	Adapting to Customer Demands and Desires
Questions that lead to customer-inspired business changes

	What do customers love about your business? What product or service improvement could make them love your business even more? 
Examples: Square, which enabled anyone with a smartphone to accept credit cards using a free secure Square reader, introduced an upgraded version that turns an iPad into a countertop cash register replacement. Disney enhanced its renowned customer experience by combining park tickets, room keys, and payment options into a single Magic Band bracelet. Starbucks introduced wine and happy hour offerings with the announcement, “The place you love during the day now has more reasons to love it at night.” 

List ways your business could adapt to provide more of what customers like best about your product or service:


	What aspects of your product or service cause your customers annoyance? What product or service changes could you introduce to eliminate that point of irritation?

Examples: Amazon addressed the issue of customer resistance to shipping charges by inviting customers to pay an annual fee in return for free two-day shipping plus other benefits including free streaming of online movies. Fast-food outlets are reducing or redesigning packaging and recycling approaches to address customer demands for reduced waste and environmental impact. Hotels have instituted no-smoking floors. Rental car companies reduce dissatisfaction by inviting customers to “choose any car.” 
List ways your business could adapt its products, services or processes to eliminate large or minor irritations your customers currently experience:



	What attributes or values of your business give you an edge over your competitors? How could you enhance that point of difference to deepen or reward customer preference and loyalty? 

Examples: Nordstrom, known for service, offers a program that delivers service perks such as complimentary alterations to customers based on spending levels. Warby Parker, the online eyewear retailer known for boutique fashion, affordability, computer screen try-ons, and free returns, opened pop-up shops and a flagship bricks-and-mortar SoHo shop, with the announcement, “we think glasses are fun, and the shopping experience should be fun.”
List ways your business could further enhance and build upon its point of difference:


	How can your business adapt its products or services in response to changing customer preferences, including the following? 
Desire for personalized service

Desire for immediate service and faster delivery

Desire to associate with businesses with similar social and environmental values

Desire for prompt interaction and responsiveness to customer input

Desire for round-the-clock and online access 
Desire for self-service options

List which of these or other changing preferences apply to your customers and ways your business could respond with altered products, services, and processes. 



