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Literature Review
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What is the research aim?

Aim: To investigate visualization
preferences in claims handler
performance dashboards among team
leaders in the defendant motor
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Goal: To improve decision confidence
among team leaders in this context




What are the objectives?

To critically analyse existing literature on dashboard usability, data visualisation literacy,
and data-driven decision making in operational management environments, identifying
theoretical frameworks applicable to performance reporting in claims handling contexts.

To evaluate current performance data reporting practices within the study organisation,
examining the extent to which existing displays support team leader comprehension and
decision confidence.

To engage team leaders and line managers in identifying team-specific KPl and reporting
requirements to inform the design of aligned performance dashboards.

To design, develop, and evaluate team-aligned performance dashboards integrating
telephony and task-completion metrics.

To assess the effectiveness of the performance dashboards created in improving team
leader data literacy and decision confidence through pre- and post-intervention
participant responses.




Research Methodology
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Dashboard Design: 3 Stages of Collaboration
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Results: Data collection & Analysis
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Planning: Project Timeline

IBR Research Project Timeline

Phase / Task
Background Phase: Research & Literature Review

Phase 1: Evaluate Current Practices

Current visualisation practices/dashboards review

Phase 2: Preference Elicitation

Recruit participants

Conduct and transcribe interviews

Thematic analysis

Phase 3: Iterative Design
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Early feedback
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Costs: Resources & Budgeting
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Limitations & Mitigations

- Organisational
constraint & sample size
- Limited project

\/ fimeline & testing period

- Future research could : :
expand scope

- Flexibility in fimeline
according to progress
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