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Voice Of the Customer (VOC) is a process used to capture and Not all customers create equal value for an organization. This
understand the requirements from the customer (internal and technique allows you to identify subsets of customers who

external), set priorities consistent with customer needs and may have different requirements and focus on the groups who
determine what customer needs you can profitably meet. generate the highest value.

. Use the SIPOC to identify Outputs and Customers

. ldentify segmentation characteristics

. Develop segment profiles

. Include representatives of each segment in your VOC activities

Identifying customers - SIPOC Diagram

SIPOC diagrams are used to scope the process, focusing on the
Suppliers, Inputs, Process, Outputs and Customers (SIPOC). For
each process or sub-process you focus on the outputs that it Customer Customer Description Priority
creates and the customers who receive (and often pay for) the Group Segment

product, service or output of the process. individual __|SeniorGitizen | |Medum

OUTPUT

P | Customer Segmentation Template

I Sources of existing customer data

| I lai q o
Exernal Expertise 1. Sales information, e.g. sales preferences, returns, referrals
Expert Sxpertse 2. Customer contact points, e.g. front-office staff, complaints
3. Research:
Fragment of SIPOC A Dlrgct, e.g. workshops, focus. groups, surveys.
B. Indirect, e.g. market trends, industry experts.

Collecting VOC - 4 techniques

INTERVIEWS POINT OF USE OBSERVATION FOCUS GROUPS SURVEYS

Lean about the customer’s Observe the point of contact Get feedback on products or Get quantitative data across a
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