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	Use this resource to move from assumptions to a clearer growth question, a better behavior diagnosis, and a more defensible next action.




What this resource helps you do
The Sludge Audit Canvas helps teams identify avoidable friction, complexity, confusion, delays, repeated effort, and administrative burden. Sludge makes it harder for customers, citizens, employees, or users to complete useful actions.
Best used for
• Account opening, onboarding, renewals, applications, and approvals
• County government services and public compliance journeys
• Customer support and service recovery
• Digital forms, registration flows, and campaign journeys
How to use it
Choose one journey. Walk through it from the user perspective. Capture each step, the friction experienced, the cause of the friction, and the fix that could remove or reduce it.
Sludge audit worksheet
	Field
	Response / Notes

	Journey name
	



	Intended user action
	



	Target user or citizen segment
	



	Context: where and when the journey happens
	



	Journey start point
	



	Journey end point
	



	Current success metric
	



	Current drop-off or pain point
	





Journey friction map
	Step
	What the user does
	Friction observed
	Type of sludge
	Evidence
	Impact

	1
	
	
	
	
	

	2
	
	
	
	
	

	3
	
	
	
	
	

	4
	
	
	
	
	

	5
	
	
	
	
	

	6
	
	
	
	
	

	7
	
	
	
	
	



Common sludge types
• Too many steps
• Too much information
• Repeated requests
• Hidden requirements
• Poor instructions
• Long waiting times
• No reminders or feedback
• Poor channel design
• Unclear benefit
• Low trust
Fix prioritization
	Fix type
	Question
	Notes

	Remove
	What can be eliminated entirely?
	

	Simplify
	What can be made shorter, clearer, faster, or easier?
	

	Reorder
	What should happen earlier or later?
	

	Explain
	What needs clearer communication or reassurance?
	

	Remind
	Where would a timely prompt help?
	

	Digitize or support
	Where does the user need a better channel or human help?
	



Final summary
	Prompt
	Response

	Biggest friction point
	



	Most harmful sludge
	



	Quickest fix
	



	Highest-impact redesign
	



	Recommended next test
	





	Next step: Use this document as a working resource. For deeper support, Kilele can help diagnose the growth problem, design the intervention, run the experiment, and turn the learning into a repeatable growth system.
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