YOUR ORGANIZATION NAME
Training Needs Assessment

	Department / Team
	Customer Support (18 staff)
	Prepared by
	HR & Learning Team

	Assessment period
	October – November 2026
	Date
	November 9, 2026


1. PURPOSE
Identify the skills gaps that prevent the support team from meeting its service targets, and recommend training priorities and budget for 2027.
2. METHODS USED
☒ Staff survey    ☒ Manager interviews    ☒ Performance data    ☒ Customer feedback    ☐ Focus groups    ☐ Observation    
3. CURRENT VS. DESIRED PERFORMANCE
	Skill / Area
	Current Level
	Desired Level
	Gap
	Priority

	Product knowledge (new software)
	2 – Basic
	4 – Advanced
	High
	1

	Handling difficult customers
	3 – Competent
	4 – Advanced
	Medium
	2

	Ticketing system reporting
	2 – Basic
	3 – Competent
	Medium
	3

	Written communication (email/chat)
	3 – Competent
	4 – Advanced
	Low
	4

	
	
	
	
	


4. KEY FINDINGS
•  First-contact resolution is 68% against a target of 80%
•  62% of staff rated their product knowledge as basic
•  Average handling time rose 22% after the software update
•  Customer satisfaction dips on complex technical tickets
5. RECOMMENDED ACTIONS
	Action
	Format
	Who
	Timing
	Est. Cost

	Advanced product training
	Workshop, 2 days
	All agents
	Jan 2027
	$4,800

	De-escalation skills course
	Online + role play
	All agents
	Feb 2027
	$2,100

	Reporting dashboard training
	Lunch & learn
	Team leads
	Feb 2027
	$0
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