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Outdated reports are holding you back
- Here's how to find the dashboard
that truly boosts your team

Running a contact center today is no easy task. Customers expect instant
answers, employees need to stay motivated, and at the same time, you have
to keep a close eye on performance numbers. Yet far too many leaders are
still stuck with outdated reports, spreadsheets, and systems that don't
communicate with each other.

The result? Old data, slow decisions, and a team that never gets the full
picture.

It's time to work smarter. You need a dashboard that gives you a live overview,
SO you can take action as things happen, not the day after. A dashboard
that brings all your systems together in one place, so you and the rest of the
organization are looking at the same truth. And a dashboard that doesn't
just display numbers, but also motivates employees through clear goals,
instant notifications, and gamification.

There are plenty of dashboards on the market. But how can you be sure
you're choosing the right one?

It starts with asking the right questions.

That's why we've put together 10 key questions and a practical checklist with
tick boxes to help you evaluate your options.

Whether you're managing a busy contact center or a customer service
department, this guide will help you find a solution that not only looks great,
but actually makes a real difference for you, your team, and your customers.



Which KPIs can |
0] visualize in the
dashboard?

The KPIs you choose to track have a major impact on both your
overall overview and your employees’ motivation. If the dashboard
cannot display the KPIs that truly matter in practice, it quickly
becomes nothing more than a nice-looking screen with little real value.

In a contact center, this could include response times, customer satisfaction,
revenue per agent, or the number of resolved inquiries. Many leaders find
that they have plenty of data, yet still lack insights they can actually act on.
That is why a dashboard should be customizable, allowing you to focus on
the KPIs that drive your results, instead of being distracted by unnecessary
noise.

What should I look for?

: Can | choose and customize my own KPIs?

: Is it possible to combine data across different systems?
: Is it easy to add or adjust KPIs as needs change?

(] Do | get both high-level insights and detailed views on

—— the same platform?



Can the system be
02 used across departments
and locations?

A great dashboard brings the entire organization together. When all
teams work in the same solution, you gain one unified view across
departments, offices, or even countries.

Many contact centers struggle with different departments using their own
reports or systems, which often means the numbers rarely match. This
leads to duplicated work, confusion, and ongoing discussions about who
is “right.” With a shared dashboard, you can compare performance, create
transparency, and ensure everyone is looking at the same truth, no matter
where they are based.

What should I look for?

)

Can dashboards be shared across teams and countries?

Is there flexibility to display different goals for different
—— departments?

Is it easy to keep everyone updated with the same numbers?



0 3 Is the dashboard

user friendly?

A dashboard should make your work easier, not harder. If you have
to spend hours building charts or rely on a developer just to adjust
a view, you will quickly lose the motivation to use it.

User friendliness means you can create and customize dashboards yourself
without technical knowledge. It should be simple to find the KPIs that matter,
and easy for employees to understand the results in the middle of a busy
workday. When the system feels natural to use, it becomes a true part of
your daily routines rather than just another tool that drains time and energy.

What should I look for?

Is the setup intuitive, without the need for developers?
Can | easily customize the layout and content?
Can employees quickly learn to use it in their everyday work?



Are onboarding,

04 guidance and support
included?

Even the most advanced dashboard is useless if no one knows how
to use it. Without proper onboarding, you risk the system never
becoming part of your daily operations, and employees may not
understand why it matters in the first place.

In a contact center, everything moves fast, and you do not have time to
struggle with setup or technical issues. That is why a clear onboarding plan
should be included, helping your team get started quickly, providing training
for both leaders and employees, and ensuring you always have access to
support when needed. This is what makes the difference between a system
that gathers dust and a tool that becomes an essential part of everyday work.

What should | look for?

Is there a structured onboarding process to help us get
started quickly?

Is support available through multiple channels (phone, email, chat)?
Can we get guidance on best practices and KPI selection?

Is there an FAQ and an online help center with guides?

Is ongoing support available whenever | need assistance?



Is the system web-
0 5 based and accessible

across devices?

You should be able to track your results whether you are in the office,
working from home, or on the go. A dashboard that only works on a
desktop computer belongs in the past.

In a contact center, itis a huge advantage to display live results on large screens
so the entire team can stay updated, while you as a leader can keep an eye
on performance directly from your mobile phone. A web-based system that
runs in the browser offers freedom and flexibility, ensuring you always have
access to the same up to date data, no matter where you log in from.

What should | look for?

Can | access dashboards on mobile, desktop, and large screens?

Can | display live data on big screens in the contact center?

Is the data securely stored in the cloud with backup?

Is the user experience consistent across devices?



06 s the data updated live?

Old data leads to old decisions, and that is not very useful in a
contact center. When you need to act fast, you have to know what is
happening right now, not what happened yesterday. If a dashboard
only updates once a day, or even once every thirty minutes, you will
not spot problems until they have already cost you customers or
revenue. That is both frustrating and expensive.

With live data, you gain a complete real time overview. You can instantly
see when waiting times increase, call activity drops, or customer satisfaction
declines, and take action immediately. Instead of reacting to yesterday's
mistakes, you can make decisions in the moment, while they still make a
difference. This creates more confidence, more control, and better results
for both you and your team.

What should I look for?

Are the numbers updated live, directly from my systems?

Do I receive notifications when KPIs deviate from normal
——  performance?

Can | store historical data and track how results change
over time?




07 How is our data
handled?

Data is not just numbers. It includes information about both customers
and employees, and you need to be completely confident that it is
handled correctly. If data security is weak, it can cost you both fines
and your customers’ trust.

A strong dashboard protects your data at every step. It is encrypted, stored
securely, and only shared with the right people. When you know the security
is in place, you can focus on leading your team without having constant
concerns in the back of your mind.

What should I look for?

Is the system fully GDPR compliant?
Do I have control over who has access?
Is there security documentation available, such as

——  ISO certifications?
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Can the dashboard
08 integrate with all my
data sources?

A dashboard is only as good as the data it can pull in. If you still
have to manually collect numbers in spreadsheets, you lose time,
energy, and visibility, and the risk of errors increases. And let’s be
honest, most leaders do not need yet another Excel file to manage.

In a contact center, you often work with many different systems: dialers,
CRM, ERP, HR, and customer service tools. Without integrations, you only see
fragments of the full picture. With the right integrations, you get one unified
view of performance and can act quickly based on the data that truly matters.

What should I look for?

Does the dashboard support the systems | already use?
Can it connect with dialers, CRM, and customer service tools?

Does the solution offer APl access?

Is it possible to expand with additional integrations later on?
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Does the dashboard
09 include gamification

features?

Motivation is not just about showing cold numbers, it is about how
those numbers are brought to life. When results are presented
through games, competitions, leaderboards, or points, it becomes far
more fun and engaging for employees to give their best.

In a contact center, where the pace is always high, gamification can truly make
the difference between a team that simply “does the job” and a team that
feels energized and driven. It creates excitement on the floor, builds a healthy
competitive spirit, and turns reaching goals into a shared experience. Suddenly,
it is not only about handling the next call, but about winning together and cele-
brating achievements.

What should I look for?

N

Can | set up leaderboards that show performance live?
Does the system support points, badges, or other rewards?

Can | create competitions across teams and campaigns?

Are the gamification features flexible, so | can adjust
—— rules and goals?
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10 Can the solution scale
with us?

A dashboard should not only work today. It should also be able to
grow with you as you add more employees, track new KPIs, or even
expand into new departments. If the system cannot scale, you risk
having to start over far too soon.

With a flexible dashboard, it becomes easy to add new users, new metrics,
and new integrations without losing visibility. This allows you to focus on
developing your team instead of worrying about whether your tools can still
keep up. A scalable dashboard gives you peace of mind, because you know
it will support your growth no matter how fast you move forward.

What should I look for?
Can | easily add more users and departments?

Does the system support new KPIs and data sources
——  as my needs evolve?

Are ongoing updates and new features included?

Can the system scale without major additional costs?
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About IntraManager

At IntraManager, we help contact centers and customer service leaders stay
on top of data, motivation, and performance. Our dashboards bring your
most important KPIs together in one place, display them live across devices,
and make it possible to act on the numbers the moment they change.

We already work with companies such as JYSK, Viaplay Group, Topdanmark,
Gavmild, and Norlys, who use our solutions to gain visibility, engage their
employees, and deliver better customer experiences every single day.

With features like gamification, notifications, slideshows, and flexible inte-

grations, we help you do more than track results. We help you elevate your
team and create real energy on the floor.

For more information, visit: www.intramanager.com

Or find us on social media

DGEoe

Ready for the next step?

If you are looking for a dashboard that gives you peace of mind, clear visibility
across your organization, and a motivated team, we would love to help you
get started today.

CONTACT US DIRECTLY
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