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Customer Contact Audit Checklist
A quick small business check to make sure customers can reach you easily, and

get a reply when they do.

1 Your website Email, phone and social media

Who is responsible?
I S  I T  C L E A R  W H O  H A N D L E S
C U S T O M E R  E N Q U I R I E S ?

Response times

Be your own customer

Quick review
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I S  I T  E A S Y  F O R  C U S T O M E R S  T O
G E T  I N  T O U C H ?

A R E  A L L  Y O U R  C O N T A C T  C H A N N E L S
W O R K I N G ?

A R E  Y O U  R E P L Y I N G  P R O M P T L Y ?

P U T  Y O U R S E L F  I N  T H E I R  S H O E S .

TAKE A MOMENT TO REFLECT — AND PLAN YOUR NEXT STEPS.
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Have you tested your contact form?
Is your contact information (email, phone, address)
clearly visible on the home page?
Does the form give a clear confirmation message
(e.g. “Thanks, we’ve received your message”)?
Are there any broken links or errors?
Is your privacy policy and/or data notice up to
date?

Does your business email inbox work and get
checked regularly?
Is your phone number correct and answered (or
does it go to voicemail with a helpful message)?
Are your contact details correct on social media
channels (e.g. Instagram, Facebook, LinkedIn)?
Are social media messages being monitored?
Do you have an auto-reply or away message set
up when needed (e.g. out of office)?

Is there a named person (or team) responsible
for customer enquiries?
Does everyone know which channels they monitor?
Is there cover in place during holidays or busy periods?
Are handovers clear if someone is away?

Do customers get a reply within one working day?
Do you have a target response time (and is it
realistic)?
Are you meeting your response time consistently?
Do you let customers know if there will be a
delay?

Try getting in touch via each channel (website form, email, phone, social media).
Was it easy to find the right information?
Did you receive a reply? If so, how long did it take?
Was the response friendly, helpful and clear?
Is there anything that could make the experience smoother?

What is working well? What needs fixing first? Who owns the action?
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