
Turning recurring customer complaints into
clearer priorities and actionable next steps.

DATASET SCOPE
Complaint themes · CSAT ·
Resolution time · Root cause
mapping

TOOLS
Google Sheets · Pivot Tables ·
Canva

CUSTOMER
FEEDBACK

ANALYSIS & ROOT
CAUSE MAPPING

522 synthetic support tickets



This project analyzes 522 synthetic customer complaint tickets to identify

the most frequent issues, compare service performance across

subcategories, and map each issue to its likely root cause.

• Damaged / Leaking Product is the most reported issue, with 122 tickets.

• Order Not Received has the lowest CSAT at 2.7 and the longest average

resolution time at 24.02 hours.

• Delivery is the largest mapped root cause category, accounting for 181

tickets.

• Lower-volume issues can still create a disproportionately poor customer

experience.

Executive Summary
Total Complaints

KPI 1

522

Average CSAT

KPI 2

3.42

Mapped Root Cause
Categories

KPI 4

4

Average Resolution
Time

KPI 3

16.6hrs



Complaint volume by issue subcategory shows where the most recurring customer friction occurs.

Issue Category Breakdown
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• Damaged / Leaking Product is the most

reported issue, with 122 tickets.

• Late Delivery follows closely with 113 tickets,

making delivery-related complaints another

major area of concern.

• The two largest complaint categories account

for 235 of 522 tickets.

• Complaint volume alone does not show the full

customer impact, so CSAT and resolution time

need to be considered next.



Complaint volume, CSAT, and resolution time point to different types of customer impact.

What Needs Attention Most

DAMAGED / LEAKING
PRODUCT
122 COMPLAINTS · CSAT 3.4 · 14.76 HRS 

Highest complaint volume, making it the most

recurring issue by frequency.

LATE DELIVERY
113 COMPLAINTS · CSAT 3.4 · 17.17 HRS 

High volume combined with a longer

resolution time suggests a significant

operational pain point.

ORDER NOT RECEIVED
68 COMPLAINTS · CSAT 2.7 · 24.02 HRS 

Lowest CSAT and longest resolution time,

making this the most critical customer

experience issue.

REFUND / REPLACEMENT ISSUE
65 COMPLAINTS · CSAT 2.9 · 23.60 HRS 

Lower volume, but poor satisfaction and long

resolution time indicate a disproportionate

customer impact.

HIGH COMPLAINT VOLUME DOES NOT ALWAYS MEAN THE HIGHEST CUSTOMER IMPACT.



The analysis points to four operational areas where improvements could reduce recurring customer friction.

Root Cause Priorities & Next Steps

PRIORITY SHOULD BE BASED ON BOTH COMPLAINT FREQUENCY AND THE CUSTOMER
EXPERIENCE BEHIND EACH ISSUE.

01 DELIVERY
181 tickets

STRENGTHEN DELIVERY TRACKING AND ESCALATION.
Tracking failures, courier delays, and delivery exceptions make Delivery the largest mapped

root cause category. Clearer escalation paths and SLA ownership should be the first focus.

02 FULFILLMENT
154 tickets

TIGHTEN FINAL ORDER VERIFICATION.
Missing and wrong item cases suggest gaps before handoff. A final item, SKU, and quantity

check could help reduce preventable fulfillment errors.

03 PACKAGING
122 tickets

REVIEW PACKAGING AND HANDLING STANDARDS.
Damaged and leaking product complaints indicate inconsistent protection during packing or

handling. Sealing and protection checks should be reviewed.

04 PROCESS
65 tickets

CLARIFY REFUND AND REPLACEMENT OWNERSHIP.
Refund and replacement issues point to workflow ambiguity. Clear ownership, turnaround

expectations, and escalation steps could make resolution more consistent.
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