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TIP SHEET

Level up: Making your reporting 
work for you
Let’s face it – your reporting is probably getting musty. Maybe you’ve been looking at the same numbers in the same reports for 

as long as you can remember. You know which numbers to look at and what they should look like. But then what? Are those same 

old reports actually helping to advance your business? Or are they just confirming that things are status quo? 

Now don’t get us wrong – status quo might be just fine! But is that what you’re intentionally pursuing, or is it habit?

STEP 1:

Do we have you thinking? Then congratulations, you’ve taken the first step to leveling up your reporting game! The 

most important thing to do when assessing your current state has nothing to do with the actual reports. Ask yourself: 

what goals is your business trying to pursue? How does the contact center fit into achieving them? As the old saying 

goes, you manage what you measure, and you can’t determine what to measure until you figure out what you need to 

manage.

STEP 2:

NOW we can start talking about data. Once you have a clear idea of what you’re trying to achieve, start thinking 

about the metrics you need to assess and improve your performance. Is your company focusing on providing world-

class customer service experiences? Then you’re going to need data on service levels, hold times, customer sentiment, 

quality scores and so on. Maybe the goal is to cut costs. You’ll need things like average handle time, forecasting 

accuracy, occupancy rates, and more. This “goals-first” assessment of reporting needs will allow you to focus on the 

metrics that matter.

STEP 3:

The next step is the fun part. Now you get to figure out how you want to consume your relevant metrics. You might be 

used to looking at a big old spreadsheet but ask yourself: is that the most efficient way to use your data to meet your 

goals? Probably not. 

Let’s take service level, for example. Maybe you look at results by queue by interval every day. You probably do this to 

see where your trouble spots are. But what if there are no troubles? And even if there are, is reading over rows and 

rows of results that are just fine the best way to find them?
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Imagine instead that you have a dashboard that tells 

you your average service level for the day, perhaps 

along with a list of the queues with the worst three 

averages for the day. Maybe you see that two of 

those bottom three actually aren’t bad at all, meaning 

things are mostly humming along nice. The other one 

may indicate an issue – now you can drill right into 

the performance of the problematic queue without 

having to read through pages of results that don’t 

need your attention.

• What goals am I trying to achieve?

• What data do I need to reach my goals?

• How do I present the data most effectively to support my goals?

Really consider what information you need to run your business. If your AHT for the day is perfectly fine overall, you 

probably don’t need to see the detailed results for every queue. Think about building a dashboard that makes it easy 

to see the overall lay of the land while efficiently helping you identify where any trouble spots are.

STEP 4:

This is an iterative process. Your company won’t remain stagnant, and neither should your reporting! The goals 

you’re working towards are likely to change over time and the metrics you’re analyzing should change to support 

them. Take time to review your reporting whenever you get new business objectives to ensure you’re getting the 

data you need to support those goals. 

Even if your goals seem obvious – like providing top-tier service while minimizing costs – consciously thinking 

through your objectives will give you a better point of reference for assessing whether the metrics you’re using help 

you achieve them. By understanding where you’re trying to go, you’ll be able to assess what you need to get there 

and can level up your reporting to help you succeed.

STEP 5:

And finally, now that you have all this data and you’re really putting it to work in your reports and dashboards, you’ll 

inevitably want more. Trust us, most companies do.  This is where you can start to pull in customer-centric data from 

across the business to really get a holistic understanding of the customer experience. For example, you can pull in 

sales data and combine that with data from your CRM to identify targeted new opportunities for renewals and 

referrals. Customer survey data can help you zero in on effective call practices. You can even look at things like how 

well your renewal strategies are working. Again, it all depends on what your goals are and the data that will support 

them. 

In short, when it comes to leveling up your reporting and making it work for you, ask yourself these questions:
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