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Sum of Satisfaction Scores / Number of Responses 2 Microsoft Power Bl Objects

Satisfaction Score & Blail

Description M 1Sigma Object

Satisfaction Score measures the average customer rating provided after support
Resolution Hours interactions, reflecting overall customer sentiment and perceived service quality.

Support Ticket Volume
Data Steward:

,% Daniel Dawson
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Support Ticket Volume £ View Related

Definition

Count of the distinct tickets for the period EUEIRE=SIONDEE

& Blair Brooks
Description
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o
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We are experiencing data load issues into our warehouse this morning. Reports are being affected and today's data is not yet available. A resolution is @
expected by 11 AM.
,Q How is satisfaction score defined?

Monthly Customer Support Overview ® sh ¢ v 7 X 3 More v
This Monthly Customer Support Overview report provides a comprehensive overview of customer support operat... ey Satisfaction Score is defined as:
ABC
Sum of Satisfaction Scores / Number of Responses
It measures the average customer rating given after support
interactions, reflecting overall customer sentiment and
Customer Support Metrics Analysis perceived service quality.
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Monthly Support Ticket Volume ® sh X 33 More v

Support Ticket Volume is the total number of customer support requests submitted within a defined period of time, across all service channels such as email, chat, phone, or web forms. It measures ...

Support Ticket Category All Types v Monthly v

6m 2y E Standard Stoplight Summary X

Support Ticket Volume is the total number of customer
support requests submitted within a defined period of
time, across all service channels such as email, chat,
phone, or web forms. It measures overall demand on the

i % A support team and provides insight into customer needs,
v Monthly Support Ticket Show More
Volume - All Types /
Current value 5,478 (August 2025)
5.000 5,478 on August 2025 /
Y f % Change Up 49.71% from last month
One Year ago 3,662
% Change 49.6% 6 month Avg 3,784
4,500 6 month moving avg 3783.67 o
Standard Deviation 286.16 Miniraum ever 8,232 June:2023
R ; Value is 5.9 standard d§V|at|on T —— 5,478 August 2025
4,000 -7 N\ N above the 6 month moving
— yd N\ / o ) average and is outside the Details
& . / - "=, nhormal volatility range of 2.0 5 . )
3.500 ~ 2 standard deviation for this y Busingss Owner b
metric. Technical Owner Taylor Thompson
This is statistically significant
3000 i Last Updated Mar 06, 2026 0:10
? “f. 2 other Metric(s) impacted
*% Engagement 18
2.500 Last Data Point August 2025
Aug 24 Sep '24 Oct '24 Nov ‘24 Dec '24 Jan '25 Feb '25 Mar '25 Apr '25 May '25 Jun 25 Jul '25 Aug ...
Jan23~" ~_ U3 s Jan24 . — I T Janes” - ..
— Monthly Support Ticket Volume - All Types = Last 6 month Moving Average 2 Standard Deviation A Alerts One Year ago
Add Expert Analysis £ Overlay Metrics J [ $/ Add Event J [ () Add Annotation )
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Welcome, Andrew Adams

Analyze and optimize your key performance indicators across various departments with KPI Launchpad

UNITS SOLD

92.01K «

4.88% up from last month

TICKET VOLUME

5.48K

49.71% up from last month

PURCHASE ORDERS

215+

30.3% up from last month

AVG TURNOVER RATE

Inventory

1.27 «

up from last month

SALES

$ 10.95M -

4.88% up from last month

AVG RESOLUTION
HOURS

36.49 ~

% down from last month

ON-TIME DELIVERIES

40.93% ~

8.91% up from last month

AVG STOCK DAYS
OUTSTANDING

15.51 4

0.06% up from last month

Q Search

ORDERS

65.71K «

4.59% up from last month

AVG FIRST RESPONSE

12.07 ~

0.26% down from last month

LATE DELIVERIES

58.6% ~

down from last month

AVG INVENTORY

383~

0.1% down from last month

AVG SALES PRICE

$118.99

no change

AVG SATISFACTION
SCORE

2.66 ~

11.87% down from last
month

1.64% up from last month

AVG ENDING
INVENTORY

31.85

no change

New... (=) Content @ Admin

' &
\ 4

Performance Improvements Deployed

We have successfully deployed backend
optimizations aimed at improving query

response times and overall system stability.
Users may notice faster report loading and
improved responsiveness across
dashboards. No action is required from
users. As always, we welcome feedback to
help us continue improving the platform
experience.

More announcements —

& Quick Links

My Favorites

@ My Alerts

685 My Reports

ooo

o)
(=

Andrew




Country
All

All
Australia
Brazil
Canada
France
Germany
Italy
Japan
Mexico

Netherlands

Supply Chain

ITS SOLD

01K »

from last month

AN
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18K -

, from last month

PURCHASE ORDERS

215 -

SALES

$ 10.95M -

4.88% up from last month

AVG RESOLUTION
HOURS

36.49 ~

0.92% down from last month

ON-TIME DELIVERIES

40.93% -

ORDERS

65.71K «

4.59% up from last month

AVG FIRST RESPONSE

12.07 ~

0.26% down from last month

LATE DELIVERIES

58.6% ~

AVG SALES PR

$118.6

no change

AVG SATISFAC
SCORE

2.66 ~

11.87% down fro
month

ORDER QUAL

4.27 -
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Welcome, Andrew Adams

Analyze and optimize your key performance indicators across various departments with KPI Launchpad

United States

UNITS SOLD

28.88K -

4.25% up from last month

TICKET VOLUME

1.56K -

up from last month

PURCHASE ORDERS

63 «

21.15% up from last month

AVG TURNOVER RATE

Inventory 1 27

no change

SALES

$3.43M -

4.01% up from last month

AVG RESOLUTION
HOURS

36.7 ~

0.14% down from last month

ON-TIME DELIVERIES

36.51%

11.69% up from last month

AVG STOCK DAYS
OUTSTANDING

15.48 ~

0.06% down from last month

Q Search

ORDERS

20.64K -

4.48% up from last month

AVG FIRST RESPONSE

12.08 -

0.42% up from last month

LATE DELIVERIES

63.49% ~

.68% down from last month

AVG INVENTORY

38.28 ~

0.05% down from last month

AVG SALES PRICE

$118.76 ~

0.23% down from last month

AVG SATISFACTION ©)
SCORE @

266~

12.55% down from last
month

3.36% up from last month

AVG ENDING
INVENTORY

31.81~

0.09% down from last month

New...

(=) Content

' &
\ 4

Performance Improvements Deployed

We have successfully deployed backend
optimizations aimed at improving query

response times and overall system stability.
Users may notice faster report loading and
improved responsiveness across
dashboards. No action is required from
users. As always, we welcome feedback to
help us continue improving the platform
experience.

More announcements —

& Quick Links

My Favorites

@ My Alerts

685 My Reports

ooo

&b Admin

o)
(=

Andrew
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last month

DRDERS

last month

SALES

$ 3.43M -

4.01% up from last month

AVG RESOLUTION
HOURS

36.7 ~

0.14% down from last month

ON-TIME DELIVERIES

36.51% -

11.69% up from last month

AN/ CTACL AVC

ORDERS

20.64K -

4.48% up from last month

AVG FIRST RESPONSE

12.08 -

0.42% up from last month

LATE DELIVERIES

63.49% ~

5.68% down from last month

Performance Improvements Deploye
AVG SALES PRICE

We have successfully deployed back
optimizations aimed at improving que

$118.76 ~

0.23% down from last month

response times and overall system s
Users may notice faster report loadi
improved responsiveness across

dashboards. No action is required frc
users. As always, we welcome feedb
help us continue improving the platfc

AVG SATISFACTION ®
SCORE @

2.66 ~

12.55% down from last
month

experience.

More announcements —

ORDER QUALITY

4.25 «

3.36% up from last month

ﬁ My Favorites

@ My Alerts

ANICE AN,
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,Q Explain why Avg Satisfaction Score for month starting August 1

; . 2025 was 2.66 12.55% down from last month. Question is being
various departments with KPI Launchpad asked for Country: United States, Region: All, City: All

V ‘[ ‘.‘" | |
.? ] 1 ’
5 i - .
l of which remained essentially flat compared to the previous

v \ ¥ A (

T R A "I , i N . ). | . v month.
Supporting evidence:

o Avg Resolution Time stayed almost unchanged (36.70

hours vs. 36.75 hours previously).
¢ Avg First Response Time was also stable (12.08 hours vs.
12.03 hours previously).
M - 2064K - $ 1 1 876 - o Analysis of ticket categories does not reveal any singular
category with a dramatic spike that directly explains the

( \ The main cause of the 12.55% drop in Avg Satisfaction Score (to
Co 2.66) in August 2025 for the United States was not driven by
changes in Avg Resolution Time or Avg First Response Time, both

ORDERS AVG SALES PRICE

last month 4.48% up from last month 0.23% down from last month
satisfaction drop. “Returns” had the highest ticket count
(683), with a lower satisfaction score (2.24), but this alone
@, wasn't flagged as a spike compared to last month.
LILION AVG FIRST RESPONSE AYASATIEACTION L — Areas for further investigation:
S SCORE @

o Explore whether there were changes to ticket handling

Py . g4 wa e (R PRI ey 3
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Welcome, Andrew Adams

Analyze and optimize your key performance indicators across various departments with KPI Launchpad

UNITS SOLD

92.01K «

4.88% up from last month

TICKET VOLUME

5.48K

49.71% up from last month

PURCHASE ORDERS

215+

30.3% up from last month

AVG TURNOVER RATE

Inventory

1.27 «

up from last month

SALES

$ 10.95M -

4.88% up from last month

AVG RESOLUTION
Current value date: August 12025

The total number of customer support

Q Search

ORDERS

65.71K «

4.59% up from last month

“*"7 T'RST RESPONSE

2.07 ~

inquiries received (email/chat/phone) - Count

of total support cases created

ON-TIME DELIVERIES

40.93% ~

8.91% up from last month

AVG STOCK DAYS
OUTSTANDING

15.51 4

0.06% up from last month

vn from last month

LATE DELIVERIES

58.6% ~

down from last month

AVG INVENTORY

383~

0.1% down from last month

AVG SALES PRICE

$118.99

no change

AVG SATISFACTION
SCORE

2.66 ~

11.87% down from last
month

1.64% up from last month

AVG ENDING
INVENTORY

31.85

no change

New...
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Performance Improvements Deployed

We have successfully deployed backend
optimizations aimed at improving query
response times and overall system stability.

Users may notice faster report loading and
improved responsiveness across
dashboards. No action is required from
users. As always, we welcome feedback to
help us continue improving the platform
experience.

More announcements —

& Quick Links
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@ My Alerts
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&b Admin

o)
(=

Andrew




UNITS SOLD SALES ORDERS

92.01K » $ 10.95M 65.71K

4.88% up from last month 4.88% up from last month 4.59% up from last month
AVG RESOLUTION
TICKET VOLUME @ "7 T'RST RESPONSE
Current value date: August 1 2025
5_48K A ® The total number of customer support 2_07 v

inquiries received (email/chat/phone) - Count

49.71% up from last month of total support cases created vn from last month

PURCHASE ORDERS ON-TIME DELIVERIES LATE DELIVERIES

215 « 40.93% - 58.6% ~

30.3% up from last month 8.91% up from last month 1.33% down from last month

AVG §

11.87% «

ORDE

4

1.64% up



UNITS SOLD

92.01K »

4.88% up from last month

TICKET VOLUME

548K« ©

49.71% up from last month

PURCHASE ORDERS

215 -

30.3% up from last month

SALES ORDERS

$ 10.95M - 65.71K

4.88% up from last month 4.59% up from last month

AVG RESOLUTION
Current value date: August 12025

"7 T'RST RESPONSE

The total number of customer support 2_07 v

inquiries received (email/chat/phone) - Count

of total support cases created vn from last month
ON-TIME DELIVERIES LATE DELIVERIES

40.93% - 58.6% ~

8.91% up from last month 1.33% down from last month

AVG §

11.87% «

ORDE

4

1.64% up
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rew Ad a m s The main cause of the 49.71% increase in Ticket Volume in August

2025 (5.48K tickets) was a large spike in Returns-related tickets.
ance indicators across various departments with KPl Launchpad o

1YY

v A

Supporting evidence:
o Returns tickets jumped from 617 to 2,451, making up the
majority of the overall increase (1,834 more tickets). This

category dwarfed all others in volume added.
o Other common support categories like Technical Support,
Payment, Order Issues, Shipping, and Product Info stayed

BN T A

flat or declined slightly compared to last month.

Next Steps
Check whether any underlying supply chain issues, product

ORDERS

SALES AVG SALES PRICE

launches, or promotional campaigns, occured that may have
caused the spike.

$ 10.95M - 65.71K $118.99

onth 4.88% up from last month 4.59% up from last month no change
ZAN AVG RESOLUTION AVG SATISFACTION
“*"7 T'RST RESPONSE
©) SCORE
 Current value date: August 12025

The total number of customer support 2_07 v 2_66 v
inquiries received (email/chat/phone) - Count

1onth of total support cases created vn from last month 11.87% down from last
month
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Concierge X

rew Ad a ms @ The main cause of the 49.71% increase in Ticket Volume in August

2025 (5.48K tickets) was a large spike in Returns-related tickets.
nance indicators across various departments with KPl Launchpad o

A I“"_~ X vl | )

_—'"‘1 ﬁ Aj’ L -

Supporting evidence:

o Returns tickets jumped from 617 to 2,451, making up the
majority of the overall increase (1,834 more tickets). This
category dwarfed all others in volume added.

o Other common support categories like Technical Support,
Payment, Order Issues, Shipping, and Product Info stayed
flat or declined slightly compared to last month.

Next Steps
SALES ORDERS AVG SALES PRICE Check whether any underlying supply chain issues, product
launches, or promotional campaigns, occured that may have
caused the spike.

$ 10.95M - 65.71K $118.99

onth 4.88% up from last month 4.59% up from last month no change (Q Did any suppliers see a significant increase in returns in August?
A ;¢ In August 2025, supplier ID 3 experienced a significant increase in
AVG IT-IEOSL?I:;]TION AVG FIRST RESPONSE AVG S:ES?ECTION 8- returns, with 508 returned orders compared to an average of

approximately 177 returned orders in the previous three months.
This represents an increase of about 188% (more than double the
36.49 ~ 12.07 ~ 2.66 ~ typical monthly volume).
This spike suggests that supply chain issues or problems related
to products delivered by supplier 3 may have contributed
significantly to the increase in returns-related ticket volume in
August. It is recommended to further investigate this supplier's

yonth 0.92% down from last month 0.26% down from last month 11.87% down from last
month
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Welcome, Andrew Adams

Analyze and optimize your key performance indicators across various departments with KPI Launchpad

UNITS SOLD

92.01K ~

4.88% up from last month

TICKET VOLUME

Customer

Support 5.48K ~

49.71% up from last month

PURCHASE ORDERS

215 4

0.3% up from last month

AVG TURNOVER RATE

Inventory 197 a

0.1% up from last month

SALES

$ 10.95M -

4.88% up from last month

AVG RESOLUTION
HOURS

36.49 ~

0.92% down from last month

ON-TIME DELIVERIES

40.93% ~

8.91% up from last month

AVG STOCK DAYS
OUTSTANDING

15.51

0.06% up from last month

ORDERS AVG SALES PRICE

65.71K « $118.99

4.59% up from last month no change

AVG SATISFACTION
SCORE

266 ~

11.87% down from last
month

AVG FIRST RESPONSE

12.07 ~

0.26% down from last month

LATE DELIVERIES ORDER QUALITY

®
@

58.6% ~

1.33% down from last month

4.27 «

AVG ENDING

AVG INVENTORY INVENTORY

38.3 ~ 31.85

0.1% down from last month no change

1.64% up from last month

The main cause of the 49.71% increase in Ticket Volume in August
2025 (5.48K tickets) was a large spike in Returns-related tickets.
Supporting evidence:

o Returns tickets jumped from 617 to 2,451, making up the
majority of the overall increase (1,834 more tickets). This
category dwarfed all others in volume added.

o Other common support categories like Technical Support,
Payment, Order Issues, Shipping, and Product Info stayed
flat or declined slightly compared to last month.

Next Steps

Check whether any underlying supply chain issues, product
launches, or promotional campaigns, occured that may have
caused the spike.

Did any suppliers see a significant increase in returns in August?

In August 2025, supplier ID 3 experienced a significant increase in
returns, with 508 returned orders compared to an average of
approximately 177 returned orders in the previous three months.
This represents an increase of about 188% (more than double the
typical monthly volume).

This spike suggests that supply chain issues or problems related
to products delivered by supplier 3 may have contributed
significantly to the increase in returns-related ticket volume in
August. It is recommended to further investigate this supplier's
shipments, recent product launches, or any related promotional
campaigns to determine the root cause of the increased returns.
Source: Supply Chain (Fabric)

GB Supply Chain (Fabric) X
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Monthly Customer Support Overview

Customer Support Metrics Analysis

Ticket Volume Average First Response Time

Q Search

Average Resolution Time

5478

Count of Distinct Tickets

12.07

Average of first_response_hours

Avg Satisfaction Score by category

shipping |, -
order issues | :
product Info. |, : 0
Technical support - |, : 0
payment |, - ©

0 1 2 3
Avg Satisfaction Score

category

Avg Resolution Time by priority
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0
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0

Critical High Medium Low

Avg Resolution Time

priority

36.5

Avg Resolution Time

Satisfaction Trend by date

Satisfaction Trend

3.0

25
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date
Channel Effectiveness Score by channel
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s

o

1 2 3
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The main cause of the 49.71% increase in Ticket Volume in August
2025 (5.48K tickets) was a large spike in Returns-related tickets.
Supporting evidence:

o Returns tickets jumped from 617 to 2,451, making up the
majority of the overall increase (1,834 more tickets). This
category dwarfed all others in volume added.

o Other common support categories like Technical Support,
Payment, Order Issues, Shipping, and Product Info stayed
flat or declined slightly compared to last month.

Next Steps

Check whether any underlying supply chain issues, product
launches, or promotional campaigns, occured that may have
caused the spike.

Did any suppliers see a significant increase in returns in August?

In August 2025, supplier ID 3 experienced a significant increase in
returns, with 508 returned orders compared to an average of
approximately 177 returned orders in the previous three months.
This represents an increase of about 188% (more than double the
typical monthly volume).

This spike suggests that supply chain issues or problems related
to products delivered by supplier 3 may have contributed
significantly to the increase in returns-related ticket volume in
August. It is recommended to further investigate this supplier's
shipments, recent product launches, or any related promotional
campaigns to determine the root cause of the increased returns.
Source: Supply Chain (Fabric)

Ch Supply Chain (Fabric) X
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. Alert for Support Ticket Volume — Unusual Value in August 2025

W tome v
Drafts

v More METRIC INSIGHTS

Labels

&
¥ Starred Metric Insights Sales <notifications@app.metricinsights.com> @ Fri, Mar 6, 400PM (3days ago) Yt

- £\ From Monthly Support Ticket Volume - All Types:
Sales Demo Monthly Support Ticket Volume - All Types: 5,478 on August 2025 is unusually high

The main cause of the 49.71% increase in Ticket Volume in August 2025 (5.48K tickets) was a large spike in Returns-related tickets.

Returns tickets jumped from 617 to 2,451, making up the majority of the overall increase (1,834 more tickets). This category dwarfed

all others in volume added. Other common support categories like Technical Support, Payment, Order Issues, Shipping, and Product
Info stayed flat or declined slightly compared to last month.

Check whether any supply chain issues, product launches, or promotional campaigns occurred that may have caused the spike.

Customer Support Metrics Analysis

Ticket Volume Average First Response Time Average Resolution Time

5478 12.07 36.5

Count of Distinct Tickets Average of first_response_hours Avg Resolution Time

Avg Satisfaction Score by category Satisfaction Trend by date

w\/\A/\/\ 7N

Shipping I
product o I :o

Reply > <r-> Forward>
Upgrade
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