BUSINESS SBAR TEMPLATE


Our customer support team is currently overwhelmed, leading to significantly longer response times for customer inquiries. Over the last three months, the average support ticket resolution time has increased by 30%, and customer satisfaction scores (from post-support surveys) have dropped from around 90% satisfied to 75%. This backlog and delay in responses is starting to impact our customer retention and needs immediate attention.
S
Several factors are contributing to this problem:
· Our customer base grew by about 20% in the last quarter, leading to a higher volume of support tickets.
· We launched a new ticketing system three months ago, and some agents are still getting up to speed, which initially slowed down their workflow.
· We have not increased our support staff in over a year, so the team is managing much more work with the same number of people.
Historically, our support center prided itself on quick turnaround — typically resolving tickets within 24 hours and keeping phone hold times under 2 minutes. Now, we have many tickets open for 3–4 days, and average hold times are around 5 minutes. We have also seen more public complaints on social media about slow responses. Key stakeholders (our COO and Head of Customer Experience) worry that if we do not fix this soon, it could damage our brand reputation and drive customers away.
B
The root issues appear to be insufficient staffing, and a temporary efficiency drop due to the new software. The team is overworked; many are on overtime and still falling behind, which is not sustainable and is causing burnout. The new ticketing system has features like automated suggestions and prioritization that not all agents are fully utilizing yet due to limited training, further reducing efficiency. With increased volume and no added manpower, even small delays snowball into big backlogs. If we do nothing, customer dissatisfaction may continue to rise, potentially leading to churn (especially among clients of our subscription products who expect timely support). We also risk losing experienced support staff if they become too stressed and decide to leave. In short, demand for support is far exceeding our capacity right now.
A
We should take a two-pronged approach to tackle both the immediate backlog and the underlying issues.
Immediate actions: Authorize overtime for the current support staff and bring in temporary support agents (or reassign employees from less critical roles) to help oversee the current ticket volume. At the same time, organize a refresher training session on the new ticketing system within the next week, so that all support agents are proficient in using its time-saving features and best practices.
Long-term improvements: Begin the process to hire additional full-time support representatives (I suggest at least 3) to scale the team with our recent customer growth. Implement an ongoing training program for any new tools or updates (so future software changes do not slow us down as much). Also, set up a dashboard or regular report to monitor support metrics like response times, backlog size, and customer satisfaction, so we can catch and address issues before they escalate.
By implementing these measures, we aim to restore our support performance metrics to their targets (resolution times back under 24 hours and customer satisfaction around 90% or above). I will prepare a detailed action plan and get the necessary approvals from management so we can move forward quickly with these changes.
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