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Executive Summary

Voice of Customer (VoC) research has become an essential tool for understanding and responding
to customer needs, driving innovation — and achieving sustainable business growth. The ability to
capture, analyze, and act upon customer feedback allows organizations to refine their offerings,
enhance customer experiences, and stay ahead of market trends.

For this reason, this eBook provides a comprehensive guide to transforming customer feedback into
actionable insights and strategies. It explores the full lifecycle of VoC research, from collecting

feedback through multiple channels to analyzing and interpreting the data, and ultimately
implementing actionable strategies that create real value for customers and businesses alike.

Key Highlights:

@ Understanding VoC Research:

This eBook covers the fundamentals of VoC research, including its definition,
importance, and the various methods of collecting feedback from customers.

(¥ Transforming Feedback into Insights

This eBook covers the fundamentals of VoC research, including its definition,
importance, and the various methods of collecting feedback from customers.

@ Strategic Integration:

The eBook emphasizes the need for cross-functional collaboration to ensure that
insights are integrated into the overall business strategy. VoC insights should guide
decisions in product development, customer service, marketing, and more.

(\7_) Overcoming Common Challenges:

While the benefits of VoC are clear, organizations often face challenges such as data
overload, feedback bias, and resistance to change. This guide offers practical solutions to
navigate these obstacles and ensure that VoC programs are effective and impactful.

(7_) Driving Action and ROI:

The eBook provides a roadmap for creating action plans, measuring outcomes, and
demonstrating the ROI of VoC initiatives through improved customer satisfaction,
loyalty, and revenue growth.




O1.

Introduction

Voice of Customer (VoC) uncovers
customer insights that drive
decision-making by listening directly
to what customers are saying—about
their needs, preferences, and
experiences.

With VoC, businesses can align their
products, services, and strategies to
meet customer expectations effectively
— and transform customer voices into
actionable intelligence.

Additionally, VoC research enables
organizations to anticipate customer
needs, solve pain points, and foster
loyalty. It empowers companies to stay
customer-centric in an ever-evolving
marketplace. Several factors have
amplified the importance of VoC
research:

e Customer-Centricity as a
Strategic Imperative: Gone are
the days when businesses could
succeed by simply focusing on
their products or services. In
today’s competitive
environment, customer
experience (CX) is a key
differentiator. Businesses must
put the customer at the center of
their strategies. VoC is the most
direct way to ensure that
customer needs are understood
and met.

e Real-Time Feedback: The
digital age has made it possible
to receive feedback in real-time,
whether through social media,

instant reviews, or chatbots.
Customers are more vocal, and
their feedback is more
accessible than ever. VoC
research enables businesses to
take immediate action on both
positive and negative feedback,
turning insights into
opportunities for improvement.

Data-Driven Decision-Making:
The rise of big data and
advanced analytics tools has
transformed the way companies
process and interpret customer
feedback. With the right
technology, VoC research goes
beyond basic qualitative
insights, enabling businesses to
uncover complex patterns,
predict customer behaviors, and
even anticipate future needs.

Building Brand Loyalty: In an
era of increasing competition
and consumer choice,
understanding the Voice of
Customer helps businesses
create emotional connections
with their audiences. By
consistently delivering what
customers want and addressing
pain points proactively,
companies can build stronger,
longer-lasting customer
relationships.



How Does VoC Research
Drives Business Growth?

VoC research translates feedback into
measurable business outcomes,
unlocking opportunities for:

e Product and service
innovation: Identifying unmet
needs and enhancing existing
offerings.

e Customer retention: Building
trust by addressing concerns
and exceeding expectations.

e Market differentiation:
Standing out by delivering
tailored, superior experiences.

e Revenue growth: Converting
insights into strategic actions
that enhance customer
satisfaction and lifetime value.

Objectives of This eBook

This eBook aims to equip you with the
knowledge and tools to harness the
power of VoC research by presenting
the methodologies for collecting and
analyzing customer feedback.

It also provides real-world applications
to inspire your approach and help you
understand how VoC research can
transform your organization into a
customer-centric powerhouse, driving
growth and fostering innovation.

B B The voice of the customer isn't a single note—it's a
symphony of insights. Each word, each sentiment, is a
key that unlocks deeper understanding, helping us
create experiences that truly resonate. 9 9
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02.

Understanding The Voice of

Customer

“VoC is not just about collecting feedback—it's about analyzing
it to uncover actionable insights that inform business
decisions.”

VoC seamlessly gathers the
collective feedback, opinions,
preferences, and needs expressed
by customers regarding their
experiences with a product, service,
or brand. It is a key tool for
understanding customer
expectations and aligning business
objectives accordingly.

At its core, Voice of Customer (VoC)
research is all about listening to
customers and translating their
feedback into meaningful business
strategies. But what does it mean to

truly "listen" to customers? And how
can businesses ensure that this
feedback is not just gathered, but
also effectively interpreted and
acted upon?

The Core Principles of VoC:
2> Listening:
The first step in VoC research
is simply capturing the voice

of the customer, whether it's
through surveys, reviews,




direct conversations, or social technologies for competitive

media. Listening goes advantage.
beyond passive data
collection; it involves actively o Early Days: Focused on
seeking out customer customer satisfaction surveys
feedback at every possible and direct feedback.
touchpoint and understanding o Digital Era: The rise of social
the true underlying media, online reviews, and
sentiments. real-time feedback channels
expanded data collection
»» Analyzing: opportunities.

e Modern VoC: Today,
Once the data is collected, advanced tools like Al,
the next critical Step is sentiment ana|ysis’ and
analysis. Data must be predictive analytics enable
Categorized and interpreted deeper insights from |arger
to identify meaningful datasets.

patterns and insights. This
might involve segmenting
feedback by customer
demographics, identifying
trends, and using advanced "Listening to customers is

tools like sentiment analysis 3
to uncover hidden insights. the mostimportant aspect

] ] of product development.
22> Acting on Insights:

The best products are the
The most powerful aspect of ones that respond to real,

VoC research is its ability to : k
drive action. Customer not imagined, customer
feedback should be used not needs."

only to solve immediate
issues but also to inform
strategic decisions across the
organization. Whether it's

ref?ning product foerings, While these methods are still in use
adjusting marketing today, they have been joined and, in
messages, or gnhancmg the many cases, supplanted by digital
custo_mgr service experience, technologies that allow for
VoC insights must translate continuous, real-time feedback
into measurable changes. collection.
1.1 The Evolution of VoC »» The Digital Shift
Research - :
The digital age has introduced an
SIS International has been at the array of new tools and platforms that
forefront of this evolution, helping allow businesses to collect feedback
organizations adapt their strategies at scale, in real-time, and from a
to meet changing customer wider variety of channels. Social
expectations and leverage emerging media, online reviews, live chat,

mobile apps, and website




interactions all contribute to the
modern landscape of VoC research.
Customers are now constantly
connected, and their feedback is
available 24/7, which makes VoC
more immediate, dynamic, and far-
reaching.

The Rise of Social Media and
Real-Time Feedback

Social media platforms such as X,
Facebook, LinkedIn, and Instagram
have become invaluable sources of
VoC data. Customers frequently turn
to these platforms to share their
experiences, ask questions, and
provide feedback—sometimes
publicly, sometimes privately. These
interactions can offer real-time
insights into customer sentiment,
enabling businesses to respond
quickly to both positive and negative
feedback.

Additionally, real-time feedback
mechanisms, such as on-site
surveys, live chat, and customer
support interactions, help
businesses understand customer
needs as they arise, ensuring that
issues are addressed promptly
before they escalate.

Integration of Al and Machine
Learning

Artificial intelligence (Al) and
machine learning (ML) are
revolutionizing VoC research. These
technologies allow for more
sophisticated data analysis by
identifying patterns, segmenting
customers, and even predicting
future behaviors. Sentiment
analysis, for example, can now be
automated using natural language
processing (NLP) to determine the
emotional tone of customer
comments across vast amounts of
text data. Al also helps businesses

10

prioritize customer feedback by
analyzing the frequency, urgency,
and severity of issues mentioned,
guiding organizations toward the
most impactful areas for
improvement

1.2. So... What's the Role of
VoC in Modern Business
Strategy?

VoC research is not just about
collecting data—it's about using that
data to inform strategic decision-
making across the business. By
integrating VoC insights into various
aspects of the business,
organizations can create a
customer-centric culture that drives
innovation, improves customer
satisfaction, and fosters loyalty.

Building Customer-Centric
Strategies

Customer-centricity is no longer a
luxury; it's a necessity for
competitive survival. VoC insights
help businesses put customers at
the heart of their strategies. For
example, feedback about pain
points in a product or service
offering can directly lead to design
or operational improvements.
Similarly, positive feedback can
validate certain features or
approaches, allowing businesses to
double down on what’s working.

Driving Product Development and
Innovation

One of the most powerful ways VoC
can impact a business is through
product and service innovation. By
understanding what customers like,
dislike, and desire, companies can
design better products, services,
and solutions that more closely align
with customer needs. VoC research
can identify unmet needs or



opportunities for differentiation in the
market, giving businesses the data
they need to innovate and stay
ahead of competitors.

» Enhancing Customer Experience
(CX)

VoC is a key pillar in improving the
overall customer experience. By
understanding every step of the
customer journey—from awareness
to post-purchase—companies can
ensure that every touchpoint is
optimized for satisfaction and ease.
For example, feedback on a
complex website navigation
experience can lead to UX/UI
improvements that make the site
more user-friendly, directly
enhancing the customer experience.

B B Listening is the first step, but truly understanding and
acting on the Voice of the Customer transforms feedback
into long-term success. 9 9
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03.

The Methodology
of VoC Research

Voice of Customer research employs a
variety of methods to gather meaningful
feedback — and selecting the right
approach depends on the business goals,
customer touchpoints, and the type of
insights desired. Here are the most
common methods:

Qualitative Research: Qualitative
research focuses on understanding the
deeper motivations, opinions, and
emotions behind customer feedback. It
provides rich, detailed insights into how
customers feel about a product,
service, or experience.

e In-depth Interviews (IDIs):
Conducting one-on-one
interviews with customers
allows businesses to dig
deep into specific areas of

interest. This method offers a
more personalized and in-
depth understanding of
customer experiences,
preferences, and pain points.

e Focus Groups: Small group
discussions moderated by a
facilitator provide insights into
customer attitudes and
behaviors. Focus groups are
useful for exploring new
ideas, concepts, or products
in the early stages of
development, as participants
can interact and build on
each other’s responses.

« Ethnographic Studies:
Observing customers in their
natural environment or during
product use provides
valuable context.
Ethnography helps
companies understand real-
world behaviors and pain
points that customers might
not express in surveys or
interviews.

22> Quantitative Research: Quantitative

research focuses on gathering
numerical data that can be measured
and analyzed statistically. This
approach provides a broader view of
customer sentiments, behaviors, and
trends, allowing businesses to quantify
the extent of issues, satisfaction, or
demand.

e Surveys and
Questionnaires: These are
the most common methods of
collecting quantitative data.
VoC surveys typically consist
of structured questions that
allow customers to rate their
experiences or preferences.
The results can then be

13



aggregated to identify
patterns and trends.

« Net Promoter Score (NPS):
A specific type of survey
designed to measure
customer loyalty by asking
customers how likely they are
to recommend a business to
others on a scale from 0-10.
NPS provides a snapshot of
customer satisfaction and
loyalty across a broad
customer base.

e Customer Satisfaction
(CSAT) Ratings: Surveys
that measure satisfaction
levels immediately following
an interaction, purchase, or
service experience. These
ratings are often used in post-
interaction surveys and can
quickly assess whether a
customer’s expectations were
met.

e« Customer Effort Score
(CES): A metric that
assesses how much effort a
customer must exert to
achieve a goal with your

»» Sentiment Analysis and Text Mining

uses natural language processing
algorithms to analyze customer
feedback, social media posts, online
reviews, and other textual data. This
method identifies the emotional tone of
the feedback (positive, negative,
neutral) and can uncover deeper
insights about how customers feel
about a brand or product. For example,
a sudden spike in negative sentiment
around a product launch can alert
companies to potential issues that
require immediate attention.

"Customer feedback doesn’t
just highlight problems; it
uncovers opportunities to

create products that truly

resonatewith real needs.

company, such as making a »» Social Media platforms like X,

purchase or resolving an
issue. A low CES indicates a
smooth, frictionless
experience, while a high CES
suggests obstacles in the
customer journey.

3.1 Advanced Data Collection
Techniques

While traditional surveys and
interviews are effective, advanced data
collection techniques can provide even
deeper and more comprehensive
insights into the Voice of Customer.
These methods leverage technology
to gather data continuously and at
scale.

Facebook, LinkedIn, and Instagram
provide an open channel for customers
to express their thoughts, complaints,
and praise. By actively monitoring
social media mentions, companies can
gather unprompted feedback from
customers in real-time. Social listening
tools can help track brand mentions,
hashtags, and keywords to detect
emerging trends, customer sentiment,
and even competitors’ activities. Social
media listening is invaluable for
understanding customer emotions,
especially in fast-paced crises.

22> Customer Journey Mapping is a

technigue used to visualize the entire
customer experience, from initial

14



awareness to post-purchase
interactions. By mapping out every
touchpoint a customer encounters,
businesses can identify friction points,
moments of delight, and opportunities
for improvement. Collecting feedback
at each step of the journey helps
ensure that the customer experience is
consistent and optimized across all
channels.

»» Behavioral Analytics uses data from
website interactions, mobile app
usage, and other digital touchpoints to
understand how customers navigate
through a company’s online platforms.
By tracking actions like clicks, page
views, and time spent on each page,
businesses can identify obstacles in
the user experience or areas where
customers drop off. It is especially
useful for understanding customer
preferences and optimizing digital
interfaces to meet customer needs.

B B The voice of the customer is not just feedback; it's a
roadmap that guides us toward understanding their true
needs, aspirations, and pain points. Listen closely, and
you'll discover not just what they want, but how they
envision their world transformed. 9 9
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04.

Analyzing and Interpreting

VoC Data

“Analyzing the data is just the first step. The real value of VoC
research lies in how businesses use the insights to create
actionable strategies that drive improvement and align with

organizational goals.”

Analyzing VoC data allows businesses
to identify key trends, prioritize
customer pain points, and spot
opportunities for improvement.
However, this process requires more
than simply reviewing the data; it
requires a strategic approach to ensure
that the insights derived from VoC are
relevant and useful.

Identifying Key Trends and Patterns
To extract meaningful insights,
businesses need to look for recurring
themes and trends across different data
sources.

e Frequency Analysis: One of
the first steps in analyzing VoC
data is determining how
frequently certain issues or
sentiments appear. For
example, if multiple customers
mention difficulties navigating a

website or issues with customer
support, these areas should be
flagged as critical for
improvement.

e Segmentation Analysis:
Segmenting feedback based on
customer demographics,
purchase behavior, or service
interactions helps provide more
targeted insights. For instance,
understanding that younger
customers are more likely to
express dissatisfaction with a
particular feature can guide
product development for that
demographic.

The key to turning insights into action is
to prioritize findings based on their
potential impact on customer
satisfaction, business outcomes, and
operational feasibility. In any case,

17



prioritization is crucial in VoC research
to ensure that businesses focus their
efforts on the most pressing issues first.
Several methods can help prioritize
feedback:

e Impact vs. Effort Matrix: One
popular method is to categorize
feedback based on its impact
(how much it affects customer
experience) and the effort
required to address it (time,
resources, cost). This helps
businesses quickly identify high-
impact, low-effort changes that
can provide the most immediate
benefits.

e Customer Segmentation:
Prioritizing feedback based on
customer segments ensures
that the most critical issues for
high-value customers or
strategic segments are
addressed first. For example, a
business might prioritize
feedback from repeat customers
or high-ticket buyers who
contribute significantly to
revenue.

Measuring the Success of
VoC Initiatives

Once VoC insights are put into action,
it's crucial to measure the effectiveness
of the changes made. Tracking the
impact of VoC-driven strategies
ensures that businesses are moving in
the right direction and delivering
meaningful improvements to the
customer experience.

Key Performance Indicators (KPIs)
Businesses should define KPIs that
align with their VoC initiatives. Common
KPIs for measuring the success of VoC
research include:

Understanding the key metrics and
indicators used in VoC research is
essential to ensuring that feedback
aligns with business goals and helps
improve the overall customer

18

experience. Common VoC metrics
include:

e Customer Satisfaction
(CSAT): A straightforward
metric often collected via post-
purchase or post-service
surveys to gauge the immediate
satisfaction level of customers.
It helps businesses understand
whether the service or product
met the expectations at the time
of interaction.

e Net Promoter Score (NPS):
This metric gauges customer
loyalty and the likelihood that
customers will recommend a
business to others. NPS is
typically seen as a proxy for
customer loyalty and long-term
business success.

e Customer Effort Score (CES):
Measures the ease with which
customers can interact with a
company, such as completing a
purchase, resolving an issue, or
finding information. A lower
effort score generally correlates
with higher customer
satisfaction.

e Customer Sentiment: The
emotional tone behind customer
feedback, often analyzed
through natural language
processing (NLP) and sentiment
analysis. Understanding
whether customers are "happy,”
"frustrated," or "confused" can
provide valuable insights into
areas for improvement.
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05.

Implementing VoC Insights
into Business Strategy

Once you’ve gathered and analyzed
VoC data, the next step is to
incorporate those insights into your
broader business strategy.

The goal is to ensure that customer
feedback directly influences
decision-making across various
departments, from product
development to marketing to
customer service. However,
successfully integrating VoC insights
into business strategy requires a
structured approach to ensure
alignment with business objectives
and maximize the impact on
customer satisfaction.

Aligning VoC Insights with
Organizational Goals

»

To ensure VoC insights are
actionable, they must be aligned
with the broader business
objectives. This alignment ensures
that customer feedback directly
contributes to measurable

»

outcomes, such as increased
customer retention, revenue growth,
and improved product performance.

For instance, if the VoC data reveals
that customers are struggling with a
specific feature of a product, this
feedback should be tied to the
product development team's goals
to enhance user experience.

Similarly, if customers indicate they
value personalized service,
marketing and customer service
teams should collaborate to create
more tailored experiences and
messaging.

Creating Cross-Departmental
Collaboration

One of the keys to implementing
VoC insights effectively is fostering
collaboration across departments.
VoC data can reveal insights that
span multiple areas of the
business—product design, customer
support, marketing, sales, and more.

20



By breaking down silos and
encouraging cross-functional teams
to work together, businesses can
ensure that VoC insights are applied
holistically.

For example:

e Product Development: Use
VoC insights to refine or
enhance existing products
based on customer
preferences and pain points.

e Customer Support: Identify
recurring issues from
customer feedback and
implement proactive support
strategies, such as FAQs or
chatbots, to resolve common
concerns.

e Marketing: Incorporate VoC
insights into messaging and
campaigns to ensure that
customer expectations are
aligned with the brand’s
positioning and offerings.

» Prioritizing VoC Insights for

Maximum Impact

Not all feedback is created equal,
and not all issues need to be
addressed immediately. When
integrating VoC insights into
strategy, it's important to prioritize
the changes that will have the
greatest impact on the customer
experience and business outcomes.
Some common ways to prioritize
insights include:

e Customer Impact: Focus on
issues that affect numerous
customers or have a
significant impact on
customer satisfaction and
retention.

e Business Alignment:
Prioritize feedback that aligns
with strategic business
objectives, such as
increasing customer loyalty,
improving product usability,
or reducing churn.

e Feasibility: Consider the
resources and time required
to implement changes. High-
impact, low-effort
improvements are often
prioritized to achieve quick
wins.

5.1. Enhancing Customer
Experience through VoC

One of the primary goals of VoC
research is to improve the customer
experience (CX). VoC insights can
help businesses understand the
specific aspects of the customer
journey that need attention, ensuring
that customers have positive,
seamless experiences at every
touchpoint.

Mapping the Customer Journey is
a powerful tool for using VoC
insights to improve CX. By
visualizing the entire customer
journey—from awareness and
consideration to purchase and post-
purchase interactions—businesses
can identify pain points and
opportunities for enhancement.

For example, if VoC data reveals
that customers struggle with finding
information on the website,
businesses can redesign the site to
improve navigation or add clearer
calls to action. Similarly, if feedback
indicates that customers feel
frustrated during the checkout
process, steps can be taken to

21



simplify the experience and reduce
cart abandonment.

Personalizing the Customer
Experience can help businesses
create more personalized
experiences that resonate with
individual customers, leading to
higher satisfaction and loyalty. By
segmenting feedback based on
customer profiles, behaviors, and
preferences, companies can tailor
interactions, offers, and messaging.

For example:

e Personalized
Recommendations: VoC
data can inform product
recommendations based on
customer preferences and
past purchases.

o Targeted Marketing
Campaigns: Insights from
customer feedback can help
businesses create highly
targeted campaigns that
speak to specific customer
needs, such as offering
discounts on frequently
purchased items or providing
solutions to common issues.

e Proactive Support: By
analyzing customer pain
points, businesses can
anticipate customer needs
and offer proactive support,
such as reaching out to
customers before they have
to contact support.

5.2 Driving Product and
Service Innovation

By gathering feedback directly from
customers, businesses can uncover
unmet needs, identify areas for

improvement, and find opportunities

»

»

for differentiation in the market. This
customer-driven innovation can lead
to more competitive offerings that
meet customer expectations and
strengthen brand loyalty.

Identifying Unmet Customer
Needs:

VoC insights often reveal gaps in
the market—areas where current
products or services are falling short
or where customers have specific,
unmet needs. These gaps provide
valuable opportunities for
innovation.

For instance, if customers
consistently request certain features
or improvements in a product,
businesses can use this feedback to
prioritize new product development
or feature enhancements.
Additionally, if VoC data shows that
customers struggle with the usability
of a product, this can inform design
changes to improve user
experience.

Testing and Iterating New
Concepts:

One of the benefits of VoC research
is its ability to test new ideas and
concepts with customers before
launching a full-scale product or
service. By gathering feedback on
prototypes, concepts, or early
versions of a product, businesses
can ensure that their innovations
align with customer needs and
preferences.

Businesses can use techniques like:

e« A/B Testing: Presenting
customers with different
versions of a product or
feature to see which
resonates best.

22



o« Concept Testing: Gathering and address the pain points that

feedback on early-stage lead to customer dissatisfaction and
ideas or prototypes to gauge churn. Whether it's poor customer
customer interest and service, product quality issues, or
demand. lack of personalization, identifying

and fixing these pain points before
they drive customers away is critical
to retention.

o Pilot Programs: Launching a
limited version of a new
product or service to gather
real-world feedback before a » Building Loyalty Programs Based

full-scale release. on VoC Insights:
» Ensuring Continuous Loyalty programs can be a powerful
Improvement: tool for retaining customers, but they

must be designed based on what
customers value most. VoC
feedback can provide insights into
the types of rewards, incentives, or
recognition that are most appealing
to customers, ensuring that loyalty
programs are effective in driving
repeat business.

Product and service innovation is an
ongoing process, not a one-time
event. VoC data should be
continuously monitored and used to
inform future iterations and
improvements. By regularly
collecting customer feedback and
analyzing it for trends, businesses

can stay ahead of customer For example, if customers value
expectations and remain competitive discounts on future purchases,
in the market. loyalty programs can offer tiered

. discounts based on spending or
5.3. VO_C In Customer frequency of purchases.
Retention and Loyalty Alternatively, if customers express a
Strategies preference for exclusive access to
new products or events, businesses
can tailor loyalty programs to offer
these types of experiences.

Customer retention and loyalty are
essential for long-term business
success, and VoC research shapes
retention strategies. By 2> Proactively Engaging Customers:
understanding the factors that drive
customer satisfaction and
dissatisfaction, businesses can
create strategies that foster stronger
relationships with their customers,
reduce churn, and increase lifetime

Engagement is a key driver of
loyalty. VoC research helps
businesses understand how to
communicate with customers in
ways that build stronger
relationships. Whether through

value. . . : .
personalized emails, social media
»» Addressing Customer Pain interactions, or proactive customer
Points: service, VoC insights ensure that

businesses engage with customers

LA DALY TSI 1) GLETD e in meaningful, value-driven ways.

churn is unmet expectations. VoC
insights can help businesses identify

23
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06.

Measuring the Success of VoC

Initiatives

“Measuring success is not just about collecting data but about
using that data to track progress toward specific business

goals.”

To determine the effectiveness of VoC
initiatives, businesses need to define
clear and measurable KPIs. These
KPIs will help you assess whether your
VoC strategy is delivering the desired
outcomes and provide insight into areas
for continuous improvement.

6.1. Establishing Clear
Objectives for VoC

Before choosing KPls, it's important to
establish the objectives of your VoC
initiatives. These objectives should
align with your broader business goals
and define what you want to achieve
with your VoC program. Some common
objectives for VoC initiatives include:

e Improving Customer
Satisfaction (CSAT): Aiming to
enhance the overall customer
experience by addressing pain
points.

e Increasing Customer
Retention: Reducing churn by
addressing customer concerns
and building loyalty.

e Enhancing Product Quality or
Service Offering: Using
feedback to drive product or
service innovation.

e Driving Revenue Growth:
Leveraging customer insights to
improve sales and marketing
strategies.

22> Common VoC KPIs The following are

common KPIs businesses can track to
measure the success of their VoC
initiatives:

e Customer Satisfaction
(CSAT): A direct measure of
how satisfied customers are
with your product, service, or
specific interaction.

25



e Net Promoter Score (NPS): A
measure of customer loyalty,
gauging the likelihood that
customers would recommend
your product or service to
others. NPS is a powerful
indicator of long-term customer
satisfaction.

o Customer Effort Score (CES):
This metric measures how easy
or difficult it is for customers to
accomplish a task, such as
making a purchase or resolving
an issue with customer support.
A lower score is typically an
indicator of a smoother, more
efficient experience.

e Customer Retention Rate:
Tracks the percentage of
customers who continue to do
business with you over a
specific period. High retention
rates typically correlate with
successful VoC programs.

e Churn Rate: The opposite of
retention, churn rate tracks the
percentage of customers who
stop doing business with your
brand. A high churn rate may
indicate issues with customer
satisfaction or unmet needs.

e Customer Lifetime Value
(CLV): CLV measures the total
revenue a customer will
generate throughout their
relationship with your business.
Improvements in customer
experience often lead to higher
CLV.

6.2 Implementing a Feedback
Loop for Continuous
Improvement

The feedback loop allows businesses to
gather insights, make improvements,
and then gather more feedback to

) 4
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evaluate the success of those changes.
This cycle ensures that the customer
experience is always evolving and
adapting to meet new expectations and
challenges.

Setting Up a Closed-Loop Feedback
Process means that businesses
actively engage with customers after
gathering feedback to let them know
how their input has been used to make
improvements. Not only does this
demonstrate that you value customer
input, but it also helps build trust and
engagement.

Steps in a closed-loop feedback
process:

1. Collect Feedback: Use
surveys, interviews, social
media monitoring, or other
methods to gather feedback
from customers.

2. Analyze Insights: Turn the
feedback into actionable
insights by analyzing customer
sentiments, identifying key
issues, and prioritizing areas for
improvement.

3. Implement Changes: Take the
necessary steps to address the
issues raised by customers,
whether it's product
improvements, service
enhancements, or operational
changes.

4. Communicate Back to
Customers: Inform customers
about the changes you've made
based on their feedback. This
could be through follow-up
surveys, emails, or notifications.

5. Monitor the Impact: Measure
the results of the changes using
the KPIs defined earlier,
ensuring that the improvements
are driving the desired
outcomes.



6. Repeat the Process:
Continuously repeat this cycle to
maintain ongoing improvements
and remain responsive to
customer needs.

> Using VoC to Predict Trends and

Identify Opportunities allows tracking
customer feedback over time,
businesses can spot emerging needs or
dissatisfaction before it becomes a
larger problem. This foresight allows for
proactive decision-making, such as
product upgrades or service
improvements, which can give your
brand a competitive edge.

6.3. Leveraging Advanced
Analytics for Deeper Insights

As the amount of customer feedback
grows, advanced analytics tools can
help businesses gain deeper insights
from their VoC data. These tools can go
beyond basic sentiment analysis and
provide more sophisticated analyses of
customer behavior, preferences, and
future trends. Techniques like predictive
analytics, machine learning, and
artificial intelligence can help
businesses uncover hidden patterns in
customer data and make more data-
driven decisions.

22> Predictive Analytics involves
using historical data to predict
future outcomes. By analyzing
past customer behavior,
businesses can forecast future
customer needs, potential
churn, and areas of growth. For
example, predictive models can
help identify which customers
are likely to churn and why,
enabling businesses to take
proactive steps to retain them.

Machine Learning and Al can
be used to process and analyze
large volumes of unstructured
data, such as open-ended
survey responses or social
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media posts. These algorithms
can identify themes, sentiments,
and emerging trends that may
not be immediately obvious,
providing businesses with
deeper insights into customer
preferences and pain points.

6.4. Reporting and
Communicating VoC Results
Across the Organization

Communicating the results of VoC
initiatives is essential for ensuring that
the entire organization is aligned and
working towards common goals.
Reporting VoC insights helps
departments understand the customer
perspective and drives accountability in
improving the customer experience.

e Actionable Reports should be
clear, concise, and actionable.
Key stakeholders should be
able to easily understand the
findings and take specific
actions based on the data.
Reports should highlight key
trends, customer sentiments,
and the areas that need
improvement, along with the
impact of any changes made
based on VoC insights.

Sharing VoC Data Across Teams to
ensure alignment and accountability. For
example, the product team may need to
act on customer feedback related to
product features, while marketing may
use insights to create more personalized
messaging. By making VoC data
accessible across the organization, you
can foster a customer-centric culture and
drive better business outcomes..
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Building a
Sustainable VoC
Program

”»

The key to a truly effective VoC
program is embedding customer
feedback into the DNA of your
organization. This involves
developing an ongoing strategy
that allows your business to
evolve in response to changing
customer needs and market
conditions.

Establishing VoC as a Core
Business Function: To build a
sustainable VoC program,
customer feedback must be
treated as a core function within
your organization. This means
integrating VoC research into all
aspects of business decision-
making, from product
development to customer service
to marketing strategies.

Key steps to embedding VoC:

o [Executive Buy-In: Ensure
that senior leadership
understands the value of VoC
research and supports its
integration into the overall
business strategy.

VoC Team:

e Designated
Appoint a team or department
that will take responsibility for

collecting, analyzing, and
acting on VoC insights. This
team should work closely with
other departments to ensure

customer feedback drives
change.

e Resource Allocation:
Provide the necessary

resources, both human and
technological, to support the

ongoing collection and
analysis of customer
feedback.

» Aligning VoC with Business

Objectives: For VoC efforts to be
sustainable, they must be closely
aligned with the organization’s
broader business goals. This
ensures that customer feedback is
not only collected but also used to
drive decisions that have a direct
impact on business outcomes.

7.1. Scaling VoC to Handle
Growing Customer Data

As your business grows, so will
the volume and complexity of
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customer feedback. Scaling your

VoC program to handle this
increased data is crucial for
maintaining the quality and
relevance of the insights you

gather. This requires leveraging
technology, automating
processes, and refining your
feedback collection methods to
manage the growing influx of data.

Leveraging Technology for
Scalable Feedback Collection:

Technology can help businesses
scale their VoC programs by
automating data collection,
categorizing feedback, and
identifying key insights. There are
a variety of tools and platforms
that can assist in scaling VoC
initiatives:

e Survey Tools: Online survey
platforms like SurveyMonkey,
Qualtrics, or Typeform allow
you to easily collect structured
feedback at scale.

e Customer Feedback
Management Systems
(CFMS): These systems
centralize feedback from
multiple sources, allowing
teams to analyze and act on
insights from a single
platform.

e« Social Listening Tools:
Tools like Brandwatch or
Sprinklr enable businesses to
track and analyze customer
feedback from social media,
forums, blogs, and other
online platforms in real-time.

e« Al and Machine Learning:
Use machine learning
algorithms to analyze large
volumes of unstructured data

»
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(e.g., open-ended survey
responses, social media
posts) and extract meaningful
insights.

Automating the Analysis of VoC
Data:

As the amount of data grows,
manually reviewing and analyzing
customer feedback can become
overwhelming. Automation tools
can help streamline the process

by categorizing feedback into
themes, detecting trends, and
scoring  sentiment.  Machine

learning models can be trained to
recognize patterns in customer
feedback and  automatically
generate actionable insights.

7.2. Ensuring Cross-
Functional Collaboration
for VoC Success

A sustainable VoC program
requires the active involvement
and collaboration of multiple
teams across the organization.
Customer feedback often touches
on various areas, including
product design, marketing,
customer service, and sales, and
each of these departments plays a
critical role in acting on the
insights  provided by VoC.

Creating a Customer-Centric
Culture:

For VoC to be truly impactful, it
must be embraced across all
levels of the organization. This
means fostering a customer-
centric culture where every
department understands the
importance of customer feedback
and works collaboratively to act on
it.
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Key strategies for

collaboration:

fostering

e Regular VoC Meetings:

Hold cross-functional
meetings where VoC data is
shared and discussed. These

meetings  should involve
representatives from  key
departments—product,

marketing, sales, and

customer service—to ensure
feedback is being utilized in
decision-making.

e Sharing VoC Insights:

Make VoC data easily
accessible to all departments.
This could involve setting up a
shared dashboard, creating
regular reports, or sending

email updates with key

insights and action items.
e Customer Feedback

Champions:

Designate "feedback

champions” in each

department who are

responsible for ensuring that
VoC insights are being acted
upon within their teams.
These champions can
advocate for customer needs
and help prioritize initiatives
based on customer feedback.

Coordinating Between
Departments to Act on Insights:

VoC data may reveal insights that
require action from multiple
departments. For example, if
customers are complaining about
a product feature, the product
team may need to make changes,
while the marketing team may

»
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need to adjust their messaging to
reflect the update. Coordinating
efforts across departments
ensures that feedback leads to
effective and holistic changes.

For example:

e Product Development: The
product team may use VoC
insights to enhance existing
features, fix bugs, or create
new products that better meet
customer needs.

e Customer Service:
Feedback about recurring
service issues can prompt the
customer support team to
implement training programs
or improve response times.

o Marketing and Sales:
Customer feedback on pain
points and desires can be
used to refine marketing
strategies, create = more
effective sales pitches, and
deliver targeted campaigns
that resonate with customer
expectations.

7.3. Continuously Evolving

Your VoC Program

The landscape of customer
expectations IS constantly
changing. To remain effective,
your VoC program must evolve in
response to these shifts. A
sustainable VoC program is one
that adapts over time to meet the
changing needs of your customers
and the market.

Regularly Updating Feedback
Channels:

As customer behaviors change,
so too should the channels you
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use to collect feedback. For
example, if your customers
increasingly prefer mobile surveys
or social media interactions, you
should adjust your VoC program
to capture feedback through those
channels.  Similarly, consider
integrating emerging
technologies, like chatbots or Al-
driven surveys, to capture real-
time feedback at critical points in
the customer journey.

Tracking Emerging Trends and
Customer Needs:

By  continuously  monitoring
customer feedback and analyzing
trends, you can stay ahead of the
curve and anticipate future
customer needs. For example, if
you notice an increasing number
of customers mentioning
sustainability or ethical concerns,
you can start planning product
updates or marketing strategies
that align with those values.

»

Adapting VoC to New Products,
Services, or Markets:

As your business expands, your
VoC program must adapt to new
products, services, or markets.
Collecting and acting on feedback
from these new areas may require
new tools, processes, or even
teams. For example, if you launch
a new product line or enter a new
market, you’ll need to establish a
feedback loop for these specific
areas to ensure customer

expectations are being met.

32



O\"/ercoming Challenges
IN VoC Research




03.

Overcoming Challenges in VoC
Research

“Creating a sustainable VoC program requires a long-term,
strategic approach that ensures your company continuously
listens to, learns from, and acts on customer feedback”

While VoC research offers
invaluable insights for improving
customer experience, driving
innovation, and shaping business
strategies, it also comes with its
own set of challenges.

Therefore, to harness the full
potential of VoC, organizations
must be prepared to face and
overcome these obstacles — and
below are some common
challenges in VoC research and
strategies for addressing them:

1. Data Overload and
Analysis Paralysis

One of the most significant
challenges in VoC research is the

sheer volume of data generated
from multiple channels (surveys,
social media, customer service
interactions, product reviews,
etc.). The temptation to collect as
much feedback as possible can
lead to data overload, where
organizations struggle to extract
actionable insights from the
abundance of information.

Solution:

e Focus on key metrics and
KPIs: Instead of collecting
endless data, focus on
gathering insights that directly
align with business
objectives. Prioritize metrics
that impact customer
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satisfaction, loyalty, and
business performance.

e Leverage advanced
analytics tools: Invest in Al-
driven analytics and text
mining tools to sift through
large volumes of unstructured
data and more efficiently
identify trends and sentiment.

2. Customer Feedback Bias

Customer feedback can
sometimes be skewed or biased,
either because certain customer
segments are more vocal or
because the survey questions
themselves are leading. This can
result in insights that are not
representative of the broader
customer base.

Solution:

o Ensure arepresentative
sample: To avoid skewed
feedback, make sure the
customer base surveyed or
engaged with reflects the
diversity of your actual
customers. Consider
demographics, behavior
patterns, and customer
segments.

o Design unbiased surveys:
Craft survey questions that
are neutral and open-ended.
Avoid leading questions and
ensure that the survey design
allows for a variety of
opinions to surface.

3. Integrating VoC Data
into Business Processes

Collecting customer feedback is
only half the battle. The real
challenge lies in integrating the
insights into the organization's
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decision-making processes. Many
companies gather VoC data but
struggle to take meaningful action
on the insights they’ve collected,
often resulting in missed
opportunities for improvement.

Solution:

o Create cross-functional
teams: Establish dedicated
teams that include members
from various departments
(marketing, sales, product
development, customer
service, etc.) to ensure that
VoC insights are translated
into actionable strategies
across the business.

e Develop an action plan:
Build a structured process for
prioritizing and acting on VoC
insights. Align feedback with
business objectives and
ensure that there are clear
timelines, responsibilities,
and KPIs for implementing
changes.

4. Customer Privacy and
Data Security

With the increasing focus on data
privacy regulations (such as
GDPR and CCPA), organizations
must be cautious about how they
collect, store, and use customer
data. Mishandling of customer
data can lead to reputational
damage and legal issues.

Solution:

e Ensure compliance:
Familiarize yourself with the
relevant data protection
regulations and implement
strict protocols for collecting
and handling customer data.
Ensure that consent is



obtained before collecting
feedback and that customers
know how their data will be
used.

o Maintain transparency: Be
transparent with customers
about how their feedback will
be used. This builds trust and
encourages more customers
to share their thoughts.

5. Aligning VoC Insights
with Business Goals

Sometimes, VoC insights can be
difficult to translate into strategic
business decisions. Organizations
may find it challenging to bridge
the gap between customer
feedback and tangible business
actions that drive results.

Solution:

e Align VoC with customer
journey mapping: Use VoC
insights to inform customer
journey maps, identifying pain
points and areas for
improvement. This will help
ensure that the feedback
collected is directly tied to the
customer experience and
organizational objectives.

e Set clear goals: Set specific,
measurable goals for what
you want to achieve from
VoC research, such as
improving customer
satisfaction scores, reducing
churn, or increasing product
adoption.
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The Future of VoC
Research: Predicting the
Impact of Emerging
Innovations

The ability to anticipate customer
needs, personalize interactions at
scale, and act with agility will be
the differentiating factors that
define successful businesses in
the future.

As technological advancements
continue to accelerate, the future
of VoC research will be radically
transformed. Innovations in Al,
real-time feedback systems,
predictive analytics, and
crowdsourcing are poised to
revolutionize the way companies
collect, analyze, and act on
customer insights.

These technologies will enable
businesses to anticipate customer
needs before they arise, refine
their products and services at an
unprecedented pace, and build
deeper, more personalized
relationships with their customers.

1. Al and Machine Learning:
Shaping Predictive VoC
Insights

Al and machine learning will
completely reshape how VoC
research is conducted. These
technologies will move beyond
simply automating data
processing to predicting future
customer behavior and sentiment
shifts before they even occur.

Future Impact:

e Predictive VoC: Al will not
just analyze feedback, but
anticipate customer
emotions, preferences, and
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behaviors, offering
companies the ability to stay
several steps ahead of their
audience.

o Personalized Experiences:
Al-powered insights will allow
businesses to create hyper-
personalized customer
experiences, adapting
offerings on the fly based on
predicted needs and desires.

e Dynamic Strategy
Adjustments: Businesses
will be able to adjust their
strategies instantly, based on
Al predictions, ensuring that
products and services are
always aligned with customer
expectations.

2. Real-Time Feedback: Shifting
to Continuous Listening

The future of VoC will be marked
by continuous listening. Rather
than relying on periodic surveys or
focus groups, businesses will
capture instantaneous customer
insights from every interaction,
whether on social media, in-app,
or via loT devices. This will create
an ongoing, dynamic feedback
loop, with real-time data driving
immediate action.

Future Impact:

e Always-On Listening:
Companies will have a live
stream of customer
sentiment, enabling them to
pivot or adjust marketing,
product features, and
customer support strategies
within hours or even minutes
of receiving feedback.
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e Agility and
Responsiveness: Real-time
systems will allow businesses
to immediately address
negative experiences,
minimizing damage to
customer relationships and
improving retention.

e Real-Time Product
Iteration: Continuous
feedback will allow
businesses to make micro-
adjustments to products or
services in real-time,
improving quality and
relevance on a rolling basis.

3. Omnichannel VoC: A Unified
Customer Understanding
Across Touchpoints

Feedback will be seamlessly
collected from every touchpoint—
physical stores, mobile apps,
social media, customer service,
and online reviews—and
integrated into a unified view of
the customer. This will provide a
360-degree perspective of each
customer’s experience,
preferences, and pain points.

Future Impact:

e Holistic Customer Profiles:
VoC research will evolve into
a system that creates highly
detailed, real-time customer
profiles that track preferences
and behaviors across all
touchpoints.

e Integrated Customer
Experiences: Businesses will
leverage these omnichannel
insights to provide truly
integrated experiences
across all customer
interactions, ensuring that



marketing, sales, and support
are perfectly synchronized.

e Predicting Future
Engagement: With a unified
view of customer data,
businesses will be able to
predict future customer
actions—such as when
they’re likely to churn or when
they’re primed for an upsell—
based on their past behaviors
and feedback.

4. Advanced Analytics: From
Descriptive to Prescriptive
Insights

The future of VoC research will
not just analyze what happened,
but predict what will happen and
offer actionable
recommendations.

These insights will provide clear,
data-driven guidance on what
steps businesses should take to
improve customer satisfaction,
loyalty, and lifetime value.

Future Impact:

e Proactive Problem-Solving:
Instead of merely reacting to
customer dissatisfaction,
businesses will predict and
address potential issues
before they escalate,
minimizing customer churn.

o Actionable
Recommendations: VoC
research will not only inform
businesses about what
customers think but will
directly suggest actionable
solutions, such as which
product features to improve
or which marketing messages
will resonate best with
specific customer segments.
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e Strategic Decision-Making:
With prescriptive analytics,
business leaders will have a
data-driven roadmap for
aligning products, services,
and customer interactions
with the needs and desires of
their target audience.

5. Crowdsourcing and Open
Innovation: Tapping into
Collective Intelligence

Crowdsourcing will become a
fundamental part of VoC research
in the future, enabling businesses
to tap into a global pool of
feedback and innovative ideas.

By engaging a diverse group of
customers, employees, and even
industry experts, businesses can
co-create products, services, and
experiences that are directly
shaped by the needs and desires
of the market.

Future Impact:

e Mass Collaboration:
Companies will actively
crowdsource insights and
ideas from external
stakeholders, including
customers, to innovate and
refine products in ways that
truly meet customer
expectations.

e Innovation at Scale: Open
innovation platforms will allow
businesses to access a much
wider variety of ideas and
perspectives than traditional
research methods, leading to
more creative and disruptive
product innovations.

e Customer-Centric Design:
With crowdsourcing, products
and services will evolve into



more collaborative, customer-
driven solutions, where
customers feel directly
involved in the creation and
Improvement process.
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Conclusions

As businesses evolve in an increasingly customer-driven world, VoC has emerged as a critical
asset for driving innovation, improving customer experience, and sustaining competitive
advantage. However, the true power of VoC research lies not just in collecting customer feedback
but in effectively integrating it into the fabric of business strategy.

Key Takeaways:

Brazil offers immense opportunities as the largest economy in Latin America, but it also
presents unique challenges that require thorough preparation and localized strategies.
Here are the key takeaways for a successful market entry:

(\7_) VoC as a Strategic Pillar:

e VoC is not just a tool for feedback; it's a key part of a customer-centric business
strategy.

e It drives long-term business decisions and should be integrated at all levels of
the organization.

(\7_) Adaptability in a Changing Market:

e VoC allows companies to stay agile in response to evolving customer needs
and market conditions.

o It provides predictive insights that help anticipate future challenges and
opportunities.
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@ Impact of Actionable Insights:

VoC helps identify innovation opportunities, optimize processes, and improve
customer satisfaction.

Acting on VoC insights directly drives business growth, customer loyalty, and
operational efficiency.

@ Building a Customer-Centric Culture:

A successful VoC program requires a company-wide commitment to customer-
centricity.

It should be supported by leadership and permeate all departments to align
actions with customer needs.

@ Investing in the Future with VoC:

As technology evolves, VoC will become even more integral to real-time data
collection and analysis.

Companies proactively managing VoC programs will be better positioned to
lead and innovate in their industries.

@ The Invaluable Value of the Customer:

A sustainable VoC program is not a one-time effort, but a long-term strategy for
staying ahead of customer expectations.

VoC is an ongoing investment that pays continuous dividends by enhancing
customer relationships and driving business success.
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Final Thoughts on Voice of
Customer Research

Our findings emphasize that VoC isn't just about responding to immediate concerns; it's about
understanding the deeper expectations and desires that drive customer behavior. A well-
implemented VoC strategy helps businesses identify opportunities for improvement, refine
customer experiences, and anticipate future trends before they emerge.

Moreover, as customer preferences continue to evolve, the need for businesses to continuously
collect, analyze, and act on feedback becomes even more important. VoC is not a one-time effort,
but an ongoing process that must be integrated across all areas of a company.
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Looking Ahead

VoC will become even more integral to business success. Businesses will have
access to increasingly sophisticated tools for capturing and analyzing customer
feedback. Artificial intelligence, machine learning, and big data analytics are already
transforming how organizations interpret VoC data, enabling them to gain deeper
insights and respond with greater precision and speed.

@ Advancement in Technology:

« As technology evolves, businesses will have access to more advanced
tools for capturing and analyzing VoC data.

« New technologies will help companies gain deeper insights, enabling
faster and more precise responses to customer feedback.

@ Integration with Customer Experience Strategies:

o VoC will increasingly be integrated with other customer experience
management strategies like customer journey mapping, sentiment
analysis, and predictive analytics.

e This integration will allow businesses to create more personalized and
proactive customer experiences, anticipating needs before they arise.

@ Impact of Digital Transformation:

e As more customers interact with brands through digital channels, there
will be more opportunities to gather real-time and dynamic feedback.

o Optimizing digital touchpoints will become critical for capturing actionable
insights and improving customer experience.

@ Shifting Customer Expectations:

e Future research should focus on how consumer expectations around
sustainability, social responsibility, and inclusivity are changing.

« Aligning business practices with these values will be essential for
building trust and loyalty among customers.

@ Continuous Innovation in VoC Practices:

o Companies will need to continue innovating and refining their VoC
strategies to stay ahead of the curve.

e By doing so, they can not only improve customer relationships but also
drive long-term growth.
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We are a global industry leader with 40 years of expertise. We
provide insightful analysis and data-driven solutions to businesses
worldwide.

With offices across the Americas, Europe, Asia, and the Middle East, SIS
International Research offers a truly global perspective. Our multinational team of
experts understands the nuances of local markets, enabling us to provide tailored
solutions that meet the specific needs of our clients, regardless of their geographical
location.

Our philosophy centers on a client-centric approach. We prioritize our clients' needs
and goals, ensuring that our research not only answers their questions but also
provides a strategic framework for action. Each project is handled with utmost
confidentiality and precision, reflecting our commitment to integrity and excellence.

Looking to the future, SIS International Research continues to invest in research and
development, focusing on emerging markets and technologies. Our goal is to
anticipate changes in the global marketplace and to provide our clients with the tools
they need to succeed in an increasingly complex and competitive world.
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What Makes SIS International
Research a Top VoC Research
Company?

SIS International Research has established itself as a leading provider of VoC research, combining
over four decades of experience with cutting-edge methodologies and a global presence. Below
are 10 key aspects that make SIS International Research stand out in the competitive VoC
landscape:

&® Over 40 Years of Experience

With more than 40 years of expertise in market research and customer insights, SIS
International has developed a deep understanding of customer behavior, preferences,
and expectations.

® Global Reach and Expertise

SIS boasts a global team of research professionals who are experts in local and
international markets. With offices and partners in major regions across the world, they
can provide culturally relevant insights and support businesses looking to expand or
refine their customer experience strategies in global markets.

o® Affordable and Scalable Solutions

SIS International Research offers affordable VoC research services that can be scaled
to meet the needs of businesses of all sizes. SIS provides cost-effective solutions
without compromising on quality.

o® Central Location in New York

Located in the heart of New York City, SIS International Research has a strategic
advantage, being at the center of the global business, finance, and technology
industries. This central location allows them to stay at the cutting edge of market trends
and customer behavior while being easily accessible to both local and international
clients.

&® Comprehensive VoC Methodologies
SIS uses a variety of VoC research methodologies, including surveys, interviews,

social media monitoring, ethnography, and focus groups. This flexibility ensures that
clients receive the most relevant and actionable feedback for their business needs.

&® Tailored Actionable Insights

SIS International Research goes beyond just collecting data — they focus on delivering
actionable insights that businesses can implement to drive improvements.
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Proven Track Record of Success

Over the years, SIS International has built a strong reputation for providing reliable and
impactful customer insights across multiple sectors, from retail and technology to
healthcare and finance.

Cutting-Edge Technology and Tools

SIS leverages the latest in Al, machine learning, and big data analytics to conduct
more precise, efficient, and in-depth VoC research. Our use of advanced tools enables
businesses to uncover hidden patterns, sentiments, and trends that might otherwise be
missed.

Commitment to Customer-Centric Culture

Our commitment to delivering exceptional insights is rooted in their understanding that
every business decision should be made with the customer’s voice in mind. This
approach drives the development of strategies that foster deeper customer
relationships and improve long-term business performance.
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