[ZT0ET CUSTOMER SURPRISE WALL

This tool helps teams think through the surprises their customers experience. It guides the
group to practical improvements that better align the customer experience with customer
expectations. Here’s a start-to-finish example.
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What surprises What patterns What do our How can we better

our customers? do we see? customers expect? meet customer
Have everyone work Group the notes into For each theme, expectations?

individually and silently common theme_s, describe what Cl_Jstomers Identify practical
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Process and approvals
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Publish expected timelines and explain the

major steps in the process (Develop by July 15,
Time and status

implement by August 1)

review, approved, completed) (Develop by July 22,
st 15)

Required information

Assign one primary confact for each request and

make that contact easy to find (Develop by July

18, implement by August 8)

Communication and guidance

o ssages
(Develop by July 29, implement by August 29)

Remove one approval for low-risk requests
(Develop by August 12, implement by Sept 15)

Deadlines and expectations




