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1. Executive Summary
This report reviews the support-related signals in Corey Gray's Microsoft 365 workspace (Outlook, Teams, calendar and files) over the last 90 days and compares them with current public customer-service benchmarks. The headline finding is that the internal evidence base is thin: no customer-facing escalation or complaint email was found, no meetings about support quality took place in the window (the calendar returned no events and no transcripts exist for the period), and the Teams record consists mainly of interactions with the ZAVA Support and ZAVA Orders agents plus automated system alerts. What the record does show is a consistent pattern of requests that stall without closure, support tooling that fails repeatedly without remediation, and intake flows that ask for information and then go quiet.
Five themes emerge: unanswered stakeholder requests that recur across weekly digests for two months; support-system outages (ServiceNow and Jira Copilot connectors, Power Automate approval flow) that repeat weekly; a ZAVA service ticket that was opened on 18 June and remained in a waiting state on 20 August; an order-fulfilment follow-up for a Gold-tier customer that has been unverified since March; and overdue governance and communication tasks that weaken the feedback loop. Against 2026 benchmarks (cross-industry CSAT of about 78/100, first-contact resolution of 70–75%, email first response under 4 hours, 86% of tickets resolved within SLA), the internal pattern of multi-week open items points to response and resolution times far outside the acceptable range.
The improvement plan prioritises four moves within 30 days: close every open request older than 30 days and confirm closure with the requester; fix the failing connectors and approval flow and add monitoring; introduce a simple ticket log with first-response and resolution timestamps so CSAT and FCR can be measured at all; and set an internal service standard (acknowledge within one business day, resolve or escalate within five). Medium-term actions cover a monthly support-quality review and an intake redesign for the ZAVA agent.
2. Scope, Sources and Method
Primary sources were the signed-in user's Microsoft 365 data: Outlook mail received between 9 June and 7 September 2026, Teams chats and channel messages, calendar events and meeting transcripts for the same window, and SharePoint and OneDrive files. Searches covered escalations, complaints, tickets, SLA breaches, delivery issues and support quality. External benchmarks were gathered through web search and are limited to publicly available 2026 benchmark reports; each is cited by title and URL in Section 5 and the References.
Two limitations shape the findings. First, the mailbox contains no direct customer correspondence; the support signals are captured indirectly through the automatically generated Daily Task Digest emails, which quote the underlying Teams and email evidence, and through the ZAVA agent chats. Second, no calendar events or transcripts exist for the window, so meeting discussion about support quality could not be assessed. The earlier Teams escalation about production downtime and hardware failures (January 2026) falls outside the 90-day window and is noted only as context.
3. Top Themes with Evidence
Theme 1: Requests that stall without closure
The most persistent pattern is internal requests that remain open for weeks and resurface in every digest. The Daily Task Digest of 27 August 2026 lists four items from Adil Eli as still active and overdue: "Can you finalize the file and send it over by end of day today?" (first raised 19 June), "What is the status of S2P agent?" (July), "Could you please review the document and share your feedback by end of this week?" (19 June) and "Please complete the update and confirm once done by 25 June 2026." The 20 August digest notes the last of these is "significantly overdue" and that the S2P question had "No response recorded." The 29 June digest had already marked the document review as "past its original due date." Whether the requester is a colleague or a customer, a request acknowledged nowhere for 60 to 70 days is the internal equivalent of a breached SLA.
Theme 2: Support tooling fails repeatedly and is not remediated
The support toolchain itself generated the largest volume of alerts. Microsoft Power Automate sent "flow(s) have failed" notices on 19 June, 27 June, 16 July, 31 July, 8 August, 15 August, 22 August and 31 August 2026, and the 20 August digest identifies the 'Cowork Plan Approval' flow as failing since at least 21 July with the error "preventing the creation of Approvals." Microsoft 365 also flagged "Your Copilot connection Jira2606051042 needs immediate attention" on 12 August and "Your Copilot connection ServiceNowTickets2607141032 needs immediate attention" on 22 August. Both connectors feed ticket data into Copilot, so while they are down the team loses its view of Jira and ServiceNow tickets. The 27 August digest still lists both remediations as open.
Theme 3: Ticket intake asks for details, then goes quiet
On 18 June 2026 Corey wrote to the ZAVA Medical Service Agent in Teams: "I want to create support ticket on medical equipment issue." The agent replied "I can help you schedule service but I'll need few details" and posted a ticket form (title, hospital ID, equipment type, urgency, description). No ticket was submitted and there was no follow-up from either side. Two months later the 20 August digest still carries the item under Waiting for Others as "ZAVA Medical Service – Support Ticket Follow-Up ... Status: Waiting – Pending your response." A ticket that is never created cannot be counted, prioritised or resolved, and this case shows the intake flow has no reminder or fallback when the requester does not complete the form.
Theme 4: Order fulfilment follow-through is unverified
The ZAVA Orders agent summarised order ZAVA-ORD-100245 for a Gold-tier customer who "requested consolidated shipment if possible" and set the next action as "Monitor shipment progress and confirm delivery with customer." That action, dated 10 March, was still flagged as "Unverified / Possibly Stale" in the 29 June digest and again on 27 August with the note that "the conversation context doesn't confirm explicit ownership by Corey Gray." The ownership gap, not the shipment itself, is the issue: a premium customer's delivery confirmation has had no named owner for six months.
Theme 5: Governance and communication tasks that protect service quality are overdue
Several tasks that would normally close the feedback loop are themselves late. The Planner task "Communication Error Communication" was due 18 August 2026 and is listed as overdue in the 27 August digest. Jira items ZAG-4 ("Identify scope of governance") and ZAG-5 ("Draft compliance criteria for agent behavior") were flagged overdue on 20 August. The Azure OpenAI to Foundry Agent Service migration deadline of 26 August passed with status unknown. None of these is a customer complaint, but together they show the same root behaviour: deadlines pass without a status update to the requester.
Evidence summary
	Theme
	Occurrences in window
	Age of oldest open item
	Primary sources

	Requests that stall without closure
	4 open requests, repeated in digests of 29 Jun, 20 Aug, 27 Aug
	80 days (19 Jun request still open 7 Sep)
	Daily Task Digest emails (29 Jun, 20 Aug, 27 Aug 2026); Teams chat with Adil Eli

	Support tooling failures
	8 Power Automate failure alerts; 2 connector alerts
	48 days (approval flow failing since 21 Jul)
	Power Automate alerts (19 Jun to 31 Aug); Microsoft 365 alerts (12 Aug, 22 Aug)

	Ticket intake goes quiet
	1 uncompleted ticket, still waiting on 20 Aug
	81 days (opened 18 Jun)
	Teams chat with ZAVA Medical Service Agent; Daily Task Digest 20 Aug

	Order follow-through unverified
	1 order (ZAVA-ORD-100245, Gold tier), flagged 29 Jun and 27 Aug
	181 days (action dated 10 Mar)
	Teams chat with ZAVA Orders; Daily Task Digests 29 Jun, 27 Aug

	Overdue governance and communication tasks
	1 Planner task, 2 Jira items, 1 migration deadline
	20 days (Planner task due 18 Aug)
	Daily Task Digests 20 Aug, 27 Aug 2026


 
4. Root Causes
No single owner for follow-through. The order follow-up and the ZAVA ticket both stalled because nobody was named as responsible. The 27 August digest says so explicitly for the order ("doesn't confirm explicit ownership"), and the ZAVA agent left the ticket half-created with no reminder. Work that has no owner cannot be late in anyone's queue, so it is never escalated.
No service standard and no measurement. There is no evidence anywhere in the window of a target for first response or resolution time, and no ticket log from which CSAT or first-contact resolution could be computed. The Jira and ServiceNow connectors that would have supplied ticket data were both down in August. Without a baseline the team cannot see how far it sits from the benchmarks in Section 5.
Alerts without action loops. Eight Power Automate failure notices arrived over eleven weeks and the same approval flow stayed broken throughout. Alerts land in a personal mailbox alongside marketing mail and digests, and there is no rule that turns an alert into an assigned task with a due date. The 27 August digest itself recommends to "Set up failure alerts for proactive monitoring," which confirms none exist.
Intake flows that depend on the requester finishing the job. The ZAVA support form requires five fields before a ticket exists. When the requester does not complete them, the request disappears from every system except a digest entry. Good intake captures a minimal ticket first and collects detail afterwards.
Load and prioritisation. The 27 August digest counts eleven open tasks, six of them high priority, with two overdue since June and one migration deadline already missed. When everything is high priority, the items with an external requester waiting (Adil Eli, the Gold-tier customer) are not distinguished from system hygiene items, and the human-facing ones lose.
5. Benchmark Comparison
The table below sets 2026 public benchmarks against what can be observed internally. Because no ticket log exists, the internal column reports the observed behaviour rather than a measured rate; the gap column is therefore directional. Benchmark figures are taken from the cited reports and should be re-verified before use in any external communication.
	Metric
	2026 public benchmark
	Observed internally (9 Jun – 7 Sep 2026)
	Gap and source

	Customer satisfaction (CSAT)
	78/100 cross-industry average; software/SaaS 80, financial services 83 (Stealth Agents, May 2026). All-industry range 78–85%, top quartile 88%+ (Contact Center USA, Apr 2026)
	Not measured. No CSAT survey, ticket log or feedback capture found in mail, Teams or files
	Cannot be compared until measured. Source: stealthagents.com CSAT benchmarks 2026; contactcenterusa.com call-center benchmarks 2026

	First-contact resolution (FCR)
	70–75% global average; top quartile 85%+; 86% of customers satisfied when FCR achieved vs 42% on repeat contact (Stealth Agents citing SQM Group, Jun 2026)
	Not measured. The one ticket attempt (ZAVA, 18 Jun) was not resolved on first contact and never became a ticket
	Directionally below benchmark. Source: stealthagents.com first-contact-resolution 2026; ringly.io FCR statistics 2026

	Email first response time
	Best-in-class under 1 hour, acceptable under 4 hours (Stealth Agents citing Zendesk); industry average 12 h 10 min, median about 3 h (happysupport.ai, May 2026)
	Requests from 19 Jun had no recorded response by 27 Aug (69 days)
	Far outside range. Source: stealthagents.com SLA benchmarks 2026; happysupport.ai response-time benchmarks 2026

	Resolution within SLA
	86% of tickets resolved within SLA globally; top industries 91–95% (Stealth Agents citing Freshworks, Jun 2026)
	No SLA defined. Of 11 open tasks on 27 Aug, 3 were past a stated deadline
	Not measurable; no SLA exists. Source: stealthagents.com SLA benchmarks 2026

	P1 response target
	15–30 minutes for critical issues; next business day for P4 (Stealth Agents citing Rootly and Freshworks)
	Connector outages flagged as needing immediate attention on 12 Aug and 22 Aug were still open on 27 Aug
	Far outside range. Source: stealthagents.com SLA benchmarks 2026

	Effect of response speed on satisfaction
	Sub-1-hour responses score 12–18 CSAT points higher than 24 h+; each hour of delay beyond target cuts CSAT about 12 points (Stealth Agents)
	Multi-week delays on all open requests
	Expect materially depressed satisfaction. Source: stealthagents.com CSAT and SLA benchmarks 2026


 
6. Prioritised Improvement Plan
Actions are ranked by the size of the gap they close and how quickly they can be done. Priority 1 items are achievable within 30 days with no new tooling; Priority 2 items need a quarter; Priority 3 items depend on the measurement baseline the earlier actions create. Owners are proposed and should be confirmed; where the evidence names a person, that name is used.
	Priority
	Action
	Addresses
	Proposed owner and timing
	Success measure

	1
	Close the backlog: respond to every request older than 30 days (the four Adil Eli items, the ZAVA ticket, the ZAVA-ORD-100245 delivery confirmation) and confirm closure with the requester
	Themes 1, 3, 4
	Corey Gray; complete by 21 September 2026
	Zero items older than 30 days in the next digest

	1
	Repair the 'Cowork Plan Approval' flow and re-authorise the Jira and ServiceNow Copilot connectors; document the fix
	Theme 2
	Corey Gray with M365 admin; by 21 September 2026
	No failure alerts for two consecutive weeks; connectors show healthy

	1
	Start a ticket log (SharePoint list or Planner) capturing requester, received date, first-response date, resolution date and outcome for every support request, internal or customer
	Root cause: no measurement
	Corey Gray; live by 30 September 2026
	100% of new requests logged; first CSAT and FCR figures available at 30 days

	1
	Publish an internal service standard: acknowledge within one business day, resolve or escalate within five, P1 outages acknowledged within 30 minutes
	Root cause: no standard
	Corey Gray with Daichi Maruyama; agreed by 30 September 2026
	Standard published; 90% of logged requests meet it by December

	2
	Turn alerts into tasks: mail rules route Power Automate and Microsoft 365 alerts to a dedicated folder and create a Planner task with a due date and owner
	Theme 2; root cause: alerts without action
	Corey Gray; by 31 October 2026
	Every alert has an owner within one business day

	2
	Redesign ZAVA agent intake so a ticket is created from the first message with a reference number, and missing details are requested afterwards with a reminder at 48 hours
	Theme 3
	ZAVA agent owner (to be confirmed); by 30 November 2026
	No abandoned intake conversations; FCR on ZAVA tickets at or above 70%

	2
	Assign a named owner for every open order action and every high-priority digest item; add an 'owner' field to the digest
	Theme 4; root cause: no owner
	Corey Gray; by 31 October 2026
	No digest item marked 'ownership unconfirmed'

	3
	Run a monthly support-quality review using the ticket log: response and resolution times, FCR, and a two-question CSAT survey sent at closure; compare against the Section 5 benchmarks
	All themes; root cause: no measurement
	Corey Gray with Daichi Maruyama; first review December 2026
	CSAT at or above 78/100 and FCR at or above 70% by Q2 2027


 
7. Risks and Next Steps
The main risk is that this analysis rests on indirect evidence. If customer complaints are handled in a system not connected to this mailbox (for example ServiceNow or Jira directly), the themes here understate volume and may miss product-specific issues. Restoring the two Copilot connectors is therefore the first step towards a fuller picture, and this report should be refreshed once ticket data is visible. A second risk is that the benchmark figures come from vendor-published summaries of underlying studies (SQM Group, Zendesk, Freshworks, SuperOffice); where a number will be used to set a formal target, the primary study should be consulted. The recommended next step is a 30-minute review with Daichi Maruyama to confirm owners and dates for the Priority 1 actions, followed by a check at the end of September against the success measures above.
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