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ARE YOUR

DASHBOARDS DRIVING
BETTER DECISIONS?

AN EXECUTIVE DISCUSSION GUIDE FOR CX,
PATIENT ACCESS, AND OPERATIONS LEADERS




Better Dashboards
Start with Better
Decisions

Across customer experience, patient
access, and contact center
operations, organizations have
invested heavily in reporting,
analytics, and business intelligence.
Leadership teams have access to
more dashboards, metrics, and
operational data than ever before.

Yet many still struggle to answer the
qguestions that matter most.

e Why did performance change?

e Where is accountability breaking
down?

e Which trends require immediate
attention?

e Where should leadership take
action first?

The challenge usually isn't a lack of
information. It's knowing which
information matters, understanding
what it's telling you, and using it to
make informed operational
decisions.

The most effective dashboards do more
than measure performance. They provide
operational clarity, support leadership
accountability, and help organizations
make better decisions before small issues
become larger operational challenges.
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The discussion questions in this guide are
designed to help leadership teams
evaluate whether their dashboards are
supporting meaningful decisions, driving
accountability, and contributing to
stronger business outcomes.

Before your next leadership meeting, ask
one simple question:

Are our dashboards helping us make
better decisions, or are they simply giving
us more data to review?

Executive Insight

The value of a dashboard isn't
measured by how much data it
displays.

It's measured by the quality of the
decisions it helps leaders make.
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Executive Discussion Questions

Use these questions to evaluate whether your dashboards are supporting better
operational decisions, stronger accountability, and measurable business outcomes.

OPERATIONAL VISIBILITY

Are we measuring the outcomes that
matter most to our organization?
Can we quickly identify where
performance is improving and where
it's declining?

Do our dashboards help us
understand why performance
changed, not just that it changed?

Can we point to operational decisions
that were directly informed by
dashboard insights?

Are we using dashboard data to make
proactive decisions before issues
become larger operational
challenges?

Do our dashboards provide the
information leaders need to act with
confidence?

e Does every key metric have a clear
owner?

e When performance declines, is there
a defined process for investigation
and follow-up?

e Are dashboards driving meaningful
leadership conversations or simply
reporting results?

CONTINUOUS IMPROVEMENT

e Are dashboard insights translating
into coaching, process improvements,
or operational changes?

e Do we consistently review the impact
of decisions made from our
dashboard data?

e If a metric changes, do we understand
what action should happen next?
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Before Your
Next
Leadership
Review

Use this checklist to evaluate
whether your dashboards are
supporting meaningful
operational decisions.

0 Every key metric has a clearly defined owner.

0 Our dashboards measure business outcomes, not just operational activity.
0 We understand why performance changed, not just that it changed.

0 Dashboard insights lead to meaningful leadership discussions.

0 Action items are assighed with clear ownership and follow-up.

0 Workforce, operational, customer, and financial measures tell a consistent
story.

0 We can identify emerging issues before they become larger operational
challenges.

0 Dashboard reviews consistently lead to coaching, process improvements,
or operational changes.

0 Our dashboards help leadership prioritize what requires attention now.

0 We regularly evaluate whether our dashboards continue to support the
decisions leaders need to make.

Better dashboards aren't about displaying more data.

They're about giving leaders the clarity and confidence to make better operational
decisions, strengthen accountability, and improve business outcomes.

If your dashboards aren't helping leadership answer the questions that matter

most, it may be time to rethink what you're measuring and how those insights are
being used across your organization.

Ready to strengthen the way your organization measures performance and makes
operational decisions?

CH Consulting Group partners with organizations to strengthen operational
performance, improve leadership visibility, and align performance measurement
with meaningful business outcomes. CH Consulting Group helps
organizations turn operational data into better business decisions.
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