Customer-First Assessment Checklist
Use this checklist once every quarter to assess how customer-first your business really is. 
Check off each statement that applies to your organization.
☐ Every team, not just support, is measured on at least one customer-focused metric.
☐ Support agents can resolve common issues without waiting for approval.
☐ Customer feedback is collected in one place and accessible to relevant teams.
☐ Your team tracks how often customer feedback leads to improvements.
☐ Cancelling a service is no harder than signing up for it.
☐ Pricing and renewal terms are easy for customers to find.
☐ Customers are informed about important changes before they take effect.
☐ Self-service resources are regularly updated based on customer questions.
☐ Support teams have a clear process for escalating recurring product issues.
☐ Leadership can point to a recent decision that benefited customers, even when it required additional time, effort, or cost.
The more statements you can check off, the stronger your customer-first strategy is. Any gaps can help identify areas for improvement.
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