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in AppInsights for 
customer support team
New Hampshire based internet performance management  
company builds real-time dashboards to monitor and  
resolve issues raised by Fortune 500 client base.
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Dyn finds unique value  
in AppInsights for customer 
support team

New Hampshire based internet performance 
management company builds real-time 
dashboards to monitor and resolve issues 
raised by Fortune 500 client base. 

Challenge

Since 2001, Dyn has been harnessing the power of the internet to improve 
the digital experience for customers and partners of companies like Visa, 
Pfizer, Salesforce, Spotify, and Twitter. Through its internet performance 
management (IPM) solutions, Dyn allows businesses to approach the internet 
like they own it, increasing revenue, optimizing spend and mitigating myriad 
security risks from outages and external threats. “At Dyn, we are all about 
measuring what’s happening online, and allowing customers to understand 
and make decisions around their web presence needs,” explains Helpdesk 
Specialist Christopher Hanson.

With nearly 500 employees and many years of history, Dyn has leveraged data 
visualization technologies to keep employees up-to-speed on critical KPIs and 
information. Uses include a 12-screen NOC environments, over 40 digital signs 
with HTML content, and several other in-house solutions. Despite the ubiquity of 
data visualization tools and technologies, the Dyn customer support team did not 
have a tool to suit their needs. Especially with their high-profile Fortune 500 
client base, it was essential that customer support find a tool to monitor ticket 
resolutions and overall team performance in real-time.

When Christopher joined Dyn as a member of the support team in 2012, he 
immediately recognized the underutilization of AppInsights, which had been 
implemented by leadership several months before. Christopher felt that AppInsights 
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C H A L L E N G E
 › Time-sensitive demands of Fortune 500 

client base necessitated real time insights into 
support team effectiveness

 › Widespread use of data visualization tools had 
not yet reached Customer Support team

S O L U T I O N
 › Direct connectivity to Salesforce Service Cloud 

expedited creation of Customer Support dashboards
 › Individual performance of each support team 

member now tracked in real-time
 › AppInsights User-management extends 

dashboard customization permissions  
to all team members

 › IP whitelisting ensures data security

R E S U LT S
 › Availability of Customer Support data creates 

a stronger feedback loop around servicing  
of customer needs

 › Improved management of critical  
customer tickets

 › Constant interaction with KPIs motivates 
productive collaboration and idea sharing
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was a particularly intuitive and easy-to-use dashboard solution that could serve 
the support team without requiring a tremendous amount of time or financial 
resources.

Solution

Through experimentation and use of AppInsights’ resource library, Christopher 
quickly became a self-taught AppInsights expert. The availability of a direct 
AppInsights integration into Salesforce Service Cloud made it extremely 
easy to build out a number of dashboards tracking new, solved, and pending 
customer supportcases. Live leaderboards also track the individual productivity of 
each customer service rep, providing a shared experience around the dashboards 
that encourages a healthy sense of competition.

Although Christopher acts as the primary admin for 
AppInsights, it was important to him that other members 
of the support team have the opportunity to modify existing 
support dashboards, or create new views of their own. 
With AppInsights’ user management feature, Christopher 
has been able to “very easily grant user access with unique 
permissions so each team member can explore on their 
own,” he says. There are now collaborative dashboards that 
combine support data from Salesforce Service Cloud with 
Google Analytics metrics, JIRA project info, and even custom 
data-points from Dyn’s internal systems.

KPI visibility is part of Dyn’s DNA, so it was particularly 
critical that Christopher have an effective method for sharing 
support’s new dashboards. Using AppInsights’ share-link 
functionality, dashboards are now displayed across several screens in the support 
team’s work area so everybody has a clear idea of how much work is getting 
done. For those that aren’t in the immediate area, a public share-link is published 
in an internal newsletter — Dyn leadership, as well as other interested parties, can 
quickly view the success of the support team regardless of their location.

Not to be overlooked, security was also a high priority for Christopher and his 
team. “I wanted our customer support dashboards to run without any input or user 
involvement, but I also needed them to be incredibly secure,” shares Christopher. 
Using AppInsights’ IP white-listing feature, Christopher has limited dashboard 
access to those who login from IPs in a handful of Dyn’s global offices. The support 
dashboards “run like a top, are easy for our internal users to access, and keep 
everybody informed without sacrificing data security,” says Christopher.  

“I wanted our customer support  
dashboards to run without any input or 
user involvement, but I also needed them 
to be incredibly secure.  The AppInsights 
dashboards run like a top, are easy for 
our internal users to access, and keep 
everybody informed without sacrificing 
data security.”

C H R I STOPH E R  H A N S O N
H E L P D ES K  S PEC I A L I ST 
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A B O U T  A PP I N S I G H TS

AppInsights is a real-time business dashboard application that empowers companies of all types 
to more directly engage with the core KPIs – including sales, marketing, project management, 
analytics, and more – that directly impact their success.  The AppInsights platform consolidates key 
data sources, transforms them into beautiful visualizations, and distributes them via a cloud-based 
application, all without requiring a single line of code.

AppInsights combines performance, automation, security, and design, appealing to customers like 
Cisco, GameStop, Intuit, Hootsuite, Lending Club, Red Bull, and many others across the globe.

L E A R N  M O R E 

Contact an AppInsights sales representative  
by emailing info@appinsights.com  
or visit www.appinsights.com.

650 California Street, 25th Floor 
San Francisco, CA 94108 
(877) 404-2777

Copyright © 2016 AppInsights.
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Results

AppInsights is now a critical layer of functionality on top of Dyn’s customer service 
operations. Where Service Cloud metrics were previously viewed only by 
those with the knowledge base to generate custom reports, now everybody 
within the Dyn organization has exposure to the team’s success. More positive 
feedback is being delivered to the customer support team on their performance 
and the management of critical customer tickets is far more streamlined. “Before 
AppInsights, we didn’t have customer support dashboards to share data on 
resolutions — now this high-level info is available to everybody.”

The flexibility and reliability of the AppInsights app has also made it easy for 
Christopher to incorporate customer support dashboards across existing digital 
signs and displays. Any given screen might switch between a company schedule, 
local weather, an internal data visualization screen, and a collection of AppInsights 
dashboards. This brings Dyn employees in constant contact with KPIs that 
motivate conversation across company orgs and teams for productive collaboration 
and idea sharing.

Looking ahead, Christopher hopes to consolidate the portfolio of visualization tools 
being used across the Dyn organization. By continuing to add users outside of the 
support team, AppInsights dashboards are being spun up for new teams, some 
of which may replace existing reporting procedures. Additionally, Christopher 
hopes to explore the integration of various media elements within his AppInsights 
dashboards — images, Google Slides, and other content are all on the horizon.
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