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A Customer Experience Audit is not merely a “health check”; it is a 
rigorous diagnostic process designed to uncover the “silent killers” 
of conversion and loyalty. It bridges the gap between how a 
company thinks it is performing and how the customer actually 
feels at every touchpoint. By systematically evaluating the friction, 
flow, and emotional resonance of the brand journey, organizations 
can transform from being reactive service providers to proactive 
experience leaders. Here we explore the ten (10) most compelling 
reasons to initiate this audit, backed by the latest industry data.
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1. Identify and Eliminate Friction Points

An audit maps the real-world customer journey to find where users drop 
off. Small changes to these “micro-moments” can yield massive returns.

• The Statistic: Simplifying a complex sign-up form can increase 
successful registrations by 20% (Reform).

• The Insight: 53% of consumers say being kept on hold alone is reason 
enough to stop doing business with a brand (Webex/Futurum Group).
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2. Improve Customer Retention and Reduce Churn

Acquiring a new customer is significantly more expensive than keeping an 
existing one. Audits identify the specific negative experiences that drive 
customers to competitors.

• The Statistic: Resolving CX issues can reduce churn by 85% (Esteban 
Kolsky).

• The Insight: 60% of customers will leave a brand after just one or two 
negative experiences (Zoom, 2025).
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https://www.slideshare.net/slideshow/cx-for-executives/52398185
https://www.slideshare.net/slideshow/cx-for-executives/52398185
https://www.zoom.com/en/blog/customer-experience-statistics/


3. Maximize Revenue and Upsell Opportunities

Satisfied customers aren’t just loyal; they are less price-sensitive and more 
open to higher-value offers.

• The Statistic: Companies that excel at CX see an average 80% increase 
in revenue (Zippia/Zendesk).

• The Insight: 61% of customers will spend at least 5% more with a brand 
they know provides a good experience (Emplifi).
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https://www.zendesk.com/blog/customer-experience-statistics/
https://www.zendesk.com/blog/customer-experience-statistics/
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4. Optimize the Onboarding Experience

The first post-purchase interaction sets the tone for the entire relationship. 
Audits ensure your onboarding isn’t frustrating or confusing.

• The Statistic: Effective onboarding makes customers 92% more likely to 
renew their subscriptions (TSIA/OnRamp).

• The Insight: Interactive and engaging onboarding content can boost 
early product usage by 55% (Wyzowl).

https://onramp.us/blog/customer-experience-statistics
https://onramp.us/blog/customer-experience-statistics
https://onramp.us/blog/customer-experience-statistics
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5. Validate AI and Automation Strategy

Many companies layer AI over broken processes. An audit ensures your 
bots are actually helping rather than “getting stuck in loops.”

• The Statistic: AI adoption can increase the number of issues resolved 
per hour by 15% (Quarterly Journal of Economics, 2025).

• The Insight: 80% of customers expect bots to escalate to a human 
when needed, but only 38% say this actually happens (Zoom, 2025).

https://www.zoom.com/en/blog/customer-experience-statistics/
https://www.zoom.com/en/blog/customer-experience-statistics/
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6. Align Internal Silos

Audits reveal when different departments (Sales, Marketing, Support) are 
providing conflicting information, which destroys customer trust.

• The Statistic: 90% of customers expect consistent interactions across 
all channels (SDL/Renascence).

• The Insight: 54% of organizations cite “fragmented or siloed data” as 
their biggest barrier to leveraging customer insights (Zendesk).

https://www.renascence.io/journal/key-customer-experience-cx-statistics-you-need-to-know-in-2025
https://www.zendesk.com/blog/customer-experience-statistics/
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7. Benchmark Against Competitors

In 2026, CX is the primary differentiator as products and pricing become 
easier to replicate.

• The Statistic: 89% of businesses are expected to compete primarily on 
CX this year (Gartner/OnRamp).

• The Insight: Customer-centric brands are 60% more profitable than 
those that do not focus on CX (Deloitte).

https://onramp.us/blog/customer-experience-statistics
https://onramp.us/blog/customer-experience-statistics
https://www.zendesk.com/blog/customer-experience-statistics/
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8. Personalize with Purpose

Generic “Dear [Name]” emails no longer count as personalization. Audits 
help you use data to anticipate needs and determine the most authentic 
places to personalize customer interactions and experiences.

• The Statistic: Brands with mature personalization are 71% more 
likely to report high customer loyalty (Deloitte).

• The Insight: 80% of consumers are more likely to purchase from a 
brand that offers tailored experiences (Epsilon).

https://blog.webex.com/customer-experience/twenty-five-customer-experience-statistics-for-2025-and-why-they-matter/
https://www.renascence.io/journal/key-customer-experience-cx-statistics-you-need-to-know-in-2025
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9. Enhance Employee Satisfaction

When customers are frustrated, frontline employees bear the brunt of that 
anger. Fixing the CX reduces agent burnout.

• The Statistic: 62% of respondents identified a defined relationship 
between Ex and Cx, stating that the impact was “large” or “significant” 
and measurable. (Workstep).

• The Insight: Companies with strong CX leadership are 2x more likely to 
have engaged employees (Temkin Group).

https://www.workstep.com/resources/how-employee-experience-solutions-ultimately-improves-customer-experience/
https://www.renascence.io/journal/key-customer-experience-cx-statistics-you-need-to-know-in-2025
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10. Turn Feedback into Action

Most companies collect feedback, but few act on it. An audit creates a 
structured roadmap for implementation.

• The Statistic: Acting on customer feedback can lead to a 25% reduction 
in churn (Forrester/Renascence).

• The Insight: 77% of customers view a brand more favorably if they 
proactively invite and act on feedback (Microsoft).

https://www.renascence.io/journal/key-customer-experience-cx-statistics-you-need-to-know-in-2025
https://www.renascence.io/journal/key-customer-experience-cx-statistics-you-need-to-know-in-2025


Looking for someone to conduct an independent customer, 
partner or employee experience audit?

We specialize in conducting these kinds of audits, mapping the 
relevant journeys and benchmarking your performance against 
select competitors.

Book your experience audit today!
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Let me help you supercharge 
your customer experience!

https://bradenkelley.com/contact-me/  

https://bradenkelley.com/contact-me/
https://bradenkelley.com/contact-me/
https://bradenkelley.com/contact-me/
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