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CAT Scan: Customer-Focus Audit Tool

Defining your 
Customer Values

Designing your 
Branded 

Customer 
Experience

Delivering a 
Branded 

Customer 
Experience

Listening to the 
Voice of the 
Customer

Developing & 
Engaging 

Employees

Work 
Environment

Organizational 
Readiness

Building a 
Customer 
Focused 
Culture
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CAT Scan: Customer-Focus Audit Tool

Exploration

• CAT Scan 
Questionnaire

• Interviews

Workshop

• Results Workshop

• Employee Action 
Team

Analysis

• Evaluate

• Summarize

• Recommendations

Deliver

• Present Findings

• Discuss

• Agreed Next Steps


