. The Field Analysis View displays.
4. Use options to filter the data to display.

FORM PERIOD @
B DAD-1.17.9 D Custom ~ March 1, 2020 March 1, 2021

SECTION METRIC @ SORT BY @ DISPLAY BY (3

Personal info ~ R Abandoned ~ Highest to Lowest ~ Field Label ~

PERSONAL INFO

Section-Level Metrics

Field Count Unigue Visits Started Completed
] %
@ 48 = 11044 = 9074 7 7188 (79.2%)

PERSONAL INFO

Field-Level Metrics

State Of Issue 96.4% 0 5.25s 0 0
692 (12.5% Of All Abandonments) ~& ® @ @ =

Social Security Number 95.6% 0.0 7.53s 0 9
238 (4.31% Of All Abandonments) ~ @ @ ® =

First Name 87.0% 001 391s 0 5
211 (3.82% Of All Abandonments) ~& (@) @ @ =
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Components of the Field Analysis View
The Field Analysis View contains the following components:

« Field Analysis View options
o Section-Level Metrics
o 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 (@)
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 applic-
ation.

Use Metric to select different statuses of the applications to analyze, such as Keystrokes, Aban-
doned or Completed.

Use Sort by to sort by either:

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

Use Display by to display the data by field label or field path.
Section-Level Metrics
These stats provide summary info for the sections selected and associated user transactions.

PERSOMAL INFO

Section-Level Metrics

Field Count Unique Visits Started Completed
© 48 ‘g' 16968 D 13993 W 11115 (79.4%)
Statistic Description
Field The number of fields (that had user interactions) within the selected section
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Count

The total number of transactions where users navigated to the selected sec-

Unique
Vi c: tion. The metric includes all transactions whether the user actually Started
isits
the section orimmediately Bounced after navigation.
Started Section-level Started countis the volume of transactions where the user
arte

interacted with fields in the selected sections.

Section-level Completion shows the volume and rate of user transactions
Completed which interacted with and completed the selected section. This option 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, num-
ber of times Help info is viewed, Errors encountered, 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) % o @ ® @
State Of Issue 96.6% 0 5.33s 0 0
O
1063 (12.6% Of All Abandonments) 7/ o @ ® @
First Name 87.1% 0.01 3.94s 0 5
-
325 (3.86% Of All Abandonments) 7 o @ ® @
Middle Initial 89.1% 0 152s O 1
50 (0.59% Of All Abandonments) % o @ ® @

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

Statistic Description

F-irst Name Field-level Rate for Selected Metric - The field name (or path) and the rate for
the selected metric328igplagedOf All Abandonments)
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Examples

Completion rate - The rate at which users complete the field, expressed as a per-
centage of the total number of field commencements. Field commencements are recor-
ded only if the field is interacted with or touched by a user.

Average Field Errors - The average number of times a field error occurs within a single
transaction, includes validation and mandatory errors. Only the form transactions where
users interact with the field are factored in.

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

Average Field Help - Average number of times the 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 Metric dropdown, choose Keystrokes to view a detailed keystroke analysis of each

field in the section selected.

Field Analysis View
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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
@ 48 = 11044 E 2074 W 7188 (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 ¢ Q© @ ® =

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 resultin zero keystrokes if the user uses a radio button or dropdown, as no key-
strokes are recorded for this type of field.

« Afield that uses an auto-fill function will have no keystrokes associated, as the user is not
required to enter anything into the field.

Field Analysis Example - Abandoned

From the Metric dropdown, choose Abandoned to take a look at field-level abandonment for
each field in the section selected.
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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 Started Completed
o FY &
© 48 = 11044 S 9074 4 7188 (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 O) @ ® @
Social Security Number 95.6% 0.01 7.53s 0 9
L]

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

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

198 (3.58% Of All Abandonments) 7 O) @ ©) @

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 trans-
action counts, the ratio of total abandoned transactions is also displayed. It's important to exam-
ine the actual form design as the culprit field may be a field immediately 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 users look 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 was the State of Issue field, its marked as an
area of high abandonment.

Field Analysis Example - Completion

From the Metric dropdown, choose Completions to view a detailed analysis regarding which
fields in the selected section are completed successfully.

Field Analysis View =77 -



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 ©) @ ©) a

Social Security Number 95.6% 0.01 7.53s 0 9
7233/7562 W/ ©) @ ® ]

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

Date Of Birth 92.5% 0.14 8.4s 0 8
7230/7813 7 ©) @ ® a

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

Next

Next, learn about Export View.
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Export View

The Journey Analytics Export View, allows you to export analytics reports to CSV with the ability

to select the granularity of your reports and retrieve exports for multiple applications in a single
file. This feature has been designed specifically to export the raw Journey Analytics data into a
CSV file to perform further analysis.

Use the scope and period selectors to 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 expor-
ted file.

To display the Export View:

1. Select Export from the Navigation Panel.

FORM PERIOD ()
B MultipIanrms@Multiple Furm\rersians@ D Last Year ~ o
@& Export
REPORT TYPE * METRICS * GROUP BY
(® Field-Level Statistics [0 Abandoned [ Browser Type
(O section-Level Statistics [ Abandoned Rate [ Day Opened
(O Form-Level Statistics [ commenced [ Device Type
[J completed O Form
[J completion Rate [0 Form Version

[ Field Sequence

[0 Median Field Duration
[0 Median Help Used

[ Median Keystrokes

[0 Median Mandatory Errors

[J Median Validation Errors

Select the application and time period to analyze.

Select the type of report you want using the export options.
Click Export. The Export button will be enabled when at least one Metric is selected.

o B~ DN

The CSV file is downloaded to your Downloads folder.
Export Options

Options Value Description
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Report
Type

Export View

Fields

Sections

Summary

Include field
level stat-
istics for alll
fieldsinthe
application.
This option
breaks down
the data at
the field level
for the selec-
ted scope
and metrics.

Include sec-
tion level stat-
istics if the
user inter-
acts with any
field inthe
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
statistics.
This option
exports a
sum of all
selected met-
rics for the
selected
scope.
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Metrics

Export View

Completed

Commenced

Abandoned

Completion Rate
Abandoned Rate

Median Validation Errors
Median Mandatory Errors
Median Help Used
Median Field Duration

Median Keystrokes

Only include
Completed
transactions
in report.

Onlyinclude
Commenced
transactions
in report.

Onlyinclude
Abandoned
transactions
in report.

Only include
Compiletion
Rate stat-
istics in
report.

Onlyinclude
Abandoned
Rate stat-
isticsin
report.

Onlyinclude
Validation
Error stat-
istics in
report.

Only include
Mandatory
Error stat-
istics in
report.

Onlyinclude
Help Used
statistics in
report.
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Form

Form Version
Group

Day Opened
by y Op

Browser Type

Device Type

Export View

Only include
Field Dur-
ation stat-
istics in
report.

Only include
Keystroke
statistics in
report.

See Trans-
action.
Status Flow
for more
information
ontrans-
action
statuses.

Breakdown
data by
application or
form name.

Breakdown
data by form
version.

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

() > 3 o~ 4 B export — Sa
Home Insert Page Layout Formulas Data Review View
A5 - fx  AvokaSmartForm/TextField_4 v
A B [+ D E F G H | J 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 [ 9.285714 0 14 0.071428575 [ 13 1.7142857
4 AvokaSmartForm/Age 1 0 1 0 1 0 14 0 0 14 35
5 |AvokaSmartForm/TextField_4 0 1 0 7.571429 0 15 0 0 15 1.2857143
6 | AvokaSmartForm/OccupationSe: 0 1 [ 15 0 14 0 0 14 3
7 | AvokaSmartForm/FirstName 1 0.96428573 0 9 0 28 0.035714287 0 27 3.0555556
8 |AvokaSmartForm/TextField_10 0 1 [ 7.6666665 0 6 0 0 6 2.3333333
9 | AvokaSmartForm/EmailAddress. 0 1 0.5 2125 0 7 0 0.5 7 8
10 AvokaSmartForm/Age 0 1 0 10 0 15 0 0 15 16
11 AvokaSmartForm/DatePicker 0 1 [ 0 0 1 [ 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 [ 21 15
16 AvokaSmartForm/MastersoftAd: 0 1 0 0 0 9 o 0 9 3
17 AvokaSmartForm/HowDoYouWi: 0 0.5 0 0 0 6 0 0 3 2
18 AvokaSmartForm/TestFieldMan 26 0.9099099 0 5.7777777 0 111 0.23423423 0 101 2.1111112
19 AvokaSmartForm/TextField_2 1 1 0 9.375 0 17 0.05882353 0 17 2.5
20 AvokaSmartForm/Checkbox 0 1 0 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 [ 1 0 [
23 AvokaSmartForm/TextField_9 1 1 0 10 0 13 0.07692308 0 13 2
24 | AvokaSmartForm/EmergencyFir. 0 1 0 1.6666666 0 3 [ 0 3 0.6666667
25  AvokaSmartForm/OccupationSe 0 1 [ 2 0 14 0 0 14 35
26 AvokaSmartForm/TestFieldHelp 1 0.98058254 0 5.285714 1.4285715 103 0.009708738 0 101 3.2857144
27 | AvokaSmartForm/TextField_7 0 1 [ 8.428572 0 13 [ 0 13 1.2857143
28 | AvokaSmartForm/DateOfBirthDi 0 1 0 [ 0 3 0 [ 3 2.5
29 |AvokaSmartForm/TextField_1 0 1 [ 10.142858 0 16 [ 0 16 2
30 |AvokaSmartForm/EducationLeve 0 1 0 15 0 14 [ 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 0 14 2
33 | AvokaSmartForm/Emergencylas 0 1 0 3 0 1 0 0 1 1

export +

Ready

M - — — + 100%
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Custom Reports View

The Journey 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
reports that can be arranged and resized on the screen.

To display the Custom Reports View:

1. Select Custom Reports from the Navigation Panel.
2. Select the application and time period to analyze.
3. To narrow down the types of transactions reported on, you can also use the Global Filters

panel.

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

5. Click and drag the report card into the desired location on the screen. If desired, add more
report cards.

6. To configure the report card options, click : and Configure, then click Apply.

7. To delete a report card, click : and Delete.

8. Use the 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 mesoMuhiple Form Versionso O custom - January 1,2021 April 1,2021 AL e o e =]

Best, Worst,  Transaction Summary H Median Time (seconds) i Segment Split @ i
Avg.
@ i ®Abandoned ®Completed ®Bounced ®Median Time \\\ F
40.0k 600 97935
3mids 30,0k
Ib “0 Product T
20.0k ype
10.0k 200 ®Savings
Best i
s BB chacking
DAD DAD DAD DAD
3h29m1 55 11712 1179 11712 1179
on N N o
Worst Milestone Funnel ® Sessions Map ®

®Completed Transaction Count

Completed
Avg.

7m8s
gl

0.0-33
Frimary New )
10m16s Customer 67k - 100k
[I 100k - 130k
" é\)mt HNew 130k - 170k
ustamer 170k - 200k

Median 0 5000 10000 15000 20000 25000 0000 85000 40000 45000 50000 55000

Customize your view

Use these actions to craft your view:
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Add Report button - Use this button to select additional reports to add to the view.

Rearrange reports - Click and drag any report to change its position in the view.

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 is displayed. Click : in the top-right corner of any report to modify its configuration.
Save button - Use this button and dialog to save and retrieve your reports.

NOTE

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

Available reports

Generally, a report targets a specific metric or type of metrics to provide specific insights into
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 times to 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.
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 a table.
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.
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Top Fields - compare and sort by field-level stats for each version in the selected scope in a
table.
Transaction Summary - compare Transaction Statuses for the selected scope using this bar
chart.
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Custom Reports View - Best, Worst, Avg

This simple report displays the best, worst and average time taken to complete the applications
set by the Scope Selector. Use this information to gain a high-level understanding of the time it

takes to complete an application or group of applications.

Best, Worst, Avg. @ i

3mids 3h29m15s Tm8s 10m16s

1O o L) 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 via the 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 seconds to complete.
« The worst, or slowest, transaction took almost 3.5 hours.

On average, users complete the form in just over 7 minutes.

The median time to complete is 10 minutes and 16 seconds.
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Custom Reports View - Completion Rate

This versatile bar chart shows the rate at which users complete each application version or com-

pletion rates over time (by week or by month). Configuration options can be used to aggregate

and splitthe chart in various ways.

Completion Rate

40.0%
DAD - 1.17.12
20.0%
O Completion Rate: 45.4%
ﬂlmﬂr{, -
DAO DAaD
1172 1177

Click : to modify the configuration options.

Ao
1175

@ :

®Completion Rate

« Split By - Toggle how the bars on 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.

o Max Legend ltems - Set the maximum number of legend items to display.

Custom Reports View - Completion Rate

- 88 -



Example Analysis

In the example screenshot, multiple versions are selected via the Scope Selector, so completion
rates can be compared across each version. Key takeaways are:

« 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 ver-
sion, 1.17.12.

« Completion rates for the 1.17.9 version were better than any other version.
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Custom Reports View - Duration Summary

Use this table to compare and sort Best, Worst, Avg. and Median time taken to complete each
selected form version.

Duration Summary @ :
Form Version Best Worst Ay, Median
1 DAD-1.1/12 0:03:29 3:30:04 0714 0:10:08
2 DAD-11/9 0:03:45 147537 (rOg:24 0:12:04
3 DAD-11/17 0:04:21 1:59:23 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 less time for most users to complete, as per the Best,
Avg. and Median durations.

« Atthe same time, DAO - 1.17.12 form version also has the longest duration for any version,
3 hours 30 minutes and 4 seconds.

When optimizing the user experience with each new form version, best practice is to reduce the
time users take to complete the application because longer journeys typically 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 duration.
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Custom Reports View - Median Time

This simple bar chart shows the median time in seconds it took to complete each selected applic-
ation version.

Median Time (seconds)

600
400
200
0.00

DAD DaD Dao
1.17.12 1177 1179

®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:

« It seems that version 1.17.12 is quicker for users to complete.
« Generally, the median time to complete each version has improved with each new form ver-
sion.

This data supports the 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

This report displays the volume of transactions which reached each milestone selected in the
report configuration. Use configuration to modify the target transaction status. By default, trans-

action volumes for Completed transactions are displayed.

Milestone Funnel @ :

® Completed Transaction Count

Completed

Primary New
Customer

Instant
Verify
- Passed

Instant
Verify
- Failed

0 5000 10000 15000 20000 225000 2 30000 35000 40000 245000 250000 55000

Click : to modify the configuration options.

« Transaction Status - Choose the transaction status to target.

o Milestones - Select the milestones to show on the chart.
« Enable Grids - Toggle the grid markings on and off.

In the example screenshot, multiple forms and versions are selected via the 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 transactions reached the Instant Verify - Passed milestone than reached the Instant

Verify - Failed milestone.
« Compared to the volume of Completed transactions, it is apparent that not many trans-

actions encountered the Instant Verify at all.

In this example, custom milestones were implemented to evaluate usage of a new Instant Verify
feature. In evaluating 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.

NOTE

The milestone called Completed is standard milestone. You should make sure your cus-
tom milestone names do not clash with the reserved milestone name.
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Custom Reports View - Section Completion

This line chart highlights the 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 displays the rate of completion. The section sequence is deduced 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 is drawn on the chart.

-
-
-

Section Completion @

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

Personal info
O DAO-1.17.9: 60.1%

O DAO-1.17.7: 60.7%
ODAO-1.17.12: 68.5%

Let's Personal Additional Review Verify Legal 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 sec-

tions will display.
« Max Legend Items - Set the maximum number of legend items to display.

Example Analysis

In the example screenshot, multiple versions are selected via the Scope Selector which causes

the chart draw different 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 appears to be an optional section, only for joint
applications, which would explain the lower number of completions.

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

Optimizations to the Personal info section appear to have led to more user completion for the sec-
tion. This chart corroborates that those optimizations are working as intended.
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Custom Reports View - Section Summary

This report is a table for comparing and sorting section-level stats for each section. Each table
row lists the Section Name as well as the transaction counts for 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.

EE

Section Summary

Completed Transactions

Section Name DAO -1.17.9 DAG -1.17.7 DAD -1.17.12 AL
1 Let's get started! 17074 16113 84142
2 Personal info 10738 10248 60797
3 Additional info 9379 BR6Y 46224
4 Review the details 9238 B759 45627
& Verify me 6252 7030 36096
6 Legal info 4666 5332 26814
7 Your deposit 2492 2701 12264
8 Easy access 1318 1359 6988
9 My joint applicant 350 372 1939
Configuration

Click : to modify the configuration options.

« Metric - Choose the transaction status or metric to target.
« Commenced Transactions - Show the number of transactions which started the sec-
tion.
o Completed Transactions - Show the number of transactions which completed the sec-
tion.

o Field Count - Show the number of fields within each section.
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« Abandoned Transactions - Show the number transactions in which the section was
the point of abandonment. This indicates it was the last section to receive user inter-
action before the user abandoned.

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:

« The table has been 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.

« A relatively small volume of transactions completed the section called My joint applicant.
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Custom Reports View - Segment Split

This pie chart shows the breakdown of segment values that were received for a specific seg-
mentation, 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
oCD

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 val-
ues as Others.

« Max Legend Iltems - Set the maximum number of legend items, or segment values, to dis-

play.
Example Analysis

In the example screenshot, multiple versions are selected via the Scope Selector, so seg-

mentation 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.
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« Fortransactions with Product Type segment types, segment values include 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

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 segment values to
final segment values for the selected segment type. This chartis used to evaluate and measure
improvements for segment switching.

Segment Switch

for Mortgage State

Merw Applicant

Pre-Appeowal Completed

Pre-Appeoval Complatad . - .
) O Mew Applicant — O Awaiting Processing

Count: 2 (8.00%)

Awailing Processing

AwEtrg Frooosging

Closi
= Claging

Undareriting Undarariting

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 via the Scope Selector, so segment
data for the entire selection is shown in a single chart. Key takeaways are:

« The chart shows how segment values change over the course of a transaction for the seg-
ment type called Mortgage State. The segment type tracks end users' mortgage status
throughout the transaction.
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« The hover tooltip shows that 8%, or two transactions, began with the New Applicant seg-
ment 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 suggests that 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

This choropleth map indicates the number of sessions occurring per country. A single trans-
action may be comprised of one or more sessions, such as when 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 @

-

biom.

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

-

.
Ll

v 7

£ b cbiathe.

Configuration

« No configuration options.

Example Analysis

In the example screenshot, multiple versions are selected via the 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 users located in USA.
« ltappears that no sessions were from users located in central Africa or Antarctica, indic-

ated by grey.
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Custom Reports View - Top Fields

This reportis a table for comparing and sorting field-level stats such as Abandonment, Com-

pletion 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 DAD -1.17.9

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

g8 Suffix

9 Which of the following best

describes your occupation?

Configuration

Click : to modify the configuration options.

336

1210

1319

40

171

251

313

43

DAD -1.17.7

« Metric - Choose the transaction status or metric to target.
« Abandonment - Shows the number of abandoned transactions in which the field was

the last to receive user interaction.

382

1079

1267

24

DAO-1.17.12 )

« Completion - Shows the number of times each field was completed.

« Median Times - The median time it took to complete each field.
« Label Fields By - Change the labels to use field path or name.

« Limit - Specify a limit to the number of fields shown.

Custom Reports View - Top Fields

6684
5519
5300

2677

1638
1566
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 metric is Abandonment which shows Abandoned Count for each field. This
shows the number of abandoned transactions in which this field was the last to receive
user interaction (before the user abandoned).

« The bold values indicate the highest value for the field.

« The table has been sorted to show abandonment counts for DAO - 1.17.12 from high to
low.

o ForDAO -1.17.12, the Social Security Number field seems to have rather poor per-
formance relative to other fields.

The high abandonment could be due many factors but the Social Security Number field is indic-
ated as an investigative starting point.
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Custom Reports View - Transaction Summary

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

40.0k -

30.0k -
DAD-1.17.9
= O Abandoned: 9264
O Completed: 8958
10.0k - O Bounced: 9195
0.00 -

A A DAL
11712 1177 1179

Configuration

Click : 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 trans-

action 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.
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« ltappears that there was a significant increase across all types of transactions in version
DAO-1.17.12.

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

The Journey Analytics User Journey View is available from v18.05 and presents an easy to fol-

low diagram that illustrates all possible journey paths taken by users through an application.

By default, the User Journey graph shows the standard milestones Started and Completed.
Using custom milestones, sent via Milestone APIs from a supported application or host system,
you can customize the nodes that display on the graph. You can select one or more custom mile-
stones to display the most relevant data for analysis.

Important:

« Each node in the graph represents a milestone.

« Ateach milestone, the number of users who reached this point in the journey are shown.

« Also, the number of users who reached this milestone, and dropped out of the application
is shown.

« Additional metrics are presented when a milestone is selected.

« Segmentation charts, which let you break down each milestone encountered, can be
added for any of the displayed milestones.

« Any number of segmentation charts can be added, on any milestone, as long as they are
pre-configured and associated transactions have occurred.
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User Journey View

(tioked Accoum o 250% Resched

| -
\_ Prefil 0.00% Dr

Time to Reach
u 0:03:02

87.5% PROGRESSED

45.0% COMPLETED APPLICATION

© Add Segmentation

MiTek ID Scan : —
10.0% Dropped

Tip

To monitor changes to User Journeys over time, it is recommended to use form versioning in

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

Video

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

the User Journey

Upgrade to Transact Release 18.05 Series

Next, learn about Using the User Journey View and How to Send Custom Milestones and Seg-
ments.
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Using the User Journey View

To access the User Journey View of Journey Analytics:

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

To monitor changes to User Journeys over time, itis recommended to use form ver-
sioning in Maestro to isolate particular versions of a form, and to carefully select the time-
frames the specific form versions were in use, to use as a comparison.

3. The User Journey View displays with just the Start and Finish milestones.

100% Reached

STARTED e ——

24.4% Dropped

@ By default,

STARTED and
COMPLETED
standard
milestones are
displayed

75.6% Reached

COMPLETED 2
0.00% Dropped

4. Selectthe pre-configured custom milestones in the application from the Milestones drop-

down menu.
5. Click Apply or OK to add those milestones to the User Journey View.
6. The User Journey View now shows the custom milestones in the application.
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100%  Reached
STARTED 2 —
0.0%

Linked Account ; .
Prefill e

\ _ \_O Time to Reach
P v/ 0:03:02
- B0.0% Reachedy  87.9% PROGRESSED
Lead Created (-8 — — )

45,0% COMPLETED APPLICATION

© Add Segmentation
50.0% Res
MiTek ID Scan 2 ==
100% [
20.0%)
Returning . '_:1. eached Green ID - 60.0% sached
Customer = §oon  [eopped Verification = £ 0
o.00%] am

64.0%
Product Selected 2 ==
24.0% Dropped

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

By adding the custom milestones itis now possible to see how users are progressing through
the different paths towards the eventual completion of the application.

The percentage on the User Journey path represents the number of users that took that path to
the next milestone. Hover over the individual milestones and paths to highlight them.

Additional milestone metrics

To understand the impact of a milestone on application completion rates, click on the milestone
to display more useful metrics.
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FORM PERIOD @) . MILESTONES @
Customer Onboarding - 1.0.0 D Last Year - @ All Milestones ~ 0K

STARTED 3 — |

ll.‘ Linked A . dh 0% Reached

-. Prafill - 0.00% Cropped ./
Tlme to Reach
0‘031)2

BO.0% R .: PROGRESSED

Lead Created ([
10.0% Dive L :

45 0% COMPLETED APPLICATION

f E € Add Segmentation

« Median time for users to reach the milestone from the start of the application.
« Percentage of users, who reached this milestone, who then progressed onto other mile-

Additional metrics:

stones in the application.
« Percentage of users, who reached this milestone, who eventually completed the applic-

ation.

On the popup, use the Add Segmentation link to segment the users who reached this milestone

by adding a segmentation chart.

NAVIGATION TIP

To move around a large User Journey View with multiple milestones, hover over the mile-
stones and user journey paths to highlight them, and scroll to zoom in and out. To move
the User Journey View around the screen, click and drag the diagram.
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Add Segmentation Charts

If you have broken up your users into segments or groups by sending custom segment events
from a supported application, you can also perform segmentation analysis in this view.

Segmentation analysis is a powerful tool that helps understand the behavior of a group of users
who share common characteristics. You can identify what group of users abandon the applic-
ation and at what stage of the journey and understand key metrics for each group of users that
have reached a specific milestone. Using this feature, you can slice and dice the data to improve
the granularity of the analysis.

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

LinkedIn Prefill segmentation

Age
MiTek Usage
Customer Type
Product Type
ID Verification Outcome
Approval Type

Decline Type

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.
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FORM PERIOD @ MILESTONES @ —
: O gl &
Customer Onboarding - 1.0.0 Last Year ~ “= Al Milestones ~ 0K

Segmentation Analyses

100% Reached
STARTED & =
10.0% Dropped
Age b4
MiTek D Scan
@ a ) 3 9
» 2635 00340  343%  75.0%
® 1825 00300  314%  125%
» 3650 00350  257%  44.4%
» 51-60 00440  571%  50.0%
35.0% Reached v 61+ 00510  285%  100%
Linkedin Prefill & =
0.00% Dropped
Median Time & Avg Completion Rate 0:03:42 45.7%
MiTek Usage x

Green ID Verification

v 50.0% Reached FA ® CcC o
MiTek ID Scan (S ® Scan Failed 0:06:42 450% 482%
- 10.0% Dropped 45.0% B Mitek Not Atterpted 00602 333%  600%
Fr0.0% ‘ : ® Scan Successful 00444  217%  B46%

Median Time & Avg Completion Rate 0:06:04 60.0%

60.0% Reached

0% Dropped @ (=) K

Returning » 10.0% _ Reachsd Green ID
-
Customer 2.00% Dropped Verification

Iy

Nl
a

Metrics in segmentation charts

) Icon o
Metrics Description
s . ad The Segment column displays the segment values sent via Segment APIs
egmen -
9 from a supported application.
The Time to reach milestone column displays the time it took each group of
Time 10 users (segments) to reach this milestone from the start of the application.
Use this metric to identify any bottlenecks in the user journey. Legend:
d=days h=hours m=minutes s=seconds.
The Application completion rate column displays the percentage of each
group of users (segments) who eventually completed the application. Use
this metric to determine which group of users (segment) has a better prob-
Application ability of eventually completing the application.
: v
completion There may be a reason why a certain age bracket of users took another
rate

path through the application, such as young or mature users do not have a
LinkedIn profile, or existing customers find it easier to navigate through an
application if their account details are pre-populated during the application
process.
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In the above example 75% of the users in the 26-35 age bracket went on to
complete the application, 44.4% of the 36-50 age bracket went on to com-
plete the application, and 100% of the 61+ age bracket went on to the com-
plete the application.

Median The Median time metric is the middle value of all segment time values dis-
Time played for this milestone.
Avg Com- _ . ,

letion The Average completion rate metric averages the completion rates for all
FF){ate segments displayed for this milestone.

Any number of segmentation charts can be added, on any milestone, as long as they have been
pre-configured. It is recommended to show the same segmentation chart for each milestone in
the User Journey View to identify how the different users respond at different points throughout
the user journey.

Video

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

The User Journey view

Upgrade to Transact Release 18.05 Series.

% TEMENOS

Next

Next, learn How to Send Custom Milestones and Segments.
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How to send Custom Milestones and Segments

Itis important to implement the correct logic to send custom milestones and segments in
Maestro/Composer/Journey 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
| All versions This feature is related to all versions.

Send Custom Milestones from Maestro Applications

Send Segments from Maestro Applications

Composer
| v4.4 & Higher This feature is related to v4.4 and higher.

Send Custom Milestones from Composer Applications

Send Segments from Composer Applications

Journey Manager
| 17.10 This feature was introduced in 17.10.

Send Custom Milestones from Journey Manager

| 18.05 This feature was introduced in 18.05.

Send Segments from Journey Manager

Milestones vs Segments

Milestones vs Segments

When to Use What?

Deciding between Milestones and Segments
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User Journey View Examples

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

Example 1
Goals

« To determine the cost effectiveness of third party service fees for two Exchange packages,
a financial verification 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+

NOTE

Always add segments to the Whitelist segments filter in Preferences otherwise they will
not flow through into Journey Analytics.
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Results in the User Journey View

B4
Product Selected :. =
%

Link Bank
Account

%

Financial Verified & =
Fal

e
Completion rates vary considerably between the
Financial Verified and LinkedIn Prefill milestones,
and between the different age brackets.
Segmentation Analyses + _— \
+ > &
Age % Age
= )] o & @ ™
’ 26-3 1009 26 m
/ 36-5 & i8-
@516 L E
o651+ ®51
] ®c
Median Time & Avg Completion Rate 13m. 1035 | 24.7%9 Median Time & Avg Completion Rate Im.01s | 45.7%)
Goals

« To determine the cost effectiveness of third party service fees for ID Scan and ID Veri-
fication Exchange packages, 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
Custom milestones

MiTek ID Scan

Equifax IDMatrix Verified
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Lead Created
PhotolD Scan
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

NOTE

Always add segments to the Whitelist segments filter in Preferences otherwise they will
not flow through into Journey 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 o
10.0% Dropped

10.0%

Linked Account ¢ sosFeached
‘ 2
Prefill 0.00% Dropped

: @ Time to Reach
0:03:02

0% Reached 87.5% PROGRESSED

10.0%  Dropped

Lead Created

45.0% COMPLETED APPLICATION
—_—

© Add Segmentation

Segmentation Analyses

Age
MiTek ID Scan
- £
26-35
34.3% 1825
| 36-50

y 51-60
\/ 61+

Median Time & Avg Completion Rate

© @

0:03:40 75.0%
0:03:00 12.5%
0:03:50 44.4%
0:04:40 50.0%
0:05:10 100%

0:03:42 45.7%

50.0% Reached
| MiTekID Scan 2 === |

10.0%  Dropped

Returning o L0 feached Green ID o O20%  Reached
- . - -

Customey 1.00% _Dropped Verification 5.00% Dropped
G003 55.0%)

64.0% Reached
Product Selected 2 =———
24.0% Dropped

MiTek Usage

Green ID Verification

(1]
an
/ Scan Failed

33.3% Mitek Not ...

Scan Succ...

Median Time & Avg Completion Rate

o @

0:06:42 48.2%
0:06:02 60.0%

0:04:44 84.6%

0:06:04 60.0%

ID Verification Outcome
Green ID Verification

o o0
an
Successful

33.3% Out of Wall...

Failed

Median Time & Avg Completion Rate

o @

0:05:59 45.7%
0:08:04 60.0%

0:05:40 0.00%

0:06:04 50.9%
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Collaboration Jobs View Overview

The Collaboration Jobs View uses a node graph to represent the Collaboration Job workflow,

and provides a view into key metrics at the job, step, action, section and field level. The Col-

laboration Job workflows are built using configured collaboration jobs in Manager.

Key Features:

Each node in the collaboration job graph represents a step configured in the Collaboration
Job in Manager.
Between each step, on the line between nodes, the rate of total job transactions which
reached each step is shown as a percentage.
Job transactions are displayed regardless of their current status as long as 1 step has been
completed.
Dates specified in the period selector filter transactions using the start date of the first step.
Select a step in the graph to display additional statistics about the step.
« For steps thatinclude interactive applications, from the step detail, you may navigate
into the Field Analysis, Dropoff, and User Journey to look at form transaction ana-
lytics.

NAMING COLLAB JOBS

If you are using multiple jobs, use distinct names for each job definition to ensure you

can differentiate between them in the Journey Analytics scope selector.
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Collaboration Job View

Variation Details
(" Application = 3974 .

? CQ C 03'-'. Osec

"’::z" AT
? £ o
.{ Final Review & 2981 A
V 150
Docusign o 1557 .
S — -
25.23] 9
..y Sec
omgnm:"m e 1539
@ i peiveTime 20mn O
& 1539 bs )
| Completed 3 1533 Jobs )

Py 00o &)

User Journey Dropoff Field Analysis

Configuration

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

Enable Journey Analytics Collab Job Event collection

Assuming you already have a functioning collaboration job, the only configuration required to
capture Journey Analytics events is to set a single parameter on the job service definition:
insightsEnabled = true.

Sewice Definiion | Job Definiion_| Job Services | Joblnfo | ParametersEdit | Parametors | Senvice Usage

Name Type Value Description Read Only Bind Parameter Last Modified Action

aclionRetryDelayMins Number 5 Specify the default action refry delay in minutes for ‘In Progress’ and ‘Error actions 7 26 Nov 2018 by nphennsi@avoka com [ (]
jobControllerEnabled  Boolean frue Specify whether the Job Confroller service is enabled and can process jobs. o 26 Nov 2018 by nphennel@aveka com @ E
jobDefinition JSON { "jobDetails" { "name" "ECCL Review & Appr... Job definition configuration (JSON format). o 27 Nov 2018 by nphennel@avoka com @ E
logJobHistory Boolean frue Specify whether to log Job execution history. o 26 Nov 2018 by nphennel@aveka com @ E
insightsEnabled Boolean true 26 Nov 2013 by nphennel@aveka com @ E

o B
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Video

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

Collab Jobs View 'y

Part of the 18.11 release.

AVOK A,

Next

Next, learn about Using the Collab Jobs View.
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Using the Collaboration Jobs View

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

1. Select Collab Jobs from the Navigation Panel.
2. Select the required collaboration job and time period to analyze.
3. The Collaboration Job View displays.

JoB PERIOD STEPS

= Job Controller - 2 Step Review - 0.1.0 LastYear ~ == AllSteps ~ OK
Initial Review £ 4 Jobs
Start g4 Jobs
Application 3 Jobs
Delivery ¥
Approved

3 Jobs
Complete ¥ cm—

4. Optionally, select one or more configured collaboration job steps from the Steps selector
and click OK to display only those steps in the graph.

STEPS
= AllSteps ~ OK

5. Click on the individual nodes to display the details for that step, and to further drill down
into the Actions performed in that step.
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JOB

B Job Controller - 2 Step Review - 0.1.0

PERIOD

LastYear ~

STEPS

All Steps ~ 0K

-~

Initial Review =3 s

Job!

75 0% %

Application 3

Delivery

Node/step

Jobs

Approved
Complete

5.0%)

s3

Jobs

Step metrics

Action metrics

Initial Review

@ @ @
1s 20s 0.00
o) @ 0
Time to Reach Time Spent Avg Revisits
Create Task - Application ~
@
0s 20s 10s
D @ ©
Time to Reach Time Spent Active Time
@
50.0%
Completion Rate
g @
= 000
User Bropoff Field
Journey P Analysis

6. Hover over the question mark icons to view the definitions of each metric displayed.| 19.05
This feature was updated in 19.05.

JOB AND FORM TRANSACTION SYNCHRONIZATION

Form transactions are linked to Jobs only after a Job step is finished. This means that if
you apply Global Filters to show only the Job's event, some form transactions may not
appear as the associated first Job step is not yet complete.

Step and action metrics

Metric

Step

Time to
Reach

Time Spent
Avg Revis-
its

Action

Time to

Description

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

Median time for this step to complete from its creation.

The average number of times that the step was restarted within a single

collaboration job transaction.

Median time to reach the action from the beginning of the job.

Using the Collaboration Jobs View
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Reach
Time Spent Median time for the action to complete from its creation.

Active

T The duration from the action's start to completion (not including wait time).
ime

Completion ) . .

Rat The percentage of transactions for the action that were submitted.
ate

NAVIGATION TIP

To move around a large Collab Job View graph, hover over the nodes and paths to high-
light them, and scroll to zoom in and out. To move the Collab Job View graph around the

screen, click and drag the diagram.
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Best Practices - Sending Custom Milestones

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

Priority Product Best practice
Naming conventions:
« Do not use the standard milestone names.
« Do not use double pipes (||) in the milestone
Maestro name.
« Do not use the same milestone name for different
) Composer ,
Essential purposes or intent.
Journey « Do not use the milestone name if it is already part
Manager of an Exchange component included in the applic-
ation.

« Make sure the milestone name reflects the event it
represents and captures the intent of sending that
milestone.

Maestro Do not use a programming variable in the milestone name para-

Composer meter when sending it via the Maestro API.

Journey Do not use a programming variable in the addMilestone

Manager method of TxnUpdater.

Maestro Identify the right place to send the milestone - discuss whether it

Composer should be sent from a supported application or host system.

Recommended

Journey Decide precisely when, and under what circumstances, in the

Manager journey the milestone should be sent.

hMaestro Identify the right time/condition to send the milestone - discuss

Composer on what trigger or condition the milestone should be sent.
Check whether an Exchange component added in the applic-

Maestro ation already sends the milestone you are planning to imple-

Best Practices - Sending Custom Milestones

ment.
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Standard Milestones

The following is a list of standard milestones used by Journey Analytics. Do not use these

names as custom milestone names.

Milestone Description
Opened Transaction is created by the user, but no other activity or interaction has
P been recorded as yet.
Resumed Transaction is resumed after the user previously saved it.
Started Transaction is started by some activity or interaction with the application,
such as entering data 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 Journey Manager.
Completed A completed transaction is submitted by the user to Journey Manager.
Transaction is abandoned in Journey Manager by the user leaving the
AbandonedBounced . . . . .
application, without interacting with it.
Transaction is abandoned in Journey Manager by the user leaving the
AbandonedStarted

AbandonedCancelled

Abandonedlneligible

application, after starting it.

Transaction is abandoned in Journey Manager by the user leaving the
application, by canceling it.

Transaction is abandoned in Journey Manager by the user leaving the
application, as it is deemed ineligible by, for example, a groovy script.

Transaction is abandoned in Journey Manager by the user leaving the

AbandonedSaved L . . :

application, after saving, but never returning to it.

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

Standard Milestones

vice not completing.
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Send Custom Milestones from Maestro Applic-
ations

Milestones are significant events that occur in a transaction. There are two types of milestones in
Journey Analytics:

. Standard milestones that are generated automatically as part of the Journey Analytics busi-

ness logic, such as Started, Abandoned, Saved or Submitted, and are used to populate the
Journey Analytics analytics views.
« Custom milestones, which can be used to record significant events in the user journey,

based on the customer'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 customers to build Analytics reports that answer spe-
cific questions to enable data-driven decisions that improve the onboarding experience and
conversion. Itis important to note that once a milestone is sent, it will forever be recorded against
this transaction in Journey Analytics and cannot be revoked.

C |
)X

Sending Ml

- R At W
a Maestro form

Upgrade to Transact Release 18.05 Series

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 Journey Analytics uses custom milestone data:
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1. To generate User Journeys.
2. As a global filter type to filter data in all Journey Analytics views.

Custom milestone compatibility

o Maestro - since version 5.1 .x.

Examples
User Journey

In the context of User Journeys, custom milestones are markers that represent the path the users

take within a transaction. A common example of where a milestone can be used in a Maestro
application is when 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 prefill data in 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 logic to 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.insightsiinkedinPrefill === true) {
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. A common use-case is once an applicant has completed an
application, the submitted transaction will be reviewed by a review 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 com-
pleted count as 2. In most cases, you will only want to consider and analyze transactions made
by applicants. To address this issue, you can implement custom milestones to identify when a
transaction is an “Applicant Transaction” (transactions initiated by applicants) and when a trans-
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action is a “Review Transaction” (transactions initiated by reviewers/someone other than the
applicant).

The screenshot below displays sample logic to identify and send applicant and reviewer mile-
stones. For this use case, an appropriate place to send this milestone would be in the form load

rule.
a script to run when the form loads
A~ if (data.prefillApplicationType != "") {

data.applicationType = data.prefillapplicationType;
¥

1
P
3
4 var dobItem = Form.items.dateOfBirth ;
5 dobItem.$hasvalue = function(data){
6 return Util.children(dobItem).some(function(child) {
7 return Ichild.exLayout & !util.isBlank(data[child.id]);
8

1s
9}
* 10 if (Form.isStep("Application Review™)) {
11 Insights.milestone(“Review Transaction™)
+ 12 }ell {
13 Insights.milestone(“Applicant Transaction®™)

14}

15

In the above example, when an application is loaded 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 Trans-
action” milestone is sent to Insights. If the application loads on any other step, the “Applicant
Transaction” milestone is sent to Insights. With these milestones in place, you can now filter the
transactions for a specific milestone in Insights and hence see the data for either applicant trans-
actions or review transactions.
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Send Custom Milestones from Journey Manager
Applications

Milestones are significant events that occur in a transaction. There are two types of milestones:

« Standard milestones that are generated automatically as part of the Journey Analytics busi-

ness logic, such as Started, Abandoned, Saved or Submitted, and are used to populate the
Journey Analytics analytics views.
« Custom milestones, which can be used to record significant events in the user journey,

based on the customer'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 customers to build Analytical reports that answer specific questions
to enable data-driven decisions that improve the onboarding experience and conversion. Itis
important to note that once a milestone is sent, it will forever be recorded against this transaction
in Journey Analytics and cannot be revoked.

You can send custom milestones from a Groovy or Fluent service running on Journey Manager
by updating the transaction's submission object by using TxnUpdater.addmilestone() APl 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 milestones in the User Journeys.
2. As a global filter type to filter data in all Journey Analytics views.

« Journey Manager - since 17.10.
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User Journey

In the context of User Journeys, custom milestones are markers that represent the path the users

take within the transaction. These custom milestones are captured from either a Maestro or Com-
poser application or from Journey Manager. Custom milestones from Journey Manager could be
sent while a user is completing the application, or after the user submits the 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 is completed on Journey 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 Col-
laboration Job Action.

Approved
new TxnUpdater(txn)

.addMilestone("Approved")
.update()

Declined

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

.update()

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

.update()

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. A common use-case is once an applicant has completed an
application, the submitted transaction will be reviewed by a review 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 com-
pleted count as 2. In most cases, you will only want to consider and analyze transactions made
by applicants. To address this issue, you can implement custom milestones on Journey
Manager to identify the type 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")

.update()

Depending on which Collaboration Job Step the transaction gets created, you could send either
an “Applicant Transaction” (transactions initiated by applicants) or when a transaction is a
“Review Transaction” (fransactions initiated 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
remains in Anonymous Saved status at the end of the session, then upon the creation of a
subsequent new Session, Journey Manager will invalidate the previous Session by send-
ing a Sessionlnvalid milestone. This design makes sure that both Journey Manager and
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Journey Analytics clamp the transactions to the same date/time and that there are no dis-
crepancies in Transaction Counts between Journey Manager and Journey Analytics.
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Send Custom Milestones from Composer Applic-
ations

Milestones are significant events that occur in a transaction. There are two types of milestones in
Journey Analytics:

« Standard milestones that are generated automatically as part of the Insights business

logic, such as Started, Abandoned, Saved or Submitted, and are used to populate the Jour-
ney Analytics analytics views.
« Custom milestones, which can be used to record significant events in the user journey,

based on the customer's application or business requirements.

Custom milestones can be used for a number of purposes based on the needs of the business
and/or the application. It allows customers to build Analytics reports that answer specific ques-
tions to enable data-driven decisions that improve the onboarding experience and conversion. It
is important to note that once a milestone is sent, it will forever be recorded against this trans-
action in Insights and cannot be revoked.

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

1. To generate User Journeys.
2. As a global filter type to filter data in all Journey Analytics views.

Custom milestone compatibility

o 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
logic to send a custom milestone.

3. Click and open the rule. 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 dropdown.
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Details - CustomMilestone

Overview Styling Dependencies Rules l} .
Visibility |I1‘li§htl
Insights * Insights properties.

Insights Rule | Script Based le Edit... J

Insights Event Type L Milestone il ﬁ

Insights Segment Name

5. Click Editto implement the logic to send Custom milestones in the script based rule. This

opens a dialog as shown below.

Seript Triggering Conditions Specification

Double Click to Insert Field Reference
//For Segment events, return the value for the value for the name
Search : ‘J@EE]Q Milestone events, retu event subtype that the milesto
insightEvent paramete ntains the savent to be sant bafore
=) ;‘[:JCI.IStOI’T‘I Milestone testing '/ 1n both casss, using :e‘:u aturn undefined will not cause |
//Do not put user personal information in segment events
E ) Nuts & Bolts
0 . return "LinkediN prefill”;
2 7 Instructions GPRER THIARCT pRe
= ) WhichMilestones
[7] Which milestones?
® 7 _layoutBlock
|
] — .. o
Dependencies
Parameter Name Type Field Reference
Y One Is Selected w» | -/_layoutBlock/Cne
e —
|¥] Load field tree on open
Save Cancel

6. Under the Script tab of the dialog, put the logic to send a custom milestone in the code sec-
tion. To send a milestone, you must return a string value. Whatever string is returned 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 this as the time of application load,
select the Initialization checkbox. As another example, if you want to execute this script on
a change in parameter used in the script, make sure that parameter is listed under the Para-
meter Changes field.

Script Editor

Script Triggering Conditions Specification
Event Action

Initialization |v] Trigger rule at initialization
Parameter Changes Thbis 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.

| Save ] L Cam:elnJ

8. Save and Close the dialogs.

Examples
User Journey

In the context of User Journeys, custom milestones are markers that represent the path the users
take within the transaction. A common example of where a milestone can be used in a Com-
poser application is when an applicant prefills data using the LinkedIn prefill exchange com-
ponent. In this example, the moment the applicant clicks the Use This Profile button, a Transact
Insights milestone rule can be triggered to send the LinkedIn Prefill milestone to Journey
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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.

In this example, the script returns something like "Linkedin Prefill" which will be treated as a
LinkedIn Prefill Milestone. Also, it is important 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

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.

" 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. A common use-case is once an applicant has completed an
application, the submitted transaction will be reviewed by a review 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 com-
pleted count as 2. In most cases, you will only want to consider and analyze transactions made
by applicants. To address this issue, you can implement custom milestones to identify when a
transaction is an “Applicant Transaction” (fransactions initiated by applicants) and when a trans-
action is a “Review Transaction” (transactions initiated by reviewers/someone other than the
applicant).

The screenshot below displays a sample logic to identify and send applicant and reviewer mile-
stones from a Composer application.
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<] . Jr— |

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

below.

Script Editor

Script Triggering Conditions Specification
Event Action

Initialization |v] Trigger rule at initialization
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Best Practices - Sending Segments

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

Priority Product Best practice
Maestro Naming conventions:
. Composer « Do not use the same segment name for different
Essential .
purposes or intent.
Journey
« Make sure the segment name reflects the segment
Manager )
of users it represents.
Do not use a programming variable in the segment name para-
meter when sending it via the Maestro API.
Maestro
It is also 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 sends the segment event.
Composer
It is also 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-
Journey meter of the addSegment method of TxnUpdater.
Manager It is also recommended to avoid using a programming variable
in the segment value parameter where possible.
Maestro
Composer Always add the expected segment names and segment values
P in the Journey Analytics Segment Whitelist prior to the applic-
Journey ation going live on Journey Manager.
Manager
Maestro Identify the right place to send the segment events - discuss
Recommended whether it should be sent from a supported application or host
Composer system.

Best Practices - Sending Segments
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Journey Decide precisely when and under what circumstances the seg-
Manager ment should be sent.

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 Journey Manager

Composer environments (DEV, UAT, TEST, STAGING, PROD).
Changes to the Segment Whitelist in one environment will be
reflected in all environments.

Caution

Journey
Manager
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Send Segments from Maestro Applications

Overview

Segmentation analysis is a powerful tool that helps you to understand the behavior of specific

groups of users who share a common trait. It allows you to slice and dice Insights data to provide
more granularity and identify usability issues that may impact onboarding performance for spe-
cific 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 Journey Analytics. Segments
are custom events that can be sent via Segment APIs from a supported application or from a
groovy/fluent service on Journey Manager, to Journey Analytics. Each segment event lets Jour-

ney Analyticsknow to which segment a transaction belongs to. A transaction can only belong to

one segment or group. For instance, transactions can be grouped by gender, age or age brack-

ets, products selected, or Exchange package used to complete an application, such as LinkedIn
prefill or Mitek drivers license scan.

It is important to make sure each segment name and value sent as part of the segment event do
not contain any Pl (data that 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 mechanism has been introduced to Journey Analytics. No segments are stored in
Journey Analytics unless they have been whitelisted under Preferences > Whitelist segments
first. For more information on the Segment Whitelist, see Preferences.
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Sending Segments from

a Maestro form

Upgrade to Transact Release 18.05 Series

To send a segment from a Maestro application use the following Maestro Segment API:

Insights.segment("name of segment"”, "value");

« Maestro - From 5.1 .x.

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
data is stored in Journey Analytics unless it has been added to the Segment Whitelist first.

- Create Rule for Dropdown (Years): Year o0
Right-Click items for more options Change

BAB Hero Image

=} Befo

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

Save cancel
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For Journey Analytics to store these segment names and values they need to be added to the
Segment Whitelist as shown below.

Preferences

Segment Whitelist Entries

Segment names

match the Age
segment names

sent from

Maestro,

Composer or

Transact Manager State Discrete v ACT NSW NT QLp SA TAS vic WA v
via API or script

Discrete - 1825 26-35 36-45 46-60 60+ e Segment values
match the groups
shown in the
segmentation
charts in the User
Journey view

[ ]

Add Segment

The Segment Whitelist is shared across all Journey Manager environments (DEV, UAT,
TEST, STAGING, PROD). Changes to the Segment Whitelistin one environment will be
reflected in all environments.
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Send Segments from Journey Manager

Overview

Segmentation analysis is a powerful tool that helps you to understand the behavior of specific

groups of users who share a common trait. It allows you to dissect data to provide more gran-
ularity 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. Segments are custom events that can be
sent via Segment APIs from a supported applications or host systems to Journey Analytics. Each

transaction 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 is important to make sure each segment name and value sent as part of the segment event do
not contain any PII (data that 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 mechanism has been introduced to Journey Analytics. No segments are stored
unless they have been whitelisted under Preferences > Segment Whitelist prior to collection.

Example

Most commonly, Applications may have a review 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 bottlenecks in
the backend processing of the application, you can use Segmentation in combination with Mile-
stones.

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

« When an application moves to 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 Journey Analytics to store these segment names and values they need to be added to the
Segment Whitelist.

NOTE

The Segment Whitelist is shared across all Journey Manager environments (DEV, UAT,
TEST, STAGING, PROD). Changes to the Segment Whitelist in one environment are
reflected in all environments.
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Send Segments from Composer Applications

Segmentation analysis is a powerful tool that helps you to understand the behavior of specific

groups of users who share a common trait. It allows you to slice and dice Insights data to provide
more granularity and identify usability issues that may impact onboarding performance for spe-
cific 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 Journey Analytics. Segments
are custom events that can be sent via Segment APIs from a supported application or from a
groovy/fluent service on Journey Manager, to Journey Analytics. Each segment event lets Jour-

ney Analytics know to which segment a transaction belongs to. A transaction can only belong to
one segment or group. For instance, transactions can be grouped by gender, age or age brack-

ets, products selected, or Exchange package used to complete an application, such as LinkedIn
prefill or Mitek drivers license scan.

It is important to make sure each segment name and value sent as part of the segment event do
not contain any PII (data that 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 mechanism has been introduced to Journey Analytics. No segments are stored in
Journey Analytics unless they have been whitelisted under Preferences > Whitelist

segments first. For more information on the Segment Whitelist, see Preferences.

Segment compatibility

o 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.

2. Drag and drop the Insights Rule onto a component where you would like to implement the
logic to send a segment.

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

4. Select Script Based from the Insights Rule dropdown menu.

5. Select Segment from the Insights Event Type dropdown menu.
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6. Enter the segment name in the Insights Segment Name field.

7. Click Editto implement the logic to send a segment in the script-based rule. This opens a
dialog as shown below.

7 ¢ Datedtity
Laoar
Henty

o
5]
D
]

Phase Valus | | Rourd | | Collsborstion Sup
sum

Fiakd Import

8. Under the Script tab of the dialog, put the logic to send a segment in the code section. To
send a segment, you have to return a string value. Whatever string is returned at the end of
this script execution, that will be sent as a segment to Journey Analytics.

9. Then select the Triggering Conditions tab and select the appropriate triggering condition to
execute this script. For example, if you want to run this as the time of application load,
select the Initialization checkbox. As another example, if you want to execute this script on
a change in parameter used in the script, make sure that parameter is listed under
the Parameter Changes field.
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v @ o

Publish.. 4, Select

10. After everything is set up, Save and Close the dialogs.
11. For Journey Analytics to store these segment names and values they need to be added to

the Segment Whitelist as shown below.

Preferences

Segment Whitelist Entries

Segment names Discrete - 1825 2635 3645 46-60 60+ v 5 Segment values

match the Age

segment names e match @he groups
sent from shown in the
Maestro, segmentation
Compos:ar or i charts in the User

Transact Manager State Discrete v ACT NSW NT QLp SA TAS vic WA - Journey view
via API or script

Add Segment  Apply

The Segment Whitelist is shared across all Journey Manager environments (DEV, UAT,
TEST, STAGING, PROD). Changes to the Segment Whitelist in one environment will be
reflected in all environments.
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Milestones vs Segments

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 Journey Manager.
These custom events can be leveraged to capture analytics data to cater to a specific applic-
ation, business or market requirements, that cannot otherwise be achieved with out-of-the-box
analytics data that Journey Analytics presents. The diagram below presents the key differences
in 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.

Returning
= Cust Age: Young
ustomer Age: Mid Aged
‘ Age: Elderly

In the context of User Journeys, milestones help you understand:

- How users engage with different parts of the application.
« How long it takes for users to reach each milestone and its implication on the effort it takes

to 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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Milestones verses Segments

Upgrade to Transact Release 18.05 Series
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When to Use What?

It is important 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. Implement Segments when you
Decide from where and when a want to study behaviours of
milestone needs to be sent specific group
YES NO

. __.-_L Do you want to know
¢ .\I “when” something - t
‘ — - happens?
Returning . Age: Young

Customer Age: Mid Aged
' Age: Elderly

Milestones are useful when you want to know when, or if, a significant event happens, such as if

a ID 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. Therefore, it is important not to implement milestones, for example, to track age or
gender or other things based on user’s input. If the user changes their option, there will be mul-
tiple milestones sent for each selection, which distorts the data collected in Insights.

Note also that segment events that are implemented in a supported application or on Journey
Manager need to be added to the Segment Whitelist in Journey Analytics. For more information
on the Segment Whitelist, see Preferences. This additional step is intended to act as a deterrent
for personally identifiable information (PIl) data from being stored in the Journey Analytics data-
base.

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 Journey View and analytics report.

When to Use What? -153 -



User Administration

This information is intended for Journey Manager Administrators who have permission to edit

Spaces, Organizations, and Roles for other Journey Manager user accounts.

Journey Analytics User Roles

Two user roles are available for Journey Analytics.

User Role Definition
Transact Insights User accounts with this role have access to all analytics features and func-
User tionality of Journey Analytics.

User accounts with this role have access to all analytics features and func-

Transact Insights tionality of Journey Analytics.

Administrator They also have access to the administrative capabilities that globally affect all

users; the ability to add, edit and delete Global Filters.
Assigning Journey Analytics User Roles

To grant access to Journey Analytics, assign one of the Journey Analytics user roles to an exist-
ing Journey Manager user account.

For more information on adding the Journey Analytics user roles, see assigning roles to a User

Account. If the user is a new Journey Manager user, see creating a User Account.

NOTE

Use Journey Manager to reset your Journey Analytics password.

Organization and Space

To grant access to Journey Analytics, you also need to assign the Transact Insights space to the
user’s account in Journey Manager.

Without access to this space, login to the Insights Web Application will be unsuccessful.

The Journey Analytics user can then access all forms in the Organization(s) they have access to
in Journey Manager.
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Users are allowed to see transactional data for the Organizations that they are assigned in Jour-
ney Manager. More info on organizational access can be found in Data Privacy and Security.

Access Journey Analytics
Journey Analytics can be accessed in two ways:

« Via the Journey Manager Web Server https://<ManagerServerName>/Insights
« From the Journey Manager menu bar.

129 Journey Manager

Eﬁ:ﬂm 3 Operations - Analytics J Reporls g Security Qm ) System
fA) Avoka Exchange
m Transact Insights
A Transact Maestro

Home
Home Das

Recent Forms All Forms Completed Transac!

Form Name Org. Last Modified

Mitek Tiden Test Dan - v1 Exchange Demos 10 Oct 2018 by kwhite 0
Personal Loan Form - 2 Applicants - v1.0-develop Exchange Demos 19 Apr 2018 by kwhite 0
Personal Loan Form -1 Applicant - v1.0.1 Exchange Demos 17 Apr 2018 by kwhite 0
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Transaction Status Flow

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 without explicitly

cancelling it

| Transaction has
== = been saved by

| the user
Users |
_______________________ 4
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 1
Transaction
has been
submitted

Transactions on Journey 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 across the form or scrolling the page does not count as an inter-
action. A legitimate interaction is one where a user inputs data into the form in some

'E;faunnsc;ec:(:ions way - text input, radio button input, clicking on a checkbox, clicking the Save button,
attaching a file etc. It typically takes 24-48 hours for a transaction in Open status to
transition to Bounced status. This time will vary based on the settings configured in
Journey Manager.

Any transaction where a user interacted with the application (form) by inputting

Started some data. A started transaction is a progressive step towards completion. Started

Transactions transactions and Bounced transactions are mutually exclusive. For instance, a star-

ted transaction 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 resumes a

Saved
Transactions Saved transaction, it can move to Completed status if the user submits the form. Or it
can move to Abandoned status if the user abandons the application (form).
Any transaction that is:
In-Progress
. o Open Status
Transactions
« Started Status
« Saved Status
Completed
P , Any transaction that has been submitted to Journey Manager.
Transactions
Any transaction that has been deemed as Abandoned in Journey Manager. When a
Abandoned user leaves the application without explicitly canceling it, the transaction lives in Star-
Transactions ted status for a period defined in Journey Manager, after which it is considered as an

Abandoned transaction.

Transaction Status Flow -157 -



Data Privacy and Security

Journey Analytics Architecture

To support detailed statistical analysis of user behavior with applications, Journey Analytics col-

lects events from two sources — Journey Manager and the browser where the application is

rendered. Journey Manager sends transaction status events and applications rendered in the
browser send user interaction events. The user interaction events 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
events recorded by these analytics services. These events DO NOT include any user input data
itself and therefore Journey Analytics DOES NOT collect any Personally Identifiable Data® (PII).
The Journey 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 Journey Analytics enabled application.

The figure below describes the high-level architecture of how Journey Analytics fits into the
Temenos Journey Manager.

A

Users complete forms

!

Journey Analytics

Only user behavioral data is collected
Not PII (personally identifiable information)

Data collected Data analyzed View data

Consumer Analyzer Visualizer
module muodule

module
Design forms Deploy forms
in Journey Maestro, in Journey Manager

e I I.Events collected:

|

|

|

| Abandoned

- | = Bounced
| = Completed
I Milestones
Segments

1 Field
|

|
|
|
|
|
|
|
|
Event |
|
|
|
|
|
|
|
|
Section |

Optimization
Improve the form using the insights gained

TPersonally identifiable information (PIl) is any data that could potentially identify a specific indi-

vidual. Any information 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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Journey Analytics is built and hosted on the Google Cloud Platform (GCP) infrastructure. ltis a
fully managed service built using the GCP.

Data in Transit

Journey Analytics code runs on GCP’s App-Engine servers. This includes both the code that pro-
cesses events coming from an application and Journey Manager and the code that delivers ana-
lytics views on Journey Analytics. All communication between an application (rendered on the
browser), Journey Manager and Journey Analytics occur over secured network protocols (using
Transport Layer Security). Journey Analytics does not support non-secure communication pro-
tocols.

Authorization of incoming Events

When a user opens an application (that has Journey Analytics enabled), Journey Manager
embeds a JWT (JSON Web Token) in the header of the network response. The JWT is signed
by Journey Manager with a secret key only known to Journey Manager and the Journey Ana-
lytics backend. The application further embeds this JWT in all interaction events sent to Journey
Analytics. The JWT contains the required information for the Journey Analytics backend to; first,
Authenticate and Authorise the interaction events (behavioral data) from the applications;
second, map the events to the corresponding customer's GCP project and the associated
BigQuery dataset.

Data at Rest

Each customer’s data is isolated and stored in a separate GCP project, and each Journey Man-
ager Instance that has Journey Analytics provisioned is allocated a dedicated Dataset on
BigQuery within the customer’'s GCP project. GCP BigQuery is the same massively paralleled
query service that powers Google Analytics. Refer to https://cloud.google.com/resource-man-
ager/ 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. Itis
possible for us to 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
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Authentication and Authorization to access Journey Analytics Analytics Ul

Customer’s business teams can access their Journey Analytics analytics data through their Jour-
ney Manager server deployed on the Cloud or on-premise.

A customer’s business user must have an appropriate Journey Manager’s user account with
Journey Analytics roles to access Journey Analytics analytics data. Access to Journey Analytics
is managed by Journey Manager’s security protocols. All access controls are also managed by
Journey Manager, such as access to Organizations, Spaces, and Applications.

The Journey Manager’s security architecture supports 2FA user authentication and temporary
role assignments. After Journey Manager authenticates the user, it redirects all Journey Ana-
lytics analytics through iFrames. Communication between the user’s browser and the Journey
Analytics data visualizer happens via Journey Manager using HTTPS protocol (i.e. with TLS)
which delivers all Journey Analytics analytics data securely.

After a user is authenticated and authorized by Journey Manager, Journey Analytics provides
access to Analytics data for only those Orgs and Applications for which the user has access to.

Organizations Data Privacy
Users of Journey Analytics can only view data from the Organizations they are assigned.

Journey Analytics is designed to support single and multi-tenancy usage by leveraging Journey
Manager Organizations. Single tenant environments can be self-managed to use Organizations

to group Individual business units so they can access specific applications and the resulting
Journey Analytics data from the specified applications. In a multi-tenant environment, application
and analytics access is centrally managed on behalf of all tenants.

Strict No PIl policy

As described in the above section, Journey Analytics employs all possible mechanisms and
strategies to NOT store data relating to PII.

Personal data is effectively anything related to an individual that can be used or combined to
identify that person. Examples include Names, addresses, phone numbers, credit card, bank
and other account numbers, IP and email addresses, license plate numbers, VAT codes, pass-
ports, driver’s licenses, national identification numbers, biometric identifiers.

Journey Analytics collects three types of events:
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Transact Status events

These events include an ID to uniquely identify a transaction in Journey Analytics so that all inter-
action events can be linked to that transaction. Journey Analytics receives Transaction status
events primarily from Journey 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 events include a wide variety of user interaction data arising from user engagement with
the application. A detailed list of these events is provided in the Data stored in Journey 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 a supported application or host
system: Milestones and Segments.

Event Description

These are custom events that customers can implement to capture key events specific
to their business, context of the application and the application workflow. These can be
implemented in an application using APIs provided in Maestro or a business rule in
Composer. These events can also be sent from a service running on Journey Man-

ager.
Custom
Milestones These events only include the name of the Milestone itself and nothing more. The Cus-

tomer’s implementation team must make sure that no Pll is sent in the API's Milestone
name parameter. It is strongly recommended to not use programming variables in the
APl parameter. Instead, the best practice is to explicitly hardcode the name of the cus-
tom Milestone in the API parameter at implementation time and use conditional logic
where needed.

These are events that assist customers to capture user Segments to analyze trans-

actional data specific to a set of transactions having similar characteristics. Like custom

milestones, these can be sent from a supported application or host system. These
Custom events include a Segmentation Name and a Segmentation Value.

Segments _ ] _ _
The Customer’s implementation team must make sure that no Pll is sentin the API's

Segmentation Name and Segmentation Value parameters. It is strongly recom-
mended to not use programming variables in the segment API parameters. Instead,
the best practice is to explicitly hardcode Segmentation Name and Segmentation
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Value in the API parameter at implementation time and use conditional logic where
needed.

As an added PII deterrence measure, for Segment events, a Segment Whitelist fea-
ture has been implemented in Insights. Customers have to explicitly whitelist all Seg-
ment Names and Values that should be allowed by the Journey Analytics backend to
be stored in the Journey Analytics database. If the Journey Analytics backend receives
a Segment Name or Value that is not listed in the Segment Whitelist, the Segment
event will NOT be stored in the Journey Analytics database.

Network Rules

To support Journey Analytics, Journey Manager servers deployed on-premises must have fire-
wall rules which support outbound access to 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 Journey Analytics Ul, their machine should
be able to make outbound calls to the following URLs:

« The on-premises Journey Manager URL.
« https://dashboard-dot-transact-insights.appspot.com

In addition, for all internal users who test applications (rendering forms in the browser to gen-
erate transactional data), their machine should be able to make outbound calls to the following
URLs:

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

All trafficis REST JSON service calls over HTTPS, typically message payloads are very small
measuring a few KB at most.

Data Stored in Journey Analytics

Journey 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.

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-ups in the field. Sent as part of field completion event).
Data Length (Length of data in 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 business rule in a Composer form, or from a service running on

Manager using TxnUpdater API.

Transaction identification.
Timestamp of the event.
Milestone name.
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Segment events: These could be sent through segment APIs from a Maestro form, by
adding an Insights business rule in a Composer form, or from a service running on Man-
ager using TxnUpdater API.

« Transaction identification.
« Timestamp of the event.

« Segmentation name.

« Segmentation value.
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Known Issues and Workarounds

This topic identifies the known issues in Journey Analytics and identifies several workarounds

that can be used to address these issues.

Journey Analytics data collection issue with Journey Manager
Version 5.1.8 or earlier

Issue

Impact

Fix Avail-
ability

Workaround

When the submission object in Journey Manager is created
using SubmissionTaskService::createAnonymousSavedForm,
insightsFlag submission property is never set.

The impact of this is that Journey Manager will never send FormRequest for these
submissions to Journey Analytics. This is important as the Journey Analytics
backend uses FormRequest data to identify the appropriate BigQuery dataset
where the event data is to be stored. Without FormRequest data from Journey Man-
ager, Journey Analytics discards all events for the corresponding submission.

This issue has been fixed and available in Journey Manager 5.1.9 or any sub-
sequent releases.

The workaround is to 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 changes are committed to Journey Manager.

submission.setInsightsFlag(true)

Collaboration Jobs created via Journey SDK

Issue

Impact

Fix Avail-
ability

Workaround

Journey Manager doesn't properly indicate 'insightsEnabled' status for Col-
laboration Jobs defined by Journey SDK.

Despite indicating that 'insightsEnabled' is set to 'true’, no events are actually cap-
tured for the job's transactions.

This issue has yet to be fixed and affects any Collaboration Job created via Jour-
ney SDK.

To workaround this issue, ensure that any service-def.json for affected Col-
laboration Jobs, includes the "insightsEnabled" parameter as noted in the example
below:
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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

Collaboration Jobs chart displays disconnected steps

If data received by Journey Analytics is incomplete for a Collaboration Job ie. when
partial job step events are sent to Journey Analytics, the chart may show job steps

Issue that are disconnected from the rest of the steps. This will only become possible
when the steps are filtered to a subset that includes a step that is part of a job that's
data does not intersect with the other steps chosen. For example:
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Collab Job - Workflow - Job Controller - 1.0.0 Custom ~ 27,2022 - 27,2022 = Job Step 1, Job Step 3, Job Step 8 ~ 0K

JobStep3 & 620  Jobs JobStepd T 1 Jobs

JobStep8 & 16 Jobs

This is a very rare issue and does not affect the majority of Job transactions. When it

Impact

P occurs, the Collaboration Jobs graph can include disconnected steps.
Fix Avail- The issue is not with the Collaboration Jobs view but is a result of an issue that has
ability sent incomplete job steps to Journey Analytics.

To mitigate this rare issue, choose a broader scope of transactions to analyze. By
Workaround widening scope, outliers will be less prominent in the overall graph as the margin of
error is reduced.
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Journey Analytics FAQs

FAQs

Are the Journey Analytics

screens and the Journey

Manager Analytics
screens the same?

Are all user interactions

captured by Journey Ana-

lytics?

Can you confirm the Jour-

ney Analytics data only
shows fields that have
been interacted with?

In the Dropoff view,
what is the difference
between the Con-
version Rate and the
Completion Rate?

In the Dropoff view,
why do stats differ
between Transaction
Metrics and Section
Completion?

Is rounding used?

Journey Analytics FAQs

Answer

No, the screens in Journey Manager include all transaction whether or
not analytics has been enabled. However, Journey Analytics only
tracks transactions which are analytics enabled.

The charts therefore will not match for that reason.

No, users may have settings or extensions in their browsers that block
analytics events. For example, “Do Not Track” settings, ad blockers, or
privacy-focused extensions can prevent the collection of behavior ana-

lytics.

This is correct. Journey Analytics is a behavioral analytics tool and is
only aware of fields if it receives at least one event for a field. This
includes navigation, validation or completion, such as clicking in a field,
auto population of a field or one or more keystrokes to complete the
field.

Itis not possible with the current architecture of the application to know
anything about fields that are never actually touched by a user.

Conversion Rates are calculated based on all incoming traffic to the
form, which includes robots, search indexers and other non-user activ-
ity. Completion Rates, however, are calculated based on only the trans-
actions where users actually interacted with fields on 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 captured
for sections.

Rounding is used only to display larger numbers in a readable
manner. Rounded numbers can be identified by the k (thou-
sand), m (million) or b (billion) abbreviation. However, cal-
culations use the actual raw counts, not the rounded figures.
These can be found anywhere throughout the application
where large numbers are presented.
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Why do the Journey Ana-
lytics Dashboard Duration
statistics display as a
median value, whereas
Field Errors and Field
Help are displayed as an
average?

How long does it take for
data to flow into Journey
Analytics?

How long before a trans-
action is considered aban-
doned?

How long is historical data
available for viewing?

Why do the same seg-
ments appear in our
DEV and UAT envir-
onments?

Why are transactions

from the last 24hrs not
included in the preset
periods?

Why after logging into
Journey Analytics are
the views all blank?

Journey Analytics FAQs

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 Errors and Field Help are often a much tighter
bunch of values, so it makes sense to display them as an average. The
range of numbers of errors is typically smaller compared to the time
taken to complete a transaction.

It usually takes around 90 minutes from the time the user interacts with
the application. However, when a new form is introduced, please allow
up to 24 hours for the new form to be available in Journey Analytics
dashboards due additional processing requirements.

Typically it takes 24 hours, and is configurable in Manager.

Currently Journey Analytics data is warehoused indefinitely.

The Segment Whitelist is shared across all Journey Manager
environments (DEV, UAT, TEST, STAGING, PROD). Changes
to the Segment Whitelist in one environment will be reflected
in all environments.

The preset periods do not contain the last 24 hours. Simply
use the custom period with an end date of today.

Log out, clear your browser cache and log back into Journey
Analytics.
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