
The Honesty Audit
Keep Your Customers Guide to Identify Exactly What 

Your Customer Relations is Missing
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Be Honest About Your Goals

• Provide an understanding of how your 
company interacts with its customers  

• Identify service gaps, which can crush 
customer enthusiasm if not addressed 

• Outline a structure for a roadmap to better 
customer service
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Completing the Honesty Audit will…



• Conduct over a 30-
day period, outside of 
peak season 

• Choose a time that 
will evaluate typical 
day-to-day 
interactions between 
service and customers 

• Repeat annually to 
track progress

Audit Keys 
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What You Need For An Honesty Audit
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1. Access to customer interactions over the past 
30-days in every channel your company uses 
to communication with customers 

2. Understanding of company’s customer service 
procedures and process for resolution 

3. Workbook to chart each interaction measured

We made you one to 
get started. Click here 

to get the Google 
Sheets version.



1. Interaction Volume 
2. Tenor 
3. Speed 
4. Results  
5. Helpfulness 
6. Transparency

Honesty Audit Ingredients
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Interaction Volume
Purpose: Identify the loudest channels where your 

company interacts with customers
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Start With Interaction Points
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\

1. Identify all the ways a customer can get in touch with your company.  

2. Divide the audit across all channels by how “loud” that channel 
becomes with customer feedback and complaints.  

Note: Tweak the interactions ratio as needed to get an accurate sample 
of your company’s customer interactions. 

25 25 50 10 5
phone calls emails social media review sites discussion 

boards

social media gets more 
attention because 

customer service is now 
a spectator sport. 



Tenor
Use a scale to gauge customer sentiment
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Ranking Customer Tone

• Was the intent of the interaction initially 
positive (praise or feedback) or negative 
(complaint or problem)?  

• Did the company’s response affect the 
customer’s tone or mood during the interaction?
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1 2 3 4 5



Tenor Takeaways

• Where are my customers happiest?  
• Where do they seem to be most negative? 
• Is there opportunity to move customers from 

neutral interactions to positive with some 
effort?
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Following this exercise, you should be able to 
glean the following insights…



Speed
Time your company’s responses to a complaint
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Charting Speed

• Was there a company response? If no, indicate that on 
the chart. (Happens often on third-party discussion 
boards, forums or unmonitored review sites) 

• How long, in minutes and hours, did it take your 
company to respond to a customer post?  

• If there was additional replies or follow up needed, be 
sure to document the length between each step, and 
the total duration of the interaction through 
resolution.
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For each interaction, document the length of time 
between the original post and the company’s response. 



Rank Speed In Replying
• Use (zero) if there is no response from the company to the customer’s post 

• Create a scale that fits to your company’s expectations and reality for 
replying to customers in different channels.  

• If response time is ____, than score it _____  

• Note: Use the suggested speed scale below as a place to start scoring your 
company’s replies. As the company gets quicker, the scale will need to change 
to account for minutes and hours, not days and weeks.
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Over 1 week 2-7 days 24-48 hours 1-24 hours > one hour

1 2 3 4 5



Results
Pay attention to your customers’ replies
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Rate Replies On Tenor Scale

• In this step, look at the customer’s replies following the 
company’s response to their initial complaint or issue. 

• Did the company’s response affect the customer’s tone or 
mood during the interaction?  

• How did the customer walk away from the interaction 
feeling?
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1 2 3 4 5



Helpfulness
Critical thinking will determine if the company 

response was actually the ideal interaction
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Was Your Company Helpful?

• Did the company respond? If no, then determine 
what simple responses can acknowledge or thank 
the customer for their efforts to interact with the 
company. 

• What is the most helpful response to each 
particular comment or inquiry from a customer?  

• What is the ideal interaction in each scenario, 
from both the customer and company’s point of 
view.
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Spend time with each interaction to determine 
whether your company truly assisted and provided 
value to the customer



The Helpfulness Scale
• If there is no response from the company, score this interaction a (zero).  

• Rank the helpfulness of the company in each interaction on a scale from one 
(lowest) to five (highest) based on the ideal interaction from the point of view 
of both parties.
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didn’t 
acknowledge 

issue

generic 
reply

meets 
company 
standard

good 
customer 

interaction

above and 
beyond

1 2 3 4 5



Transparency
Turning complainers into advocates is much easier 

when being open and honest
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Transparency Is Equal To Trust

• Was the company open and honest in each 
customer interaction?  

• Is it easier for my company to be more 
transparent in one channel compared to 
others?  

• What hurdles may be keeping my company 
from being transparent with all customers?
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Reflect on each interaction and how your company 
approaches each channel to gauge if transparency 
with customers is a current brand characteristic



Transparency Scale
• If there is no response from the company, score this interaction a (zero).  
• Score based on a strict scale according to criteria:  

• 5 = Open and honest company response, as much as responsibly possible 
• 3 = Approved company response, without additional details or specifics 
• 1 = Response had little to no information specific to this issue or complaint
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no information standard response open and honest

1 3 5



• Use the Honesty Audit 
worksheet to score each 
interaction measured on the 
five scales explained.  

• Calculate average ratings by 
interaction channel  

• Calculate average ratings by 
Audit Ingredient  

• Higher ratings indicate the 
company is performing better 
in these channels,  

• Lower ratings indicate areas 
for improvement 

• Raise findings to management 
to architect a roadmap to 
keeping your customers

Now What?
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https://docs.google.com/a/convinceandconvert.com/spreadsheets/d/1hL2u_voG6C5fLjpxD3HDq7hKUEPdWgdAuB92d62PaL8/edit?usp=sharing

