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Feel Unappreciated
49%

Rude Staff
37%
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Increasing customer retention 
rates by 5% increases profits 
any where from 25% to 95% 

Americans tell an average of 
15 people about a poor service 
experience

11 people will tell about their 
good experience

GOOD BAD

U.S. companies lose more than $62 billion 

Not Being Able to 
Speak to a Real 

Person

27%
Not Getting 

Answers

27%

Did you know?

So what’s stopping you from delivering great customer support? 

The Cost of Bad Customer Support

Passed Around 
Multiple Agents

30%

Kept on Hold 
too Long

27%

Bad customer support 
is going to bleed your 
business dry! 
That’s why it’s imperative for you 
to turn every negative into a positive.

After one negative experience, 51% 
of customers will never do business 
with that company again

VS

ROI
The ROI of Great Customer Support 

U.S. consumers are willing to 
spend 17% more to do business 
with companies that deliver 
excellent service, up from 

14% in 2014

7 out of 10 U.S. Consumers 
say they’ve spent more money 
to do business with a company 
that delivers great service.

Effective customer support provides immense value. Businesses which focus on providing 
a positive support experience to their customers, gain the most. But, to improve customer 
support, you should know where it lags.

It is anywhere from 5 to 25 
times more expensive to 
acquire a new customer 
than it is to keep a current one

5 to 
times

This is where CUSTOMER SUPPORT ANALYTICS comes in!

Why are your customers 
switching to different 
brands?

?
?

?
?

??
??

annually due to poor customer service

Customer support analytics gives 
you a 360° view across all your support 
centers, channels, and reps. It enables 
you to dive deeper into your metrics 
and KPIs

Transform your support center from 
a mere customer query resolution 
center to a customer experience 
enhancement engine with Support 
Analytics

What is Customer Support Analytics?

Why Customer Support Analytics?
Customer support analytics enables you to answer key questions like

How long does it 
take for your 
support team 

to resolve cases?

Improve Customer
Retention 

Reduce
Churn

Achieve a Higher
NPS 

Keep Agents
Engaged

How long 
does a customer 

have to wait 
for resolution?

Which support 
channels are the 
most effective?

Which support 
reps are handling 
the most cases?

Benefits

Key Customer Support Metrics 

Average Response Time 

Monitor how quickly tickets raised by your 
customers are being resolved

Avg. Time to First Resolution by Month
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Tickets by Support Reps

Monitor the number of tickets handled by your 
support reps

Tickets by Assignee and Date
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Number of Tickets Filed 

Gain knowledge into the number of tickets being 
filed everyday so as to effectively 

allocate support staff for each day of the week

Zendesk Tickets Filed by Day of The Week
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Tickets by Channel

Learn which channels raise more tickets and which 
channels your support team needs to stress on

Zendesk Support Tickets by Channel and Week
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Tickets by Tag

Understand the kind of questions your customers are 
asking and keep track of areas of improvement
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Support Requests by Tag and Month

About Grazitti 

www.grazitti.com

Grazitti Interactive is a global digital services provider leveraging cloud, mobile and 
social media technologies to reinvent the way you do business. Since 2008, Grazitti has
 been helping companies power their business with its data analytics and business 
intelligence service. 

As a global consultancy, we have strategic partnerships with technology pioneers like 
Alteryx, Marketo, Salesforce.com, Adobe, Optimizely and Jive. We combine these new 
platforms with our innovative approaches to provide effective solutions to our clients. 
Doing this has allowed us to help hundreds of companies to transform their business 
and save millions.
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https://hbr.org/2014/10/the-value-of-keeping-the-right-customers
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