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A framework for building data literacy within customer support and service operations teams
— resolution metric critical reading, ticket volume pattern analysis, and understanding the
tension between speed and quality metrics — addressing the specific risk of support
operations over-optimizing for easily measured speed metrics at the expense of genuine
resolution quality.

Isn't faster resolution time straightforwardly better for customer 

support? Not always — resolution time is easy to measure and optimize for, but over-
optimizing for speed can produce rushed, lower-quality resolutions that generate repeat
contacts, actually worsening the customer experience the speed metric was meant to
improve.

What's the most common data literacy gap specifically in customer 

support operations? Treating resolution time as a proxy for support quality without checking
repeat contact rate or genuine customer satisfaction — a support team can show improving
speed metrics while resolution quality is actually declining.

{ "@context": "https://schema.org", "@type": "FAQPage", "mainEntity": [ { "@type":
"Question", "name": "Isn't faster resolution time straightforwardly better for customer",
"acceptedAnswer": { "@type": "Answer", "text": "support?\nNot always — resolution time is
easy to measure and optimize for, but\nover-optimizing for speed can produce rushed,
lower-quality resolutions\nthat generate repeat contacts, actually worsening the
customer\nexperience the speed metric was meant to improve." } }, { "@type": "Question",
"name": "What's the most common data literacy gap specifically in customer",
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"acceptedAnswer": { "@type": "Answer", "text": "support operations?\nTreating resolution
time as a proxy for support quality without\nchecking repeat contact rate or genuine
customer satisfaction — a\nsupport team can show improving speed metrics while
resolution quality\nis actually declining." } } ] } 

Subscriber access

Unlock this playbook

This playbook — including every framework, template, and step-by-step section — is
available free to Think Insights subscribers. Enter your email to unlock it instantly and get
our weekly insights newsletter. No account needed, and access is remembered on this
device.  

  First Name  

  Last Name  

  Email  

  Country  

      I agree to data processing in accordance with GDPR   
         

  

Think Insights  ·  thinkinsights.net -3-



  Leave this field blank  

 

  

References

  

Related playbooks

  
   

Data & AI 

Data Literacy for Behavioral & Journey Analytics Playbook

A framework for building data literacy around behavioral and customer journey analytics —
funnel drop-off interpretation, session and path data critical reading

Practitioner
Intermediate
Template Included

  Read playbook   

Think Insights  ·  thinkinsights.net -4-



   

Data & AI 

Core Data Concepts & Statistical Thinking for Everyday Decisions Playbook

A framework for building foundational statistical thinking applicable to everyday business
decisions — understanding variation and noise, base rates, and regres
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