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Voice of the Customer System
A structured methodology for implementing or substantially improving a customer intelligence and measurement system.  Provides principals and tools, helping businesses focus on customers, listen to customers, and drive greater value for customers.
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Each day, companies have unlimited opportunities to listen to their customers, analyze information, and gain insightful understanding.  Unfortunately, many business leaders do not treat this practice as a competitive advantage.  They often delegate the responsibility for customer listening and understanding to junior staff, or they generate catchy slogans and hope results will follow.    

    The reason businesses fail to truly understand their customers can be traced to inadequate systems and procedures.  Listening to customers - especially from a wide variety of sources - can be daunting if internal processes are not optimized for the task.  

The purpose of the Voice of the Customer (VOC) System is to substantially improve an organization’s customer satisfaction process – from understanding the entire customer picture, to taking the right actions on the right customer needs.  This is a structured, step-by-step, closed-loop process that ensures the business is continually listening to customers in different ways.  The VOC System helps align business goals, strategies, and resources with the voice of the customer.

     A key aspect of the system is its ability to assist organizations with a precise understanding of large volumes of customer data, while always keeping trace visibility to data sources.  (This is important for customer behavior analysis.)  The VOC System is designed to help the business focus resources to achieve superior performance, pass value to the customer, and maintain a relentless pursuit of surpassing customer expectations.

· Turns transactional, customer data into useable information and customer insight

· Strengthens competitive advantage by more effective use of customer data and competitive intelligence

· Drives customer loyalty, commitment and retention by delivering value, based on precise understanding of customer needs

· Provides a customized methodology to meet the unique characteristics of each business and market

· Sharpens priority-planning efforts through analysis not only of specific customer data but also of holistic market intelligence

· Enables the business to become a more customer-integrated company

Voice of the Customer Process
A set of tools and methodologies to identify priority customers, capture and understand customer as well as competitive data, develop customer loyalty metrics, create action planning for priority needs, and ensure continuos-loop feedback and communication.

VOC Table
An important VOC tool that ensures key customer needs drive the proper metrics, actions and intended results.

Customer Loyalty Index
Assessment tool for analyzing key customers and determining the degree of loyalty and commitment based on past and intended behaviors.

Voice of the Customer Management Process
Structured reviews by business leadership to gauge customer insight, evaluate key metrics, guide strategy development, and ensure implementation.

The model below illustrates the VOC System process, driven by 5 major steps.  Each step of the process is guided by key questions that validate - and cause the organization to demonstrate - the important attributes of customer knowledge and alignment of business processes with the voice of the customer.  The model further indicates which VOC tools can be used at various steps to drive intended results.  




Visual Workplace


Customer Videos


VOC Town Hall


Seeing through the Eyes of the Customer


VOC Green Belt


Customer Progress Sessions





Hoshin Planning


Customer Action Teams


Six Sigma


New Product Development


Service Standards


Management Process





Quadrant Analysis


Customer-Integrated Metrics


Customer Value Index


Customer Loyalty Index





Surveys


Focus Groups


Customer Interviews


Collaborative Engineering


Advisory Panels


Customer Meetings


Customer Feedback System





Customer Segmentation


Customers’ Customer


Intermediate Customers


Key Customer Management





How are you aligning metrics and six-sigma with customer  value?





How are you communicating internally  and to customers?





How are you performing vs. goals and expectations?





VOC Tools











VOC Key Questions











What do they value?


How do you know?





Who are your priority customers and segments?








VOC Process
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Purpose





Benefits
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Customer Integrated Solutions is a customer excellence consultancy dedicate to sustaining profitable and loyal relationships between our clients and their most valuable customers.  














� EMBED MSPhotoEd.3  ���





1





Product Sheet No. 0104-3





DRIVE ACTIONS AND RESULTS





MEASURE VALUE AND PERFORMANCE





CAPTURE NEEDS AND EXPECTATIONS





IDENTIFY AND PRIORITIZE CUSTOMERS











COMMUNICATE INTERNALLY AND EXTERNALLY
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Methodology





Key Concepts
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