VoiceTeam

THE CXCONSISTENCY
SCORECARD



A Self-Assessment for Identifying
Where CX Instability Is Costing You
Customers

Customer experience doesn't fail all at once.
It erodes quietly through inconsistency, friction, and breakdowns customers don'’t always
complain about.

This scorecard helps you identify where instability may be undermining retention, loyalty,
andtrust.

The CX Consistency Scorecard




For each statement, select the response that best reflects your current CX reality.
Scoring

« 3 =Consistentlytrue
« 2=Sometimestrue
« 1=Rarelytrue

« O=Nottrueatall

Write down your score for each question. Total your score at the end.

1.Customers receive the same answers regardless of channel (phone, chat, email, social).
)3 J2 J1 (JOo

2. Resolution quality does not vary significantly by time of day or agent.
J3 (J2 1 [Jo

3. Customers rarely need to repeat information when transferred or following up.
J3 (J2 1 (Jo

4. Our frontline CXteams experience low to moderate turnover.
)3 J2 J1 (JOo

5. Agents demonstrate deep familiarity with our products, policies, and brand voice.
J3 (J2 1 [Jo

6. Training and onboarding keep pace with staffing changes and volume growth.
J3 J2 (1 [Jo

7. Automation improves efficiency without blocking access to human support.
03 J2 (1 o

8. Customers can easily escalate complex or emotional issues to a live agent.
J3 J2 J1 [Jo

9. Al'tools support agents with context, data, and recommendations in real time.
3 J2 1 (Jo



10. Internal teams and external partners operate as one unified CX function.
)3 J2 J1 (Jo

11. Escalations are handled predictably, with clear ownership and follow-through.
3 J2 OJ1 (Jo

12. Back-office processes (billing, fulfillment, updates) support—not disrupt—the CX.
J3 (J2 1 ([Jo

4. We track CX metrics that reflect consistency, not just speed or volume.
J3 J2 (1 [Jo

5. We can identify patterns of friction before they turn into escalations or churn.
J3 J2 (1 o

6. CXinsights are actively used to improve training, workflows, and customer outcomes.
J3 J2 (J1 [Jo

Maximum Score: 45
Your Total Score:

40-45 | CXls a Competitive Advantage
You've built strong foundations for consistent, human-first CX. Your challenge now is
protecting that stability as you scale.

Next step: Optimize, refine, and prepare for growth without erosion.

28-39 | CXls Stable but Vulnerable

Your experience is working, but cracks may appear under pressure. Inconsistencies
could surface during peak volume, staffing changes, or rapid growth.

Next step: Strengthen alignment, agent stability, and automation balance.



15-27 | CXInconsistency Is Impacting Retention

Customers likely experience uneven service quality, delays, or friction across channels.

Next step: Diagnose root causes and rebuild consistency across people, process, and
technology.

0-14 | CXInstability Is a Business Risk

Inconsistency is likely driving churn, escalations, and customer frustration, often without
clear visibility.

Next step: Immediate CX stabilization is critical.

High-performing CX organizations share three traits:
« Stable, well-supported teams
« Human-first design with smart automation

« Operational alignment across every touchpoint

Consistency doesn’t happen by accident; it’s built intentionally.

If your score revealed gaps—or confirmed what you've suspected—there’s a clear path
forward.

Explore how a human-first, nearshore CX model can help stabilize your experience,
reduce churn, and scale with confidence.


https://voiceteam.com/contact/

