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Overview

Problem. Support agents juggle email, chat, and social in three separate tools — wasting
~2.3h/day switching and losing conversation history, which drags response time to 4h.

Solution. A unified inbox that aggregates every channel, keeps cross-channel history, and
routes by agent expertise.

Success metrics

Median response time 4h → 1h

Tool-switching time −80% (2.3h → <0.5h)

CSAT 3.8 → 4.5

User stories

As a… I want to… So that…

Support agent see all channels in one queue I never miss an urgent request

Agent view full cross-channel history I don't ask customers to repeat themselves

Lead route by expertise the right person answers first

Requirements

P0: unified queue, cross-channel history, priority sort

P1: expertise-based routing, canned responses

P2: sentiment tagging

Open questions

Do we build social ingestion in-house or via a provider?

What's the data-retention policy for DM content?
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