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INDEPENDENT CUSTOMER EXPERIENCE ADVISORY

CX Customer Experience +
Contact Center Readiness Brief
Fictional example generated from the Nettelix CX Readiness Assessment

43% 82% 39 pts
CURRENT READINESS TARGET READINESS READINESS GAP

EXECUTIVE
SIGNAL

Automation + AI readiness is the highest weighted gap, but the
immediate work is to strengthen journeys, knowledge, data,
integrations, and human escalation before scaling automation.

Illustrative company: Meridian Home Services
Meridian is a growing multi-channel service organization seeking lower customer effort, better employee enablement, and

responsible use of AI. The assessment shows committed teams and workable core platforms, but fragmented journeys,

inconsistent context, limited knowledge governance, and uneven adoption readiness.

Important: This sample is a simple starting point, not a recommendation. A real Nettelix engagement incorporates customer and
employee research, interaction and workforce data, journey analysis, platform and integration discovery, security and compliance
requirements, commercial analysis, and organizational change capacity.
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01 | EXECUTIVE FINDINGS

What the assessment suggests
The score is a conversation starter. The decision value comes from connecting experience outcomes to the service model,

data, architecture, workforce, and economics.

1 AI ambition is ahead of readiness
The largest weighted gap is automation + AI readiness. Knowledge quality, workflow ownership,

guardrails, testing, and human escalation must be designed before customer-facing scale.

2 Customer context breaks across handoffs
Journey and integration evidence suggests customers repeat information as interactions cross

channels, platforms, or teams. Fixing context continuity is a prerequisite for lower effort.

3 Workforce reality will shape the outcome
Capacity, skills, coaching, escalation, and frontline adoption are not implementation details.

They determine whether new capabilities produce better service or additional complexity.

4 Measures need to follow journeys
Operational metrics exist, but they do not consistently show whether priority customer intents

were resolved with acceptable effort, quality, risk, and cost.

Decision implication
Do not begin with an AI feature list or contact-center platform demo. Begin with the customer intents that matter, the service

promises attached to them, the knowledge and data required, and the human operating model that must succeed when

automation cannot.
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02 | READINESS PROFILE

Ten-domain view
Weighted priority combines the current-to-target gap, domain importance, and business criticality.

DOMAIN CURRENT TARGET WEIGHTED
PRIORITY

Automation + AI readiness 20% 80% 9.0%

Customer journey + demand alignment 40% 80% 6.0%

Platform + integration architecture 40% 80% 6.0%

Channel + interaction strategy 60% 100% 5.5%

Data + customer context 40% 80% 5.0%

Workforce + operating model 40% 80% 4.0%

Quality + performance management 40% 80% 3.2%

Adoption + change readiness 40% 80% 3.2%

Resilience + security + compliance 60% 80% 2.5%

Economics + sourcing 60% 80% 1.1%

Interpretation
The profile supports an experience-led sequence: establish the priority journeys and measures, repair context and

knowledge foundations, strengthen workforce readiness, and then scale automation against explicit customer and business

outcomes. Lower priority does not mean lower importance; it means the illustrative gap is smaller.
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03 | SEQUENCED ROADMAP

A practical first 180 days
The roadmap reduces decision risk before platform, partner, and automation commitments harden.

0-30 DAYS Establish journey evidence
Select priority intents and journeys; baseline demand, transfers, repeat contacts,

effort, quality, cost, and failure demand; map owners, platforms, knowledge, data,

and workforce dependencies.

31-90 DAYS Design the service model
Define target journeys, channel roles, routing, context, knowledge governance, data

requirements, human escalation, AI guardrails, experience measures, and

architecture principles.

91-180 DAYS Pilot and sequence change
Build the business case; normalize platform and partner options; launch bounded

pilots; establish acceptance criteria; prepare workforce, governance, adoption, and

benefits tracking.

Recommended decision gates

GATE QUESTION EVIDENCE REQUIRED

1 Are the priority journeys and outcomes clear? Intent, demand, failure, effort, quality, and cost baselines

2 Is the service and automation design defensible? Target journeys, workforce model, data, knowledge, guardrails

3 Is the organization ready to select and execute? Economics, architecture, pilot evidence, owners, adoption plan
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04 | ADVISORY PERSPECTIVE

What a real engagement adds
The downloadable assessment frames the conversation. Nettelix adds the independent evidence and execution discipline

needed to make the transformation defensible.

Customer + employee evidence
Research, journey mapping, demand and interaction analysis, frontline observation, workforce metrics, knowledge

assessment, and service-model discovery.

Independent option analysis
Platform, partner, channel, carrier, integration, data, AI, and sourcing alternatives compared across outcomes, risk, cost,

flexibility, and operating burden.

Decision-ready business case
Scenario economics, sequencing, dependencies, risks, governance, decision gates, and measurable customer, employee,

operational, and financial outcomes.

Execution assurance
Pilot design, acceptance criteria, vendor governance, security and compliance checkpoints, workforce readiness, adoption,

and benefits tracking.

READY TO PRESSURE-TEST YOUR CX STRATEGY?

Engage Nettelix
Bring the assessment, the evidence you have, and the customer decisions you need to make. We will

help turn fragmented initiatives into a sequenced, defensible transformation.

nettelix.netlify.app | 888-912-5555

This report is fictional and illustrative. It is not customer research, operational, technical, security, legal, financial, procurement, or implementation advice.
Actual recommendations require validated facts and professional judgment.


