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What is VoC?

 VVoC is a process used to capture the
requirements/feedback from the customer
(internal or external customer) to provide the
customers with the best in class
service/product quality.



The Importance of VoC

ldentifying needs, want, intentions, and
desires of customers

Creating, Developing and Improving
products/services to reach customers success.

Enabling data-driven decision making across
your company.

Reaching customer loyalty


https://www.talkwalker.com/blog/data-driven-decision-making
https://www.talkwalker.com/blog/data-driven-decision-making

How do you measure customer
loyalty?

e % of repeat customers / ..... Months
e % of upselling / .....in a period of time



Questions before doing VoC

 What is your business?

e What is the main product/service which you
want to offer to customers?

 Who are are your customer groups?
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Five generations of Customer
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BABY BOOMERS GEN X GEN Y GENZ GEN ALPHA
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KEY Economic Middle- The Gen The

Why Children of
Millennials Millennials

DEFINITION Power- Child
house Leaders

BRAND
PREFERENCE

(Kotler et al, 2021, 22)



The Life Stages of the Five Generations

Exploring and Taking risks and  Embracing Maintaining
adopting to pursuing dreams parenthood and Health and social
environment family life relationships
Learning and Making a living Mentoring and Imparting
developing life and building a leading people at wisdom to
skills career work younger
generations
Discovering Developing Contributing back Enjoying life and
personal identity committed to society staying happy
romantic
relationship

(Kotler et al, 2021, 28)



Process of doing VoC




1. Define the target customers

Look at the
current
customer
base.

Evaluate Check your
The decision competitors

Analyze
Check the

Customers
background

product/
service
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2. Find customer needs

D ) m

Social Media

Listening Focus Groups &

Interviews

Voice of the
Customer

Customer

Reviews

Q Talkwalker



3. Grouping by marketing mix

4Ps to 4Cs

Product

Price
Place

Promotion

Y
Customer Value
Y
Cost
‘ [ ]
Convenience

Y
Communication
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Customers Need (left wall)

Customer Value

Cost

Convenience

Communication

1.00

23/01/64 Ph.D. VoC 15



Evaluating, Benchmarking and Planning (Right wall)

yIm.
Customer — T T

5.

© B
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Roof of the House Base

VoC Relation between Baseline | Target
VoC and KRl
1.

6. Empty A ‘

7. No Weak Middle Strong
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HoQ (VoC Covid-19)



Quality Questions

e Why —Why
* How-How



What next?

e Look at gap/gaps which you want to improve

* Design your newer and better process for
improvement



Innovations for Covid - 19
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Innovations for Covid - 19
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