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Hi Stephanie,
Are you taking enough time off work? Whether it’s a sick day or a vacation day,
sometimes you just need to give yourself a mental health day. If you’ve never
taken a mental health day before, I encourage you to take a look into it. Giving
yourself a break before you hit burnout is key.
We’re going to start sharing notes and highlights from our meetings
related to the community and our contributors.
We posted our first set of
notes in #sd-contributors. You can read it here.

✍️

We’ve created an easier flow for joining the community. We’re going to
wind down the Mighty Network and help the people on it move to Slack!
Questions? Start a thread here.
This week’s Support Driven Highlights include:
-KPIs to track staffing additions and adjustments
-Resources for customer support newbies
-How organizations divide work between a technical support team and the
engineering/dev department
-Hot takes on QBRs
https://mail.google.com/mail/u/0?ik=b5909093cf&view=pt&search=all&permthid=thread-f%3A1695306364800027598&simpl=msg-f%3A1695306364800027598
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Read more about the highlights here.
This one’s for “The Office” fans: Can “The Office” teach us about personal
service?
Find out in our latest blog post written by Support Driven
community members Harry Maxell and Stacy Justino here.

🤔

See you in April!
Best,
Stephanie

Featured Community Member
Jacob is a Support Operations Lead at Nylas, and has been a
member of the community for about 4 years.
“Support Driven has been vital in my growth and education as a
Support professional, and I really appreciate being in a community
of people who value the interesting work that is Customer
Support!”
To help the community connect on LinkedIn, we're featuring a
community member's experience with Support Driven. If you'd like
to be featured in future newsletters, add Support Driven to your
LinkedIn Profile.

Mobile Revolutionaries

👾

You can now watch this webinar on
demand!
You will learn:
| Which numbers matter most to product and
https://mail.google.com/mail/u/0?ik=b5909093cf&view=pt&search=all&permthid=thread-f%3A1695306364800027598&simpl=msg-f%3A1695306364800027598
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support teams, respectively.
| Which joint KPIs matter to both teams.
| How product and support share data across the
player lifecycle—from concept to post-launch and
through the life of the game.

Click here to watch

SPONSOR

Community Conversations

@Lilith in #customer-experience:
"I am looking for some people that walked this path before me: we
are a SaaS company with a complex product, that requires a lot of hand
holding the customer in the first 5-6 weeks. Unfortunately, we are also on
the very low MRR end (~120 $). IMHO it is unsustainable to continue like
this. We need to limit the contact a customer can have with us for free.
We analysed through carefully monitoring new customers that there is a
good amount of contact a customer needs to properly onboard. Some
customers exceed this, so I want to charge those that excessively use
our free support (bug reports and feedback are for free).
I also want to offer certain implementation steps. Either to do so via our
self service or you can buy our support.
Anyone done this before?”
@itskarla in #career-development:
"Hello, lovely SD community!
I'm looking for career advice/guidance from any senior directors or
vice presidents. I am currently the Head of Customer Experience at
Klover. I've been at Klover for a little more than a year, and a lot has
https://mail.google.com/mail/u/0?ik=b5909093cf&view=pt&search=all&permthid=thread-f%3A1695306364800027598&simpl=msg-f%3A1695306364800027598
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changed. I now have 6 full-time CS specialists on my team, and they've
gotten to the point where they're fairly self-sufficient. Response times are
amazing, CSAT scores are higher than ever before, and many of them
are working on special projects within CS.
Since then, my focus has shifted to improving our help center articles,
escalations, development, automation, training materials, and QA. I'm at
a point where I don't believe my skills/tasks (help center articles,
escalations, etc.) will allow me to stand out and eventually advance to the
position of director. Is there anything you've done in the past to help you
prepare for the transition from department head to director? A few things
have crossed my mind - business school, online courses, and/or a career
coach to help me get into the "director mindset." My entire CS career has
been focused on supervising and training, rather than strategic
leadership, if that makes sense. Any advice is greatly appreciated”
@Sarah in #knowledge-management:
"Hi everyone! Hope you're enjoying your Wednesday. I am looking to
create an image library of all external and internal KB screenshots.
Ideally, this image library would provide a URL to each image so we can
insert the image link into the document. Then if the product changes, all
we need to do is update the image in the library and the update goes out
to all documents containing that link. Does anyone here have experience
with building or interacting with something like this? If so, I would love to
chat."
@Hilary in #leadership:
"Has anyone hired for a Support Operations Role and incorporated a
case study as part of it? If so, I'd love to hear what components you put
into the case study!"
@crystalmchenry in #knowledge-management:
"Does anyone have a process / system that you feel works and would
be willing to share for how you manage inbound compliance/infosec
questionnaires from your clients? Specifically if you are a smaller
software company that doesn't have a dedicated team for it, like us."
@benhubbard343 in #leadership:
"This may have been asked before, but I can’t for the life of me surface
the answer. When looking at team sizes vs. customer support tickets
coming in, what is the average number of tickets you’d typically
expect your agent to handle in a day/week/month?"
https://mail.google.com/mail/u/0?ik=b5909093cf&view=pt&search=all&permthid=thread-f%3A1695306364800027598&simpl=msg-f%3A1695306364800027598
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@charlotteward in #knowledge-management:
"Hello! We’re just getting our knowledge base off the ground and I
want to create an OKR that somehow speaks to it’s
adoption/utilisation across the team (from a point of view of building it).
I don’t want to be so prescriptiive as ‘each engineer creates X KB articles
a week’, because that will just be gamed. Do you have any OKRs around
knowledge creation/success like this?":
@ctalbott in #leadership:
"Hey all, another question (it's been a busy week and it's only Tuesday.
What are questions or scenarios or projects you give interview
candidates to assess technical aptitude?
We are a complex product, but much of what we do has to be trained no
matter the experience level. So I want to hire with more emphasis on soft
skills, but ensure they have technical aptitude so we can train them up
quickly.
- We thought about giving a small project, but we already ask for a work
sample. I want to be careful of putting more work on a candidate outside
of the actual interviews.
- Right now, we are asking questions like, "explain how the internet
works" and asking about their knowledge of DKIM, SPF etc... My concern
here is a someone can have technical aptitude and knowledge, but not
be able to explain SPF."

What We're Reading
Support Driven Highlights: Does anyone have CS foundational readings or
resources?
What "The Office" Teaches us About Personal Service?

Events
Zendesk CX Academy Live - Tuesday, April 27th, 11 am PT, 2:30 pm ET

Bulletin Board
https://mail.google.com/mail/u/0?ik=b5909093cf&view=pt&search=all&permthid=thread-f%3A1695306364800027598&simpl=msg-f%3A1695306364800027598
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@IsaacLee
We’ve just released a new industry report focused on the eCommerce
industry.
We analyzed over 265,000 support tickets to:
- identify the agent skills you should invest your time/resources into to
build customer loyalty
- understand the relationship between quality and customer satisfaction
- provide you an action plan to improve CSAT and Loyalty.
Would love to hear your feedback on it! Download here
@KatherineOrtiz
"Hi everyone!
ICYMI, I'm managing a webinar called :car: The Data-

👋

🚗

Driven Journey from Email to Automation
on Thurs. 4/1 at 10 am
PST/5 pm GMT with the VP of Campaign Operations at Quotient
Technology (Coupons.com). She will discuss her process of moving from
and
support to a modern, automated process of self-serve FAQs
and chat in a few short months. If you’ve considered elevating your
operations, but don’t know where to start, get your questions answered
by someone who’s been down that road, including determining what
channels to launch and lessons learned. You’re all invited. " Register
Here

📩

📱

🤖

🎉

Job Opportunities

Feel free to DM the members who posted about these jobs on Slack.
Staffbase Customer Care Agent, New York (@FelixStarzer)
Qatalog Customer Support Manager, Remote, London (@Kaitlin
Ashley)
Planning Center Support Manager, Remote
Roihunter Customer Support Specialist, Remote in Brazil
(@LiborBitala)
VoxMedia Associate Community Manager,, Remote
Flight CX Customer experience representatives, Remote (@nykki)
https://mail.google.com/mail/u/0?ik=b5909093cf&view=pt&search=all&permthid=thread-f%3A1695306364800027598&simpl=msg-f%3A1695306364800027598
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Webflow Director, Global Customer Support,, Remote in US
(@Waldo)
Culture Amp Product Support Specialist Australia (@Jared)
See more listings in the #job-board Support Driven Slack channel.

Pic of the week

Have a weekend
full of tenderness!
Photo: @Daniel (DC)

Do you think this newsletter could be helpful to a friend or co-worker?
Forward it via email to them and share a one liner on why you think it could be helpful to
them.

13727 SW 152nd St PMB 24001
Miami
FL
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33177
United States of America
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