
Customer
Experience Audit
Stand out among competitors 
with a customer experience that 
truly differentiates your brand.



Ness helps enterprises envision and execute their customer experience roadmap:

Understand the lifestyles and
needs of your customers

Benchmark the competition to inspire differentiation
and understand customer expectations

Audit your current state, mapping all of your
customer touchpoints across channels 

Create a future view of your personalized customer
journeys and prioritize an experience roadmap



Customer experience spans every step of the 
customer journey, from lead  acquisition and 
purchase to ongoing engagement. 
Customers expect you to fulfill their needs 
on whatever device, whenever they need it, 
delivering contextual and personalized 
experiences. To grow despite competition 
coming from many directions, your company 
needs to stand out.

Businesses are competing across 
the customer journey.

5.1X 
revenue growth of CX leaders over laggards.

Forrester, Improving CX Through Business Discipline Drives Growth, June 2017.



The Ness Digital Customer Experience audit 
applies service design methods to assess the 
customer experience you have today: 
benchmarking the competition, 
understanding the behavior of your 
customer segments, and mapping your 
customer touchpoints – so you can create a 
future view and Customer Experience 
roadmap for your business. 

What you get:

• Benchmarking of your competitors that provides
inspiration and reference points for your future
roadmap.

• Action points on where your current experience is
scoring low and customer journey maps that
provide context and understanding.

• Review of your available data assets and
recommendations on how you can leverage them to
improve customer experience and drive growth.

• Future view customer journeys that galvanize your
thinking and provide customer-centric
recommendations across engagement channels.

• A prioritized list of roadmap initiatives for your
customer experience platform.

Ness accelerates your customer 
experience roadmap. 



Customer Experience Audit 

Speak to your 
customers

Understand 
business goals

Understand the 
lifestyles and 
needs of your 
customers

Frame and target 
your business 
opportunity

Define your 
value-add at 
every step of 
your customers' 
experience

Create a future 
view of your 

customer 
journeys

Prototype and 
validate the 
experience

Identify your 
customer segments

Benchmark the 
competition

Map all your 
customer 
touchpoints 
across channels

Audit and score 
your experience 
across channels

Conduct a 
personalization 
assessment - what 
data can you use, 
how can you use it?

Prioritize an 
experience 
roadmap

Discover Envision Build experience roadmap & evolve

Build,
Test,

Design



Ness Digital Engineering designs and builds 
digital platforms and software that help 
organizations engage customers, 
differentiate their brands, and drive revenue 
growth.

About Ness

Our customer experience designers, software 
engineers and data experts partner with clients 
to develop roadmaps that identify ongoing 
opportunities to increase the value of their 
digital products and services. Through agile 
development of minimum viable products 
(MVPs), our clients can test new ideas in the 
market and continually adapt to changing 
business conditions – giving our clients the 
leverage to lead market disruption in their 
industries and compete more effectively to 
drive revenue growth.

For more information, visit www.ness.com 
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