Quantitative Problem Statement

Title

Improving Response Time in Customer Support Services

Background

Customer satisfaction is significantly influenced by the response time of customer
support teams. Current data shows that the average response time for resolving
customer inquiries in the organization is 48 hours, which is 20% longer than the
industry standard of 40 hours. This delay negatively impacts customer satisfaction
scores and retention rates, leading to a measurable decline in overall business

performance.

Problem Description

An analysis of customer support operations reveals that 35% of inquiries are delayed
due to inefficient ticket routing, and 25% of unresolved tickets result from limited staff
availability during peak hours. These inefficiencies directly contribute to a 15%
decrease in customer satisfaction scores and a 10% increase in churn rates over the

past year.

Goals or Objectives
The goal is to reduce the average response time from 48 hours to 36 hours within the

next six months. Specific metrics to track progress include:

e Increasing ticket resolution rates by 20%.
e Reducing the percentage of delayed inquiries by 30%.

e Improving customer satisfaction scores by 15%.



Justification

Faster response times will enhance customer satisfaction and loyalty, contributing to
a projected 10% increase in annual customer retention. By addressing these
measurable inefficiencies, the organization can improve operational efficiency, meet

industry standards, and gain a competitive edge in customer service.
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