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The term "Voice of the Customer" (VoC) refers to your 

customers' feedback on their experiences with and expectations 

for your products or services. It focuses on customer needs, 

expectations, comprehension, and product enhancement.

Businesses that listen to the Voice of the Customer can better 

understand and meet the needs and expectations of their 

customers, as well as improve the products and services they 

provide. A Voice of the Customer programme provides 

information about customer preferences, issues, and complaints. 
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A Voice of the Customer program provides 

insight into customer preferences, 

problems, and complaints, allowing 

businesses to identify problems and 

opportunities and take appropriate next 

steps. 

When done correctly, it is an effective way 

to increase customer satisfaction and 

loyalty.
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Translating Voice of The Customer to 
Requirements
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▪ Specify here the real 

customers concerns, 

value or expectations?

▪ The software does not 

what the vendor would 

suggest

▪ Text 

here 

Key Customer 

Issue (S)

▪ Summarize key issues and 

translate them into specific 

measurable 

characteristics.

▪ The software is fully 

functional on the 

existing system of the 

client 

▪ Text 

here

Critical Customer 

Requirements

▪ Specify here what is 

the customers 

expecting from us ? 

▪ “This software 

package doesn’t do 

squat”

▪ Text 

here

Voice of 

Customer Input
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Customer perceived quality and above-

average customer service have been 

proven to be key drivers of business 

success time and again. When your 

customers share their thoughts with your 

company in real time, they expect you to 

listen, act, and keep them updated on 

progress.

Develop a unified view of your customer, 

market, and employee segments to 

translate the inputs received to assess the 

requirements and win customer loyalty.
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Multiple Phases for Voice of Customer Process
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A

D

B

C

• Why should we Know?

• Define Customer

• Text Here

Knowing 

the Customer:

• Identify Research Method

• Develop a Plan of Research

• Text Here

Develop Voice of 

Customer Research Plan:

• Text Here

• Text Here

• Text Here

Translate Issues

/Needs to CTQs:

• Collect Voice of Customer

• Organize Consumer 

Issues to Meet Needs

• Text Here

Gather 

Customer Needs:
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A fully operational VoC program necessitates the right company culture, internal 

champions, and cross-functional collaboration. It begins at the top. Lead the 

efforts across the entire buyer journey: from sales, support, billing, marketing, 

product to customer success, and so on with a comprehensive structure.

https://www.slideteam.net/voice-of-customer-process-customer-implementation-research-plan.html
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Creative Advantage Voice of Customer Process 
Flow
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Stage 4 Stage 5Stage 1 Stage 3Stage 2

Design & 

Conduct Interviews

Analyze

Interview Data

Design & 

Conduct Surveys

Analyze 

Survey Data

Develop Product 

/Service Concepts 

• From Project Team • Aggregate Data
• Design Customers 

Surveys 

• Aggregate Surveys 

Results

• Brainstorm Additional 

Ideas

• Create interview protocols
• Identify strategic 

opportunities
• Administer Surveys • Analyze Survey Results • Review All ideas

• Conduct Interview 

Training

• Develop Market Segment 

Strategy
• Text Here • Text Here

• Select Ideas and Develop 

Concepts 

• Conduct Customers 

Interviews
• Text Here

These Steps are done mostly Outside of Sessions

These Steps are done mostly in Sessions
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VoC contributes by providing more dependable data to work with. It improves the 

employee experience. It also reduces the costs of customer acquisition, poorly 

targeted upselling or referral campaigns, and other activities. And this can help 

you secure the resources your CX requires for the foreseeable future.

https://www.slideteam.net/voice-of-customer-process-customer-implementation-research-plan.html
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Voice of Customer Journey Mapping and Measurement 
Framework
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Drivers

Product/ Service

▪ Quality

▪ Value for Money

▪ Text Here

Relationship/

Customer Service
▪ Flexibility

▪ Knowledge

▪ Text Here

Brand/ Reputation

▪ Trustworthy

▪ Help Fulfill 

▪ Consumer Objectives

▪ Text Here

ROI Based KPIs

▪ Overall Satisfaction ▪ Net Promoter Score ▪ Text Here
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Topical Elements
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▪ Product/Service Initiatives ▪ Marketing Initiatives ▪ Text Here
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Customer Lifetime Value (CLV) has become the premier financial metric in customer 

experience. This takes into account a whole range of individual metrics from share of 

wallet and market penetration to cost of acquisition and customer retention to provide 

a robust metric of ROI.

https://www.slideteam.net/voice-of-customer-process-customer-implementation-research-plan.html
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Key Methodologies and Techniques
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• Text Here

• Text Here

Dedicated 

Feedback Form

• Text Here

• Text Here

Recorded 

Call Data

• Two-way communication with 

your customers

• Gather feedback, look for 

trends, and create stories

• Text Here

Social 

Media

• Consider specific customer point 

of view on product or service 

problems, characteristics and 

performance measures

• Text Here

Customer 

Interviews

• Helps understand your clients and solve 

their problems

• Types: yes/no type, multiple option-based 

surveys, drop-down surveys etc.

On-Site 

Customer Surveys

• Collect real-time customer reviews and 

reduce the chance your customers feel 

unsatisfied

• Text Here

Live 

Chat

06

01

02

03

04

05
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There are numerous methods for 

gathering customer feedback, 

including active and passive 

methods.

Each interaction with your customer 

provides you with an opportunity to 

gain feedback and insight into their 

habits and behaviours, as well as 

their satisfaction and loyalty to your 

brand. 

As an organisation, you must ensure 

that feedback is collected in a 

systematic manner using Voice of the 

Customer methodologies that are 

best suited to your business needs.

https://www.slideteam.net/voice-of-customer-process-customer-implementation-research-plan.html
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Voice of the Customer Matrix Model with 
Business Functions
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Business Functions

Ratings: 1-5 (Low to High)

Customers Requirements Plan Develop Market Deliver Support

Deliver Products That Meet Your Needs 4 X X X X

Products/Service That Work Right 3 X X X X

Text Here 4 X X X X

Make Commitments That Meet Your Needs 4 X X X X

Fast, Easy Access To Help 5 X X X X

Text Here 5 X X X X

Help You Save Money 2 X X X X

Text Here 4 X X X X

Text Here X X X X X

Total Weight 31 X X X X

Better

Faster

Cheaper
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Using a Voice of the 

Customer program will 

help businesses build 

stronger bonds with 

their customers while 

also improving internal 

collaboration.

Above all, VoC assists 

businesses in 

increasing customer 

retention and building 

an army of customer 

advocates.

https://www.slideteam.net/voice-of-customer-process-customer-implementation-research-plan.html
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FAQs on Voice of Customer 

1. What is a good Voice of Customer?

A good Voice of Customer program can help you understand what your 

customers want and need and how they feel about your product or service. It 

can also help you identify areas where you need to make improvements.

A good VoC allows the customers to express their opinions about the product 

or service. It must be easily accessible and responsive to ensure that 

customers feel heard.

2. What is the main purpose of Voice of Customer?

The main purpose of Voice of Customer (VoC) is to capture customer 

feedback and use it to improve the product or service. It is used to identify and 

record where the customer is having a positive or negative experience and 

make changes that take the business forward with better customer 

engagement. Additionally, VoC can help measure customer satisfaction levels 

over time and act as a valuable tool for incremental, continuous business 

improvement.
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FAQs on Voice of Customer 

3. What is Voice of the Customer examples?

There are many ways to collect VoC data, such as surveys, interviews, focus groups, 

and social media monitoring. Some common examples of Voice of the Customer 

feedback include:

- Customer satisfaction ratings

- Net Promoter Scores (NPS)

- Customer effort scores (CES)

- Customer churn rates

- Customer complaints and compliments

- Social media mentions

Each one of these is pretty comprehensive in itself, but most business owners, and 

managers, need a comprehensive dashboard that gives them all their data in one 

place. VoC is, thus, important to prepare that dashboard as well.
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Welcome to SlideTeam

SlideTeam is a premier Research, Consulting and Design agency that develops and

templatizes industry processes and best practices, frameworks and models across

all industry and verticals to help customers present their strategies effectively and

convincingly.

In addition, SlideTeam compiles data and statistics from thousands of sources over

a wide range of topics to help customers make intelligent decisions. We develop

and present our research in the form of fully editable PowerPoint templates to make

it easy for our customers to create presentations based on their individual

requirements.

With a large team comprising of Research Analysts, Statisticians, Industry Experts

and Designers spread over 6 countries, SlideTeam now hosts the world's largest

collection of Ready to Use PowerPoint templates on all topics and industries. Our

team consists of professionals from Fortune 500 companies and Top Tier consulting

firms involved in the process of researching and designing over a million slides that

are available for our users on a subscription basis.

To Contact Us and set up a Live Product Demo join us here

https://www.slideteam.net/contacts

