	Managing Changing Customer Expectations Questionnaire

	How do new customers find your business? Do they search online and under what search terms? Do they find you through review sites? Do they learn of your business through referrals or personal recommendations? Do they respond to advertising? Do they notice your location or signage? 

How do they currently learn of your business and how is that likely to change?

	How do potential buyers currently evaluate your product or service before buying? 
Are there ways to provide additional information or improved trial options?

	How do customers purchase your product or service? 
Can you improve the process? 

Can you offer new product or service options?

	Where do your customers go for customer service? 
How can you improve the service experience?

	What do customers say about your business, product, andcustomer service?
How can you encourage satisfied customers to offer reviews or testimonials?
How can you improve how you monitor, respond to, and share customer input? 


	What are the most important reasons customers choose your business over its competitors? 
How can you strengthen that competitive advantage?

	What are your customers likely to see as your biggest weaknesses?
How can you overcome that competitive disadvantage? 

	What changes can you make to improve strengths and address weaknesses? 

	What changes would your customers like you to make to your products, services, and the way they experience your business? 
What changes can you make to deliver those customer desires?


