
  
 

 
 

Creating a New Custom Report 
 

1. Navigate to the helpdesk website, click on the Reports tab. 

 

2. To create a new customized report, click on New Report. Once you create an 
initial report it will be easier to modify that report, then re-save it for future 
reports that are made. 

 

3. From here, you can select the type of report you wish to build. You will see a 
list of file folders, click on the + beside the folder to reveal the report types.  
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4. The most common report type will be Incidents. Incidents can be found by (a) 
typing incidents in the search field or (b) by selecting it from the Other 
Reports folder. Once you have made your selection (c) click Create. 

 

5. Using a filter is optional. To add a filter field, click Add. You can choose to 
specify a date in the date field or leave the dates blank. 

 

 



  
 

 
 

6. Next you will choose which filter you would like to use. Filter usage is optional. 
In this example we are using Incident: Owner Name as a filter and CTL as an 
identifier. You can use equals or contains. Equals will provide only the tickets 
with the exact name specified. Contains will provide any variation of the name 
that includes it. For example, if you choose equals it will provide results for all 
of the incidents of CTL. If you choose contains, you will get tickets that have 
CTL and ITS-CTL. Once your choices have been made click OK to save your 
filter choice.  

 

7. If you want to edit that filter again, hover your mouse over the filter. In this 
case Owner Name contains “CTL” to edit that filter. At this point you can 
either edit the filter or remove the filter. 

 



  
 

 
 

8. Next, click Save As to save your report.  

 
9. When saving, make sure that you save the report in My Personal Custom 

Reports. If you do not save the report here, other people logging into the 
system may have the ability to view your report. To ensure your report remains 
private, make sure it is saved here. 

 

  



  
 

 
 

10. You will want to add identifying columns to include in your report. In this case I 
am going to use Staff, Status, and Department for this report. To add more 
fields to the report, drag and drop them. You can also drag the columns in the 
position you would like them to appear. 

 

When dragging the filter over, drag into the area of the column header. The space 
turns blue and you will see a green check mark beside the filter. 

 



  
 

 
 

11. Once you have the fields that you want, click Run Report.  

 
12. Once you have run the report you can now click customize to edit the report 

fields or export the details of the report into an Excel or csv file format. The 
initial report will only make 20 incidents appear; once you run your report 
more incidents will appear. Save then Close. Once the report has been created 
you can also use the report to create a dashboard graphic using information 
contained within the report. Next we will be creating a dashboard from this 
report.  

Note: only the first 2000 results will be displayed. To view more than 2000 you will have 
to export the report results. 

 

Note: this is what the results look like if you hide the details. 
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