FA > Franck

CX Maturity Self-Assessment

Mini CX Toolkit

This mini CXToolkit is your quick-
start guide to bullding and scaling
a high-impact CX strategy.

Packed with essential frameworks,
journey maps, VoC tips, and ROI
tools, it helps you benchmark your
CX maturity and unlock customer-
led growth~fast.
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Executive Summary

In today's experience-led economy, Customer Experience (CX) is more than just a buzzword—
it's your brand's most powerful differentiator. Whether you're a CX Leader, VP, or Manager,
one question matters: Is your organization truly customer-obsessed—or just customer-aware?

This CX Audit Mini Toolkit offers a strategic preview into Franck Ardourel’s comprehensive
CXM Toolkit—built for professionals who want to audit, elevate, and align their customer
experience with business growth.

Inside, you'll find a maturity model, high-level frameworks, and key audit checklists to help
you:

e Evaluate your CX vision, data, and team alignment
o Identify gaps in journey mapping, tech, and feedback practices

e Understand what separates reactive CX from predictive, Al-powered excellence

This guide is just the beginning. At Franck Ardourel, we deliver the complete toolbox for
mastering CX assessment, strategy, and transformation.
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CX Maturity Self-Assessment Scorecard

Here’s a powerful CX Maturity Scorecard you can include during your CX Audit Assessment

(printable/downloadable tool):

ul cx Maturity Assessment Scorecard

Discipline Level 1: Level 2: Level 3: Level 4: Level 5: Your
- Ad Hoc | Repeatable Defined Managed Optimized | Score

CX Strategy

Customer
Journey
Mapping
Feedback &
Voice of
Customer

Technology &
Data

Organizational
Alignment

Measurement
& ROI

Automation &
Al

Basic CX CX strategy | Strategy CXis core to
formal CX: principlesin  aligned with @ integrated org- : business
plan place brand wide strategy

. Live, evolvin

Informal/one- Key personas: Multi-channel . &
Not done . maps tied to

off mapping i mapped maps + data KPls

. Real-time
Ad hoc Regular VoC programi VoC tied to VoC. auto-
surveys surveys active metrics "
analysis
No CX DP | e
° C. CRM or basic CDPor ntegrated Unified data,
techin analvtics feedback MarTech & redictive Al
place ¥ toolsinuse  AdTech P
CXis CXled by one Cross-dept CX embedded in i CX mindset
siloed team collaboration: ops org-wide
Full fi ial
NoCX  BasicKPlslike KPIstiedto @ ROltracked per . . nanc?
. o impact
metrics CSAT ops initiative .
tracking
Manual Email/SMS Journey Real-time Predictive, Al-
processes: automation automation | personalization | driven CX

“@ How to Use:

e Score each category from 1 (Ad Hoc) to 5 (Optimized)
e Total your score and benchmark your maturity level:

Total Score Maturity Stage

7-14
15-21
22-28
29-34
35+
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Stage 2 — Repeatable
Stage 3 — Defined
Stage 4 — Managed
Stage 5 — Optimized
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Toolkit Snapshots: Core Elements of CXM Mastery
L 4

Customer Experience Management (CXM) is more than service—it’s how your organization
wins. Strong CX strategies are not just aligned with your brand—they’re embedded into every
department, decision, and touchpoint. Companies with mature CXM outperform competitors
in growth, retention, and loyalty.

At Franck Ardourel, we guide teams to align leadership, break silos, and hardwire CX into the
business model.

o Want to know if your CXM strategy is driving impact? We’ll show you how to assess it.

¢

Exceptional CX begins with knowing who you're designing for. Personas capture your
customer’s goals, frustrations, and behavior patterns. ICPs define the right-fit accounts that
deliver long-term ROI. Together, they align your entire organization around empathy,
relevance, and value.

Use data—not guesses—to shape your personas and ICPs, and revisit them regularly to stay
ahead.

L We help you build high-performing, data-driven customer profiles that fuel personalization.

¢

Journey Mapping helps you step into your customer’s shoes—from first touch to long-term
loyalty. Our 9-step process reveals not only where your customers go—but how they feel at
every touchpoint.
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You’ll spot friction, fix broken experiences, and prioritize what matters most.
@ Example:

e Awareness > Curiosity

e Consideration > Conflict
e Checkout > Anxiety

e Retention > Reassurance
e Advocacy > Pride

o We turn journey maps into strategic blueprints—not just pretty visuals.

¢

If you're not measuring CX, you're not managing it. But not all metrics are equal. We divide
metrics into four layers:

VoC Metrics — NPS, CSAT, CES

Marketing & Sales — Repeat purchase rate, CAC
Operational Efficiency — FCR, AHT

Financial Performance — CLTV, Churn, CX-driven ROI

PwnNpE

£ we help you focus on what’s actionable, not just what’s reportable.

& Final Thought

CX Maturity Assessment is not a one-time exercise—it is a dynamic strategic tool. This process
elevates CX from reactive service to proactive transformation, unlocking sustainable value and
maturity.

The companies that win today are those who lead with empathy, design experiences with
intent, and measure what matters. When CXM is embraced at the highest levels and executed

across all functions, growth is not just possible—it’s inevitable.

Strategic CX Management isn’t a trend—it’s a necessity.
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CX Readiness Snapshots: Self-Audit in One Glance

cg

Checklist Prompt:
O po we have a clearly defined CX vision tied to our executive KPIs?

~ If the answer is “no” or “not sure,” that’s a sign your CXM strategy may be misaligned with
business outcomes.

@
Checklist Prompt:

O Are our Personas built using both qualitative (interviews, VoC) and quantitative (analytics,
CRM) data?

" The best organizations blend insight with empathy—not just demographics.

i
Checklist Prompt:

O Are emotional states and friction points mapped across every stage of the customer journey?

A If you’re only mapping actions—not feelings—you’re missing the emotional triggers that
define CX success.

Checklist Prompt:

O 15 our CX tech stack integrated across teams and channels, enabling real-time
personalization and analytics?

~Disconnected tools mean disconnected experiences. Mature organizations centralize customer
data and leverage Al to predict, personalize, and scale CX.
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Checklist Prompt:

O po we track cx impact at three levels: customer feedback, internal efficiency, and business
results?

~ Great CX leaders don’t just collect NPS—they connect it to churn, CLTV, and revenue.

& Final Thought

CX maturity Assessment Level isn’t just about doing more. It’s about doing the right things in
the right order, at the right time for your organization.

This model gives you the visibility and structure to evolve from reacting to customers—
to leading with customer obsession.
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Conclusion & Next Steps

Driving Customer Experience from Insight to Impact

Customer Experience Management (CXM) is no longer a buzzword. It's a strategic mandate,
a competitive advantage, and a growth engine.

This CX Audit Mini Toolkit has guided you through the essential pillars of delivering scalable,
human-centered experiences:

e Mapping your customer journeys with empathy and precision
e Designing customer-centric strategies rooted in real data

e Embedding CX across channels, operations, and culture

e Measuring what matters and proving the ROI of experience

e Scaling intelligently with technology, Al, and agile governance

But CX isn’t a one-time transformation—it’s a continuous practice of listening, learning,
evolving, and leading.

What Should You Do Next?
Here’s your action plan to turn this guide into real results:

Complete the CX Maturity Self-Assessment
Benchmark your current level and identify top priorities

Create a 6—12 Month CX Roadmap
Pick 2—3 key focus areas (e.g., VoC, journey mapping, tech integration) and build cross-
functional teams

Communicate the Vision
Align leadership and teams with a clear CX strategy and success metrics

Equip Your Teams
Invest in skills, tools, and training to deliver on your roadmap

Close the Loop
Track your impact, celebrate wins, and continuously improve

Final Word: Build a Brand That’s Easy to Love
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The brands that win tomorrow aren’t the ones shouting the loudest—but the ones listening the
best.

e They know their customers.

e They design with empathy.

e They deliver with consistency.
e And they grow with intent.

Let this toolkit be your playbook to building experiences that are not only efficient—
but unforgettable.

The future belongs to organizations that obsess over their customers. And your journey to
becoming one of them starts now.

< Want the full toolkit guide? Let’s set up a FREE consultation to discuss your CX
transformation needs. Together, let's elevate Your Customer Experience.

FA  Franck

(%) https://franckardourel.com
% linkedin.com/in/franckardourel
~ Email: franck@franckardourel.com
¥ Cell: 510-205-2651
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