
EXAMPLE 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

Lorem ipsum 
dolor sit amet, 

consectetur 
adipiscing elit, sed 

do eiusmod

Excepteur sint 
occaecat cupidatat 

non proident, 
sunt in culpa 

laborum.

Scelerisque 
fermentum 

dui faucibus in 
ornare quam

Datat non proidex 
in culpa laborum.

Lorem ipsum dolor 
sit amet

Posuere morbi leo 
urna molestie at 
elementum eu. 

Congue eu 
consequat ac 
felis. Sit amet 

volutpat consequat 
mauris nunc

Diam quis enim 
lobortis scelerisque 

fermentum dui

Rutrum tellus 
pellentesque eu 
tincidunt tortor

At varius vel 
pharetra vel

Ut morbi tincidunt 
augue interdum

A lacus vestibulum 
sed arcu non odio 
euismod lacinia

Cras semper 
auctor neque vitae 

tempus quam

Netus et malesuada 
fames ac turpis

Commodo sed 
egestas egestas 

fringilla. Sed arcu

Sed faucibus 
turpis in eu mi 

bibendum

Est ullamcorper 
eget nulla facilisi

Sed faucibus 
turpis in eu mi 

bibendum

Et magnis dis 
parturient montes 
nascetur ridiculus 

mus mauris

Quam vulputate 
dignissim 

suspendisse in est

Elementum 
pulvinar etiam 

non quam lacus 
suspendisse 

faucibus 

Aliquet sagittis id 
consectetur purus

Aliquet enim tortor

Et magnis dis 
parturient montes 
nascetur ridiculus 

mus mauris

Ornare massa 
eget egestas 
purus viverr

Tristique senectus 
et netus et.

Pulvinar neque 
laoreet suspendisse 

interdum 
consectetur libero

Nunc mi ipsum 
faucibus vitae 

aliquet nec 
ullamcorper

Ut enim ad minim 
veniam, quis 

nostrud exercitation

Netus et 
malesuada fa

– 2 –
Look for patterns 
and group similar 

questions

– 3 –
Evaluate how you 
currently respond

– 4 –
Identify ways to 

improve

Lorem ipsum 
dolor sit amet, 

consectetur 
adipiscing elit, sed 

do eiusmod

Excepteur sint 
occaecat cupidatat 

non proident, 
sunt in culpa 

laborum.

Datat non proidex 
in culpa laborum.

Posuere morbi leo 
urna molestie at 
elementum eu. 

Congue eu 
consequat ac 
felis. Sit amet 

volutpat consequat 
mauris nunc

Diam quis enim 
lobortis scelerisque 

fermentum dui

Rutrum tellus 
pellentesque eu 
tincidunt tortor Ut morbi tincidunt 

augue interdum

Cras semper 
auctor neque vitae 

tempus quam

Netus et malesuada 
fames ac turpis

Commodo sed 
egestas egestas 

fringilla. Sed arcu

Sed faucibus 
turpis in eu mi 

bibendum

Sed faucibus 
turpis in eu mi 

bibendum

Et magnis dis 
parturient montes 
nascetur ridiculus 

mus mauris

Quam vulputate 
dignissim 

suspendisse in est

Elementum 
pulvinar etiam 

non quam lacus 
suspendisse 

faucibus 

Aliquet sagittis id 
consectetur purus

Aliquet enim tortor

Ornare massa 
eget egestas 
purus viverr

Tristique senectus 
et netus et.

Pulvinar neque 
laoreet suspendisse 

interdum 
consectetur libero

Ut enim ad minim 
veniam, quis 

nostrud exercitation

Netus et 
malesuada fa

Nunc mi ipsum 
faucibus vitae 

aliquet nec 
ullamcorper

A lacus vestibulum 
sed arcu non odio 
euismod lacinia

Est ullamcorper 
eget nulla facilisi

Scelerisque 
fermentum 

dui faucibus in 
ornare quam

Lorem ipsum dolor 
sit amet

At varius vel 
pharetra vel

Et magnis dis 
parturient montes 
nascetur ridiculus 

mus mauris

Have everyone work 
individually and silently
(one question per note)

Start this without people 
talking, so everyone has 

time to read each question

Talk through and write 
down (in brief) how these 

questions are handled 

Lorem ipsum 
dolor sit amet, 

consectetur 
adipiscing elit, sed 

do eiusmod

Excepteur sint 
occaecat cupidatat 

non proident, 
sunt in culpa 

laborum.

Datat non proidex 
in culpa laborum.

Posuere morbi leo 
urna molestie at 
elementum eu. 

Congue eu 
consequat ac 
felis. Sit amet 

volutpat consequat 
mauris nunc

Diam quis enim 
lobortis scelerisque 

fermentum dui

Rutrum tellus 
pellentesque eu 
tincidunt tortor Ut morbi tincidunt 

augue interdum

Cras semper 
auctor neque vitae 

tempus quam

Netus et malesuada 
fames ac turpis

Commodo sed 
egestas egestas 

fringilla. Sed arcu

Sed faucibus 
turpis in eu mi 

bibendum

Sed faucibus 
turpis in eu mi 

bibendum

Et magnis dis 
parturient montes 
nascetur ridiculus 

mus mauris

Quam vulputate 
dignissim 

suspendisse in est

Elementum 
pulvinar etiam 

non quam lacus 
suspendisse 

faucibus 

Aliquet sagittis id 
consectetur purus

Aliquet enim tortor

Ornare massa 
eget egestas 
purus viverr

Tristique senectus 
et netus et.

Pulvinar neque 
laoreet suspendisse 

interdum 
consectetur libero

Ut enim ad minim 
veniam, quis 

nostrud exercitation

Netus et 
malesuada fa

Nunc mi ipsum 
faucibus vitae 

aliquet nec 
ullamcorper

A lacus vestibulum 
sed arcu non odio 
euismod lacinia

Est ullamcorper 
eget nulla facilisi

Scelerisque 
fermentum 

dui faucibus in 
ornare quam

Lorem ipsum dolor 
sit amet

At varius vel 
pharetra vel

Et magnis dis 
parturient montes 
nascetur ridiculus 

mus mauris

Status updates
Customers usually email or 
call for updates. Staff check 
on the request and respond 

individually. 

Who to contact
Customers contact 

whoever they know. If that 
person is unavailable or 
not the right contact, the 
request is forwarded to 

someone else.

Required information
Staff often need to follow 
up because requests are 

missing key information. 
Varies depending on who 

receives the request.

Response times
Response times depend on 
workload and staff avail-
ability. Customers are not 

told how long the process is 
expected to take.

Policies and procedures
Staff answer questions 
based on experience or 
by referring customers 
to policy documents. 

Responses are generally 
accurate but not always 

consistent.

Process visibility
Customers have little 

visibility once a request is 
submitted. Most updates 

are provided only when the 
customer asks.

Seek ways to prevent 
unnecessary questions 

and improve how the 
rest are handled

IMPROVEMENTS
Send automatic confirmations when requests are received. Let customers know 
what to expect next and when they will hear from you.

Publish expected response times.

Assign one primary contact for each request. Customers should always know 
who to reach if they have questions.

Clarify who customers should contact at each stage.

Provide status updates at key milestones.

Explain delays before customers have to ask.

Create a simple FAQ based on the most frequent questions. Review and update 
it regularly as new questions emerge.

Improve online forms to reduce incomplete requests.

Develop standard responses for common questions.


