
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Phone Analytics 
Dashboard 

Dealer Guide 

Updated June 2018 

 

 

 

 

 

 

  

 

June 2018 



 

PHONE ANALYTICS DASHBOARD 

Dashboard Overview 
The Phone Analytics Dashboard provides in-depth data to assist dealers in ensuring that all calls are being 

answered and handled effectively, maximizing revenue opportunities.  

The data collected in the Phone Analytics Dashboard analyzes incoming dealer calls, identifying  areas of 

opportunity .  The dashboard also determines when a caller did not have a conversation with dealership 

personnel. This is defined as a “Failed Call”. 

There are 4 categories that define a failed call:  

1. Unanswered Calls – Calls that were not answered by the destination phone number . 

2. IVR/Voicemail Abandon - Caller reached an Interactive Voice Response (IVR) or Voicemail and hung up 

without leaving a message or speaking to an agent. 

3. Ring Transfer Abandon - The call was answered; the caller was transferred by IVR or agent but hung up 

prior to speaking to an agent. 

4. Hold Time Abandon - The caller was put on hold by the IVR or an agent and hung up before the agent 

came back on the line. 

All calls that fall into one of these categories create a dealer’s Failed Call Total.  By taking the total number of 

calls and dividing it by total Failed Calls, you will get the òFailed Call Rateó.  

Call Tracking Numbers 
The Phone Analytics Dashboard contains data collected from GM Sponsored Call Tracking Numbers (CTNs) and 

only represents 15% of total dealer calls. The remainder of calls received are those where a customer dials the 

dealer’s direct line or calls through a third -party  Call Tracking Line; these calls are not captured in the 

dashboard. 

Dealers participating in the Digital Marketing Package are provisioned GM Sponsored Call Tracking Numbers.  

Dealers will receive CTNs for Sales, Service, Business Listings, Fleet and Parts pages. Divisions and LMA's may 

provide call tracking numbers to monitor advertising campaigns and dealers can also purchase additional CTNs 

for individual marketing programs. 

Call Tracking Numbers are routed to an “Answer By” number that is determined  by the dealer.  A majority of 

the time, dealers point  their  Call Tracking Numbers to their main  local lines.  It is important to understand 

where calls are being directed to at the dealership to ensure accurate analysis. 

 

 

 

 

 

 

 

 
 

Call Is Forwarded to dealer 

designated Ring to Number 

 

Call is recorded, analyzed and 

captured in Phone Analytics 

Dashboard 

 

Customer Calls GM 

Sponsored Call Tracking 

Number 

Call Routing 



 

PHONE ANALYTICS DASHBOARD 

Lost Opportunities Dashboard  

  

Dashboard Definitions  

1. Date Range - Dates for calls displayed on the Dashboard, click the calendar icon for pre-determined date 

ranges. 

2. Failed Call Volume - Number of Failed Calls received during the selected date range. 

3. Failed Call Rate - Total Failed Calls divided by Total Calls. 

4. Failed Call Impact - Failed calls multiplied by the Failed Call Impact Revenue set in the Dashboard 

Settings. 

5. Failed Call Volume - Displays the number of Failed Calls and the Failed Call Rates for the specified date 

range.  
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PHONE ANALYTICS DASHBOARD 

Dashboard Definitions (conõt) 

 

6. Failed Calls by Day of the Week – Number of Failed Calls and the Failed Call Rate for each day of the week 

in the specified date range. 

7. Failed Calls by Hour – Number of Failed Calls and the Failed Call Rate by the time of day in the specified 

date range 

8. Failed Calls by Category – Displays the number of Failed Calls and the Failed Call Category that each 

represents. 

Filtering the Data  
All of the charts are interactive;  hovering over a data point will produce  details about the information currently 
being displayed. Clicking a data point on any of the chart will  set the data as criteria  on the Filters pane.  
 

 

It is important to click “Update” after each criteria selection; when the filter 

is applied, the keyword is displayed at the top of the box.  To clear a filter , click the 

“X” next to the key word or click “Clear All” to reset the entire filter.  In this 

example, we have selected to view call data on Tuesday. 

6 7 8 

    Pink bars represent failed call volume; the black line represents the call fail rate. 

Available Filters  
The Phone Analytics Dashboard provides a filter that will allow  you to apply 
criteria to  calls. 
 

¶ Type – Unanswered, IVR/Voicemail Abandon, Ring Transfer Abandon 

and Hold Time Abandon. 

¶ Days of Week – View data for calls received on a certain day. 

¶ Hour of Day – View data for calls received during certain hours of the 

day 

¶ Redaction – Available at future release. 

¶ Negative Sentiment – Available at future release. 

¶ Duration – Filter data by length of the call. 

¶ Agent Keywords – search for keywords spoken by the agent such as 

“appointment”. 

¶ Caller Key Words – search for keywords spoken by the customer such as 

“Silverado Lease”. 

¶ Department – Select between sales, service or unknown calls. 

 

Failed Call Rate 

Failed Call Count 

https://speech.marchex.io/ui-analytics-docs/lost-opps/filters-lost-opps.htm


 

PHONE ANALYTICS DASHBOARD 

Filtering the Data (continued)  
Calls can be filtered by clicking on a data point; notice the filter pane  updates when a selection is made.  Click 
Update to filter the dashboard by these criteria.  To remove all filters, simply click Clear All. 

Filtering Cadillac Specific Calls for Multi-Line Dealers 
Accounts are built at the dealer BAC level in the Phone Analytics dashboard, therefore multi-line dealers with a 
separate Cadillac website will have calls from their Cadillac site and their Chevrolet, Buick or GMC site in one 
account if they share a BAC. To view Cadillac specific calls in your account:  
 

1. Click on the “District” drop down in the data table and select “Media Source” 
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2. Select “Cadillac” in the data table. The Filter box will populate with “Cadillac”. Select “Update”. You will 

now be viewing calls specifically from your Cadillac Dealer website.  

 
Call Log 

The Call Log contains detailed information about every incoming call for the specified date range.  

 

 

 

 

 

 

 

 

 

 

 

1. Displays standard date ranges that you can select; by default , calls for the previous 30 days are displayed 

in the Call Log. 

2. Click to enable filter pane. 
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PHONE ANALYTICS DASHBOARD 

Call Log (continued)  

7. Time stamp of call; the date and time the call occurred. 

8. Caller name and phone number when applicable. 

9. Inbound Number  – GM Sponsored Call Tracking Number the customer called. 

10. Answered by Number – The Ring To number at the dealership that answered the call. 

11. Campaign – Marketing campaign the CTN was generated for. 

12. Call Start time, Call End time and total duration of call. 

Call DNAÊ 
Call DNA™ analyzes the patterns in conversations to display a visual map of each phone call and classifies the 

outcome of the phone call without requiring you to play the call recording. 
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3 3. Search – Several types of search criteria can be 

applied to calls: vehicle name, customer phone 

number and keywords such as “appointment”. 

4. By default, calls are sorted by date and time with 

the most recent calls at the beginning of the list.  

Click on “Date” to reverse the sort order so the 

oldest calls in the specified date range appear at 

the beginning of the Call list. 

5. Call Information such as customer phone number, 

campaign associated with CTN. 

6. Call Category and Duration of Call. 
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PHONE ANALYTICS DASHBOARD 

Call DNAÊ (continued)  
Details about a call will be available in the call log shortly after the call has ended.  Call DNA™ processing takes 
additional time  and will be available within 35 minutes after a call has ended. 
 
Use the Call DNA™ media player to play, pause, and resume listening to call recordings. Even if you do not have 

call recording enabled, the Call DNA™ visualization of the conversation and the metrics will still be  displayed. 

 

1. Click to play current call. 

2. DNA strip breaks down individual sections of each call received. 

3. Call Details 

a. Call Department Category – assigned department based on Speech Analytics. 

b. Call Fail Category – category the call was assigned 

c. Rings – total number of rings that occurred on the c all. 

d. Agent time – total time in seconds that the agent or IVR spoke. 

e. Caller time – total time in seconds that the customer spoke. 

4. Export Call - Download call recording for future listening.  
 

Updating Call Classifications in the Call DNAÊ 
All calls that come through the GM Sponsored CTN’s are transcribed using artificial intelligence and modeling 

techniques. These models are based on patterns, tones, keywords and sounds to determine call quality and 

outcomes. It is possible for the system to incorrectly classify a call as failed when successful and vice versa. If 

you find a call that was misclassified in the system, you can suggest a change to the correct the call department 

or classification category and submit it for review.  Calls submitted for review will be sent to Marchex, initiating 

a human listening process to determine an outcome. The result of the verification process will be displayed next 

to the  Call DNA™ Outcome designation, and call data will be updated if applicable. To suggest a change to the 

call department or classification, follow the steps below:  
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1. Select the pencil icon on the department or call classification in the Call DNA™ box  

2. A dialog box will appear to select a change. Click “Save Settings” when you select your suggestion. 

 

3. The Call DNA™ will be updated to reflect that an amendment was proposed.  

 

Calls submitted for review will be sent to Marchex, initiating a human listening process to determine an 

outcome. The result of the verification process will be displayed next to the Call DNA™ Outcome designation.   
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If a suggestion is accepted, reporting data will be updated to reflect the verified change in the call log and 

within the Lost Opportunities dashboard, in cluding call fail rate if applicable. If a suggestion is rejected, the Call 

DNA™ will be labeled as “rejected” and no changes will be made to reporting data.  

 

 

 
Complete Call Log 
The Phone Analytics Dashboard allows you to view all calls that were captured through the GM Sponsored Call 

Tracking Lines, not just failed calls.  To view the Call Log for all calls, simply click on the “Call Log” link on the 

main dashboard page. 

 

 

 

 

 

 

 

Should you have any questions not covered in this User Guide, please refer to the “Help” section located at the 

bottom of the dashboard.  

 

 
 

 



 

PHONE ANALYTICS DASHBOARD 

FAQs 
 

What percentage of  dealer calls are tracked in the Phone Analytics Dashboard? 
The Phone Analytics Dashboard contains data collected from GM Sponsored Call Tracking Numbers (CTNs) and 

only represents 15% of total dealer calls. The remainder of calls received are those where a customer dials the 

dealer’s direct line or calls through a third -party Call Tracking Number; these calls are not captured in the 

dashboard. 

How are Call Tracking Numbers assigned? 
Dealers participating in the Digital Marketing Package are provisioned GM Sponsored Call Tracking Numbers.  

Dealers will receive CTNs for Sales, Service, Fleet, Parts pages and Business Listings. Divisions and LMA's may 

provide call tracking numbers to monitor advertising campaigns, dealers can also purchase additional CTNs for 

individual marketing programs. 

Why are Call Tracking Numbers (CTNs) important?  
CTNs allow  for calls to be recorded, analyzed and dispositioned in the Phone Analytics Dashboard.  The 
dashboard categorizes and labels calls accordingly, providing quick and useful insights for improving 
performance. 

How is the òAnswer Byó number determined? 
Call Tracking Numbers are routed to an “Answer By” number that was established by the dealer.  A majority of 

the time, dealers point  their  Call Tracking Numbers to their main local lines. If you have questions regarding 

your Answer By numbers or would like to change your Answer By numbers, contact your ProCare Advocate at 

877-333-3138. 

How can I tell what number is associated with a particular Call Tracking Number? 
The “Answer By” number can be viewed by campain in the Call Details of the Call Log. 
 
 
 
 
 
 
 
 
 
 
 
 

There is an òAnswer Byó number that I do not recognize , how does this happen? 
Many dealers will contract with Third Party Call Tracking vendors to analyze and track calls on their behalf.  In 
order to obtain access to phone calls, vendors will have the dealers “Answer By” number changed to one of their 
call tracking numbers.  At times, the relationship between the dealer and vendor is terminated and the “Answer 
By” number is not changed back to a valid number.  Dealers may also have an invalid line at the store associated 
with the Call Tracking number. 

How do I change the òAnswer byó number or the òRing to Numberó associated with my Call Tracking 
Numbers? 
CDK Tech Support is on point to assist in changing Answer By numbers. They can be reached at 877-333-3138. 
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FAQs (conõt) 
 

How quickly are calls captured and recorded?  
Details about a call will be available in the Call Log shortly after the call has ended; the Call DNA visualization is 
available within 35 minutes of the call ending. 

My dealership has multiple BACs, can I view call data for all my stores on one screen? 
Due to Single Sign On protocol , dealers will not be able to view multiple accounts on one screen.  Each BAC will 
have its own dashboard and view. 

I have multiple brands under one BAC, will they be broken out individually  in the dashboard? 
Yes. Select the drop down in the bottom data table on the Lost Opportunities dashboard and select “Media 
Source”. It will break out Cadillac calls from the standalone Cadillac website from your Chevrolet, Buick and 
GMC website calls.  

Can I filter calls by department to view  only Sales or Service calls? 
Yes, calls can be filtered by Sales or Service by clicking on the “Department” category located in the Filter dialog 
box.  Be sure to click “Update” after making any selections from the filter.   

 

 

 

 

 

 

 

 
 
How are the Call Categories of Sales, Service and Unknown determined? 
The Sales versus Service classification is built using a machine learning model which tracks, records, and 
transcribes all calls using Speech Analytics. This model was trained on thousands of calls that were accurately 
hand labeled by humans.  Every new incoming call is checked against the model and a prediction of Sales or 
Service is made along with a confidence value.   Calls that are too short or do not contain enough information to 
make a determination are not evaluated and marked as “Unknown”. 

Can I sort the data to show calls by certain times and days? 
Yes, from  the filter dialog box you are able to select “Day of Week” and “Hour of Day” to help further refine 
your search criteria. Be sure to click “Update” after making any selections from the filter.   

 
 
 
 
 
 
 
 
 



 

PHONE ANALYTICS DASHBOARD 

FAQs (conõt) 
 

I set the Hours of Day filter from 9  am ð 6 pm but my Call Log is showing phone calls received after 6 pm. Why 
is this? 
To view calls received from 9 am to 6 pm, the filter  criteria  needs to be set to 9 am to 5 pm.  Setting the filter to 
end at 6 pm will yield  calls received from 6:00 pm to 6:59 pm. 

Can I see all my calls, not just those classified as òfailedó? 
Dealers can view all calls recorded and analyzed through CTNs by clicking on the Call Log dashboard from the 
main screen.  Verify that criteria  is not present in Filter dialog box before proceeding to the Call Log. 

I noticed that a customer called back after a òfailed calló and had a conversation with an agent; does the initial 
call count as part of my Failed Call volume? 
Yes, all calls that meet one of the four Failed Call categories will be labeled as a failed call and counted towards 
the total Failed Call volume. 

If a customer leaves a voicemail is that considered a failed call? 
No, voicemail messages do not count toward Failed Call totals. 

Are outbound calls included in the  Phone Analytics Dashboard? 
The Phone Analytics Dashboard only records and analyzes inbound calls received through  GM Sponsored Call 
Tracking Numbers.  

Does the Dashboard filter out SPAM and Robo Calls? 
The dashboard does filter out SPAM and Robo Calls however, source numbers are constantly changing and can 
potentia lly be over looked.  CDK Tech Support can assist in blocking specific numbers or issuing new CTNs. 

Who can assist in evaluating my data?  

The GM Field team and Digital District Managers are trained to assist with  general inquires and evaluation of 

phone call data. Chevrolet dealers can also work with their Business Development Manager to assess calls and 

provide action items in alignment with best practices.  

How do I change Failed Call Impact/Revenue Impact?  
Revenue Impact calculation should be determined by each individual dealer, updates can be made to this 
formula by clicking the “gear” icon to the right of the Failed Call Impact section. Additional information on how 
to calculate this can be found on the BDC Support App in Global Connect. 

Can I download calls from the new dashboard?  
Yes, individual calls can be exported from the Call Log File. 

Why shouldnõt I cancel CTNs? 
Cancelling a CTN means a dealership loses the ability to track calls from the channel or campaign source. 
Dealers who cancel or remove CTNs see a decrease in phone call analytics, resulting in a loss of valuable data 
that can be used to help gauge the effectiveness of their online marketing efforts, operational efficiencies and 
overall customer experience.  
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FAQs (conõt) 
 

Should I use the same CTN for offsite marketing? 
It is recommended to use unique CTNs for various channels and campaigns making it easier to track accurate 
distribution. By having different CTNs for your offsite marketing (i.e. print ads, radio spot, promotional 
materials, etc.), you can evaluate the effectiveness of the channel performance and spend against other 
marketing efforts.  

Why do I have a high fail rate when my dealership is closed? 
Many dealers will see failed call rates increase outside of business hours.  REMEMBER: The rate is a ratio based 
on the total calls delivered. For example, if you received 2 total calls after hours that went unanswered, you will 
see a failed call rate of 100%.  While this is alarming at first -glance, it is important to consider wit hin the 
perspective of total volume.  If the VOLUME is meaningful, it should be cause to investigate further for possible 
SPAM.  

Can the colors on the Lost Opportunities Dashboard be changed? 
The dashboard color cannot be changed at this time however;  we are working to make updates on a future 
release. 

How do I access the new Phone Analytics dashboard? 
The dashboard can be found on Global Connect in the App Center under “Phone Analytics Dashboard”. Only 
certain roles in the dealership will have access to the system, unless otherwise approved by the Dealer or 
General Manager. If you have trouble accessing the dashboard, contact CDK Tech Support and provide your 
name, dealership name, BAC, your role within the dealership and your primary email address associated with 
your Global Connect account.   
 
Who do I call for technical issues?  
CDK Tech Support is available to answer basic systems questions and can escalate issues as needed. 

I clicked on the òHigh Intentó Dashboard but no data was displayed, why is that? 
Currently, the Lost Opportunities Dashboard and Transcription Search are the only sections available; the other 
dashboards (High Intent, Agent Script Tracking) will be available at a future date.  The Lost Opportunities 
Dashboard is where the most impact can be made and therefore, was the first to be released.  

How should I start to analyze my data on the Phone Analytics Dashboard? 
Below are our Top 5 recommendations for reviewing and analyzing data in the Phone Analytics Dashboard: 

1. Verify that all “Answered By numbers” are being routed to the correct number at the dealership.   
2. Review the Failed Call categories to understand what categories are failing the most.   
3. Review Day of Week and Time of Day for spikes to see if there is an opportunity to improve call handling 

at peak times, times currently unstaffed or times with reduced coverage.   
4. Look at the call experience from the customer perspective:  

a. What numbers are listed on your Yelp and Google Places page(s)?  
b. When you call the number(s) do they connect to the right place in the store? 
c. Do you have the correct hours of operations on your business listings?  

5. Review the numbers listed on the dealer website.  If multiple numbers are listed, are they labeled 
correctly and do they route to a location that matches the label?  If the calls all go to a receptionist, 
consider adjusting your website to show just one number. 


