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The silent killer of modern businesses isn’t a flawed product; it’s a 
friction-filled experience that slowly alienates customers without 
management ever realizing it. Companies often pour millions into 
product development, marketing campaigns, and sales pipelines, 
only to watch customer loyalty bleed out through a thousand 
unmapped micro-frictions. When metrics begin to slip, the instinct 
is often to look inward — to optimize processes, cut costs, or push 
harder sales targets. However, fixing an experience problem with 
operational pressure only accelerates the decline.
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This is where a Customer Experience (CX) Audit becomes vital. Far 
from a finger-pointing exercise or a bureaucratic compliance 
check, a CX audit is a rigorous, empathetic diagnostic tool. It is 
designed to dismantle assumptions, expose the gaps between 
what a company thinks it delivers versus what the customer 
actually experiences, and align the entire organization around a 
unified journey. Identifying whether your business is suffering 
from these hidden friction points is the first step toward building 
sustainable, customer-led growth.
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10 Signs You Need a Customer Experience Audit

Recognizing when an organization’s internal processes have 
decoupled from customer expectations is critical. The following 
ten warning signs indicate that systemic friction is eroding value 
and that a comprehensive customer experience diagnostic is 
required.
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1. The “Metric Paradox” (High CSAT, Dropping Retention)

Operational dashboards show excellent customer satisfaction 
(CSAT) scores or high Net Promoter Scores (NPS), yet contract 
renewals, repeat purchases, or customer lifetime value (LTV) are 
steadily declining. This paradox occurs when metrics evaluate 
isolated, transactional touchpoints rather than the cumulative, 
end-to-end journey. Customers may be satisfied with a specific 
support interaction but entirely frustrated by the overall 
relationship.

© 2026 Braden Kelley . All Rights Reserved



© 2026 Braden Kelley . All Rights Reserved

2. Cross-Departmental Finger Pointing (The Silo Effect)

When customer satisfaction drops or friction surfaces, internal 
teams retreat into functional silos. Marketing blames Sales for 
setting improper expectations, Sales blames Product for missing 
capabilities, and operations blames Customer Support for failing 
to retain accounts. When an organization’s internal structure 
dictates the customer journey, the customer is forced to act as the 
integrator, piecing together a fragmented, inconsistent 
relationship.



3. Rapidly Escalating Customer Support Costs

Customer support ticket volumes, live chat queues, and 
operational costs are outstripping overall customer acquisition or 
revenue growth. When frontline teams are consistently 
overwhelmed by repetitive, basic procedural questions, it signals a 
systemic failure in proactive communication, self-service 
infrastructure, or initial onboarding design.
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4. The “Feature-Rich, Adoption-Poor” Product

The organization continuously ships highly requested product 
features, digital enhancements, or service updates, yet product 
telemetry and usage data reveal that customers utilize only a 
minor fraction of the ecosystem. This indicates a gap between 
what customers say they want during isolated feedback loops and 
how they actually behave within their day-to-day context.
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5. Onboarding is a “Black Box”

A significant percentage of customer churn or user drop-off occurs 
within the critical first 30 to 90 days following initial conversion. 
When post-sale momentum stalls, it reveals a lack of structural 
alignment between the initial marketing promise and the 
operational reality of delivery, leaving customers without a clear 
path to achieving their first milestone of value.
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6. Your Customer Journey Map Hasn’t Been Updated in Years

The organization relies on historical customer personas, idealized 
flowcharts, or journey maps developed years ago. In rapidly 
evolving markets, customer behaviors, environmental pressures, 
and digital expectations shift continuously. Relying on outdated 
assumptions ensures that operational models remain optimized 
for a customer base that no longer exists.
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7. Over-Reliance on “Discounting” to Win Back Customers

The primary mechanism for retaining accounts, securing contract 
renewals, or winning back lapsed customers relies heavily on price 
concessions, promotions, or fee waivers. When financial 
discounting becomes the default retention strategy, it 
demonstrates that the experience itself has failed to provide a 
meaningful, non-commodity differentiator.
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8. “Ghosting” After the Initial Touchpoint

Marketing funnels successfully generate high digital traffic, 
inbound inquiries, or initial sign-ups, but conversion rates to the 
next meaningful milestone are low. This drop-off indicates that 
micro-frictions—such as confusing interface copy, excessive form 
fields, or slow operational response times — are killing 
engagement before trust can be established.



9. Customer Feedback is Reactive, Not Proactive

Customer insights are derived exclusively from trailing indicators, 
such as public reviews, escalation tickets, or formal cancellation 
notices. Lacking continuous, human-centered listening posts 
across key milestones leaves an organization permanently 
reactive, fixing broken experiences after damage to customer 
sentiment is already permanent.
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10. Employees are Burned Out and Disengaged

Frontline customer success, account management, and support 
teams experience high turnover, low morale, or systematic 
disengagement. Because employee experience (EX) mirrors 
customer experience, a team that lacks adequate tools, clear data 
pathways, or operational autonomy will inherently project that 
frustration directly onto the customer base.
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By undertaking a Customer Experience Audit, you’re not only 
future-proofing your business but also prioritizing the needs and 
expectations of your customers. Remember, a remarkable 
customer experience is not a one-time effort but an ongoing 
commitment. As you embark on this journey, keep in mind that 
customer-centric innovation is the cornerstone of sustainable 
success.

Commit to a culture of continuous improvement, and you will see 
your brand not just meet, but exceed customer expectations. Let’s 
create experiences that are not only memorable but 
transformative.

If you are interested in conducting a customer experience audit of 
your business, please contact me.
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https://bradenkelley.com/contact-me/


Braden is a best-selling author and an engaging, insightful keynote 
speaker at conferences and corporate events around the globe.
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ABOUT THE AUTHOR

As a Human-Centered Change & Innovation 
professional, Braden transforms experience 
and foresight into best practices for human-
centered design, customer experience, 
change management, digital transformation 
and the building of innovation capabilities.

“Braden was an exceptional speaker at our 
annual insurance event in Peru, not only due to 
the clarity and quality of his presentation, but 
because he managed to leave important seeds 
of innovation with the audience. Braden set a 
superb standard for the conference.”

– Fernando Cesar Gonzales Daly Marrou, 
Director of Sales, MAPFRE Perú



Let me help you supercharge 
your customer experience!

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