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TrackPulse Call-Routing

Presented by Katie Lingle

Date: Wednesday, February 4th, 2025

Time: 9:00 AM to 10:30 AM Central

Location: Ballroom C/D

Session Highlight - TrackPulse Call-Routing
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● Good report for getting started and understanding high level KPIs
● Broadest view across the business focused on Pulse

The Executive Summary does not tie 1:1 to single reports in Track, but we’ll 
look at specific reports that you can use to drill down for further analysis 
starting from the Executive Summary

Themes:
● Booking Data
● Call Center Volume KPIs
● Campaigns
● Agent Performance
● Leads

On the next few slides, we’ll look the data that’s available in the Executive 
Summary Report - thanks to Emerald Isle Realty for allowing us to use their 
report as an example. 

Executive Summary Overview

https://drive.google.com/file/d/14oAswJCP981T_BdadyB6ZFOD3N8ib6gK/view?usp=drive_link
https://drive.google.com/file/d/14oAswJCP981T_BdadyB6ZFOD3N8ib6gK/view?usp=drive_link
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Historical and Future Bookings
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Call Center KPIs
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Campaigns, Agent KPIs, Closed Leads
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Push/Roll-Up Report

● Helpful snapshot of your day-over-day call center KPI metrics
● Includes Year to Date, Month to Date, and Last 7 Days metrics
● Includes a breakdown of call dispositions during the time period

Similar to the Executive Summary, this is an unfiltered, broad snapshot, but is a helpful automated resource to get started 
with reporting



© 2025 | TravelNet Solutions, LLC | PRIVATE AND CONFIDENTIAL

Reporting Deep Dive
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One of the first metrics customers tend to look at is call abandonment: 

“What is the percentage of calls that entered a call queue, but were not 
answered by an agent?”

Most customers invest heavily in marketing to generate phone calls, and it’s 
important to ensure that marketing investment is not wasted!

We recommend targeting an abandonment rate of less than 10%. To 
measure your abandonment rate, we find it easiest to use the Average Speed 
to Answer report for a date range and, optionally, a queue or queue group. 

Average Speed to Answer - How effectively is my team answering calls? Drill 
down further to identify scheduling issues:
● By Day of Week
● By Hour of Day

Let’s take a look at a live example of Call Abandonment here.

Call Abandonment

https://emeraldislerealty.trackhs.com/reports/pulse-speed-to-answer/?start=2024-09-01&end=2024-09-30&time_period=weekly&queue%5B%5D=1&queue%5B%5D=2&execute=1
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Call Abandonment - Drill Down
If you are trying to diagnose or correct high abandonment, you can investigate further using a handful of additional reports:

The Agent Call Diagram report will help you understand, “Are agents answering the calls that are offered to them?”

The Agent Productivity report will help you understand, “Are my agents available enough to take calls presented to them?” 
Note: Make sure your agent status warning/urgent thresholds are configured to help agents manage their availability.

The Agent Conversation Productivity report will give you a better sense of how long agents are spending in conversation 
and/or wrap-up after a call.

You can also use the Queue Abandonment Report, which will show you how long clients are willing to wait in a queue. This 
helps you understand if you need to extend out your max wait time so that calls are not going to failover giving you the 
opportunity to grab more calls. 

If your agents are answering most of the calls assigned, and the calls are appropriate length… you may need to add staff.

https://emeraldislerealty.trackhs.com/reports/pulse-agent-call-diagram/?start=2024-09-01&end=2024-09-30&direction=inbound&agent%5B%5D=18&agent%5B%5D=29&agent%5B%5D=20&agent%5B%5D=349&agent%5B%5D=24&agent%5B%5D=350&agent%5B%5D=19&agent%5B%5D=278&agent%5B%5D=169&agent%5B%5D=131&agent%5B%5D=13&agent%5B%5D=25&execute=1
https://emeraldislerealty.trackhs.com/reports/pulse-agent-productivity/?start=2024-09-01&end=2024-09-30&view=1&teams%5B%5D=4&execute=1
https://emeraldislerealty.trackhs.com/reports/pulse-agent-conversation-productivity/?start=2024-09-01&end=2024-09-30&type=&direction=inbound&teams%5B%5D=4&execute=1
https://emeraldislerealty.trackhs.com/reports/pulse-abandoned-calls/?start=2024-09-01&end=2024-09-30&group%5B%5D=1&execute=1
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The next metric we’ll review is the Res|Lead Rate.

“What percentage of calls handled by my agents are dispositioned as a reservation or lead call?”

In general, any call where dates, rates, availability, or unit information is discussed should be considered a Res|Lead Call.

We recommend an inbound Res|Lead Rate of 35% or more. To measure your inbound Res|Lead Rate, we recommend the 
Call Conversions Report, filtered to inbound calls. When measuring your Res|Lead Rate, look for a consistent rate across 
agents. A realistic and stable Res|Lead Rate is important to ensure your conversion rate can be accurately measured. If 
your conversion rate is 90%, but your Res|Lead Rate is 3%, your conversion rate isn’t actually 90%.

Let’s review a live example of the Call Conversions Report to review the Res|Lead Rate here.

Understanding Res|Lead Rate

https://emeraldislerealty.trackhs.com/reports/pulse-call-conversion/?start=2024-09-01&end=2024-09-30&direction=inbound&queue=&teams%5B%5D=4&execute=1
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If your Res|Lead Rate is very low, this is a good opportunity to review how your calls are being dispositioned. To do this, run 
the Agent Conversation Results report. If the majority of your calls are being dispositioned as non-lead calls, you can audit 
those calls to determine if they should actually be dispositioned as a lead call. 

We recommend auditing 10 calls per week for new agents, and 3 calls per week for tenured agents.

Auditing/Adjusting Your Res|Lead Rate

https://emeraldislerealty.trackhs.com/reports/pulse-agent-call-results/?start=2024-09-01&end=2024-09-30&type=&direction=inbound&call_result=&execute=1


© 2025 | TravelNet Solutions, LLC | PRIVATE AND CONFIDENTIAL

The next metric we’ll review is perhaps one of the most important - your Inbound Call Conversion Rate.

“What percentage of inbound Res|Lead calls were booked during that call?”

Your inbound call conversion rate is one of the key call center metrics for Pulse, as it directly ties to sales revenue.

Inbound conversion rate should be realistic. 100% conversion rate would indicate an agent’s calls are not being marked 
appropriately. We recommend targeting a conversion rate of 30%.

To measure your inbound call conversion rate, use the same Call Conversions Report as the Res|Lead Rate, filtered to 
inbound calls.

Let’s review a live example of the Call Conversions Report here.

Understanding Inbound Call Conversion Rate

https://emeraldislerealty.trackhs.com/reports/pulse-call-conversion/?start=2024-09-01&end=2024-09-30&direction=inbound&queue=&teams%5B%5D=4&execute=1
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Improving Inbound Call Conversion Rate
The best way to improve an agent’s conversion rate is via Call Scoring. For a thorough guide on call scoring, see the 
following Help Center article: How To Score Agent Calls

We recommend scoring 2 calls per week per agent based on your company scoring template. Some best practice 
recommendations for scoring criteria includes:
● Use a standard greeting
● “Does your smile shine through?” 🌞
● Use the caller’s name
● “Did you lead with the experience before quoting price?”
● Ask for the sale
● If not booked, did you get permission to follow up?

Additional sales strategies include:
● Overcome sales objections
● Consider strategies like comp/commissions, promo codes, other incentives to drive conversion
● Create urgency/scarcity

https://support.trackhs.com/hc/en-us/articles/5889138083227-How-to-Score-Agent-Calls
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Next is Outbound Call Conversion Rate.

“What percentage of outbound Res|Lead calls were booked during that call?”

Outbound call conversion rate is again a key metric of sales output, but it depends heavily on the market, guest 
demographics, and other factors. For instance, when inbound conversion is very high, outbound conversion may be low, 
and vice versa.

Due to the these factors, we don’t publish an industry standard outbound conversion benchmark. We do recommend that a 
customer clearly define their outbound strategy, however, as it’s one of the key strengths of Track Pulse and lead 
management.

A customer can measure their Outbound Call Conversion and Sales via a handful of reports, including:
● Call Conversions Report, filtered to Outbound calls
● Agent Booked Revenue
● Agent Call Diagram, filtered to Outbound calls

Understanding Outbound Call Conversion

https://emeraldislerealty.trackhs.com/reports/pulse-call-conversion/?start=2024-09-01&end=2024-09-30&direction=outbound-api&queue=&teams%5B%5D=4&execute=1
https://emeraldislerealty.trackhs.com/reports/pulse-agent-booked-revenue/?start=2024-09-01&end=2024-09-30&source=close_source&execute=1
https://emeraldislerealty.trackhs.com/reports/pulse-agent-call-diagram/?start=2024-09-01&end=2024-09-30&direction=outbound&execute=1
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Additional Reports
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Track’s Lead Management allows a customer to incorporate leads from other source types besides phone calls, including 
email, chat, voicemail, and manually entered leads. You can use the following reports to better understand your overall lead 
performance:

Lead Conversions Report
The Lead Conversions report shows all leads created during a date range, with the status (open, won or lost), revenue and 
conversion rate by agent.

Calls/Leads Lost
The Calls/Leads Lost report will provide a summary of the number of calls and/or leads lost by Closed Lost Reason during 
a particular time period. This report will help identify common objections that could be overcome through changes in price, 
stay restrictions, or coaching via sales.

Auto Close Report
Track can automatically close leads either based on the arrival date passing, or due to inactivity. The Auto Close Report will 
help you quickly identify leads that were closed due to Auto Close rules and determine if the agent should reopen the lead 
and follow up.

This is a good opportunity to also review your Auto Close Rules to ensure they are set as desired.

Lead Reporting

https://emeraldislerealty.trackhs.com/reports/pulse-lead-conversion/?start=2024-09-01&end=2024-09-30&campaign=&one_conversation_close=0&execute=1
https://emeraldislerealty.trackhs.com/reports/pulse-loss-count/?start=2024-09-01&end=2024-09-30&agent%5B%5D=465&agent%5B%5D=468&agent%5B%5D=18&agent%5B%5D=29&agent%5B%5D=20&agent%5B%5D=24&agent%5B%5D=409&agent%5B%5D=350&agent%5B%5D=19&agent%5B%5D=131&agent%5B%5D=13&execute=1
https://emeraldislerealty.trackhs.com/reports/crm-lead-auto-close/?start=2024-09-01&end=2024-09-30&arrival_start=&arrival_end=&execute=1
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A campaign is how Track attributes various activities and statistics to a marketing source, allowing a property manager to 
gauge the effectiveness of their marketing efforts, such as calls, bookings, or revenue associated.

Campaigns can be associated with calls, leads, reservations, and sales, and allow a property manager to gauge the 
effectiveness of their marketing efforts, such as calls, bookings, or revenue associated with that campaign. 

The following reports can be used to help understand marketing performance by campaign:

PMS:
● Source of Call Summary - By Campaign
● Source of Call - By Campaign

Pulse:
● Campaign Revenue
● Campaign Statistics
● Campaign Summary
● Marketing Demand

To learn more about campaigns, follow us to our next presentation Campaign Management with Track!

Campaign Results
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The Geo Marketing Report is useful to understand where your 
guests are coming from so that you can adjust any 
geo-targeted marketing, if necessary.

This report also allows a couple of additional functions, 
including:
● Review “Region” for any corrections that need to be 

made for consistency purposes
● Drill down by US state to better understand city-level 

booking patterns within each state

Let’s review a live example of the Geo Marketing Report here.

Geo Marketing Report

https://emeraldislerealty.trackhs.com/reports/pulse-geo-marketing/?start=2024-09-01&end=2024-09-30&view=2&country%5B%5D=US&execute=1
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We appreciate you joining us for today’s review of Track 
Pulse reports and KPIs. We hope you’ve found this 
session to be insightful.

Please let us know if you would like a copy of the 
Frequent Reports & KPIs guide, which goes into even 
more detail about each KPI, industry standards, and 
troubleshooting methods.

Thank You




