VoiceTeam

Tech Support
Maturity Quiz



How Ready Is Your Tech Support
Operation to Scale Without Losing
Trust?

Tech support often looks fine, until growth, complexity, or customer pressure exposes
hidden gaps.

This short assessment helps you understand how mature your tech support operation
really is across structure, knowledge, escalation, automation, and customer confidence.
It takes about 5 minutes to complete.

Instructions

For each statement, select the option that best reflects your current reality.

Answer Scale

Answer options for every question:

Nottrueatall
Somewhat true
Mostly true
Completely true



Sectiont:

Q1. Ourtech support model clearly defines L1, L2, and L3 responsibilities.

Q2. Customers reach appropriately skilled support without excessive transfers.

Q3. We can handle spikes in volume or complexity without pulling in engineering or
product teams.

Q4. Our support coverage aligns with customer needs across channels and business
hours.

Section2:

Q5. Technical knowledge is documented, searchable, and actively maintained.
Q6. New agents ramp effectively without relying on tribal knowledge.
Q7. Resolution quality is consistent across agents, shifts, and channels.
Q8. Complex or uncommon issues do not depend on a single internal “expert.”

Section 3:

Q9. Escalations decrease over time rather than piling up.

Q10. Customers escalate because of issue severity, not lack of confidence in frontline
support.

Q11. Multi-step troubleshooting is handled smoothly and transparently.

Q12. Ownership of issues is clear, even when multiple teams are involved.

Section4:

Q13. Al and automation reduce workload without blocking access to skilled humans.
Q14. Customers can reach a human quickly when issues become complex or emotional.
Q15. Automation supports agent decision-making rather than replacing judgment. Q16.
Handoffs between automation and human support feel seamless to customers.

Section 5:

Q17. Customers leave support interactions confident the issue is fully resolved.
Q18. Repeat contacts forthe same issue are rare.

Q9. Escalations do not correlate with churn or renewal risk.

Q20. Tech support is viewed internally as a retention driver, not just a cost center.



65-80: High Tech Support Maturity

Your tech support operation is built to scale.

You have strong structure, clear escalation paths, and systems designed to
protect customer confidence even as complexity grows.

Your opportunity now is optimization, not stabilization.

Recommended next steps:

« Explore advanced Al and human-in-the-loop optimization
« Review how your model will hold up under future growth


https://voiceteam.com/contact/

45-64: Moderate Tech Support Maturity

Your foundation is solid, but risk exists.

Yourtech support model works today, but under pressure, gaps may appear
in escalation handling, knowledge continuity, or human-Al balance.

Addressing these now can prevent future churn and internal strain.

Recommended next steps:

« Review your escalation and knowledge strategy
« Benchmark against proven tech support models

25-44: Low Tech Support Maturity

Your tech support model may struggle at scale.

Your operation likely relies on heroics, tribal knowledge, or improvised escalation
paths. This increases risk as volume or complexity rises.
The good news: these issues are fixable with the right structure.

Recommended next steps:

« Assess where support breaks under pressure
« Explore structured L1-L3 support models


https://voiceteam.com/resources/from-calls-to-confidence/

Below 25: Tech Support at Risk
Yourtech support operation is likely impacting retention.

Escalations, repeat contacts, and fragile confidence are likely contributing to churn
and internal frustration.

Immediate clarity can help stabilize support before customers feel the impact.

Recommended next steps:

« Review proven tech support stabilization strategies

Talkto aTech Support Specialist


https://voiceteam.com/contact/
https://voiceteam.com/tech-support-that-scales-without-breaking-trust/



