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The UCSF School of Dentistry (SOD) team was manually reporting on their call center performance 
and using non-standardized reporting. This manual, incomplete reporting prevented them from having a 
single source of truth or from fully assessing their staffing needs. As a result, they had to rely on 
individual SME knowledge to staff and couldn’t fully assess agent performance.  
 
They enlisted the help of the Prominence team to create a Tableau dashboard to automate and 
standardize their Call Center analytics. This project allowed them to gain full insight into their FTE 
needs and resulted in a 300% increase in call answered rate within the first 6 months of 
implementation.  
 

UCSF Health: Finding Call Center Success 
Through Actionable Tableau Dashboards 

Improving Call Answered Rate by 300% in 6 Months 

The UCSF Health team recognized the necessity of meticulously preparing their data for ongoing, 
automated analysis. This crucial step enabled them to derive actionable insights efficiently and 
effectively. Leveraging their collaboration with Prominence Advisors, UCSF Health seamlessly 
streamlined their data preparation processes, ensuring that the information was primed for ingestion 
into their analytical frameworks. 
 
In response to UCSF Health's reporting needs, the Prominence UI team developed intuitive 
dashboards that provided comprehensive insights into call center performance. These dynamic 
dashboards not only offer a high-level overview of performance metrics but also equip leadership with 
the capability to delve deeper into specific departments and individual agent performance. This 
granular level of analysis facilitated informed decision-making and empowered UCSF Health to 
continuously optimize their call center operations for enhanced efficiency and customer satisfaction. 
 
 

Developing Actionable Tableau Dashboards 

Data Prep 
 

Cleaning and 
organizing data for 

dashboard use. 

Dashboard Build 
 

Creating actionable 
dashboards that align 

with business goals.  

Testing & 
Optimization 

 

Validating  
performance with 

SMEs. 
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Watch the recap of our Basecamp event, in which 
UCSF Health’s Rick Seefeldt provides an overview 
of this engagement.   

Prominence Basecamp: Explore the Engagement 

Proven Results in Just 6 Months 

Over the span of just six months, UCSF Health witnessed a staggering 300% increase in their  
call answered rate, a testament to the transformative impact of data-driven analytics and the  
increased visibility created by this dashboard.  
 
One of the key outcomes of the partnership was the implementation of Erlang Calculator Inputs, 
providing invaluable insights into the optimal staffing levels required to meet fluctuating call volumes. By 
leveraging this advanced analytical tool, UCSF Health gained the ability to accurately forecast staffing 
needs, ensuring that their call center operations were finely tuned to match demand. This not only 
optimized resource allocation but also significantly enhanced operational efficiency, enabling UCSF 
Health to deliver unparalleled levels of service to their patients and stakeholders. 
 
Additionally, Prominence Advisors developed downloadable detail tables for the relevant 
dashboards. These tables offered comprehensive insights into various aspects of call center 
performance, empowering UCSF Health's leadership and operational teams with actionable data at 
their fingertips. Whether analyzing call handling times, agent performance metrics, or call resolution 
rates, these detail tables provided the necessary granularity for informed decision-making and 
continuous performance optimization. 
 


