T CUSTOMER CONTACT WALL

The group captures the questions customers ask most often. They uncover patterns,
evaluate how those questions are handled today, and identify practical improvements.

-1 -
Everyone writes
questions that
customers ask

Have everyone work
individually and silently

(one question per note)

-2 -
Look for patterns
and group similar
questions

Start this without people
talking, so everyone has
time to read each question

-3 -
Evaluate how you
currently respond

Talk through and write
down (in brief) how these
questions are handled

-4 -
Identify ways to
improve
Seek ways to prevent
unnecessary questions

and improve how the
rest are handled

IMPROVEMENTS




