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Superior products and services build customer loyalty, but “being easy to 
do business with” may be a key to sustaining loyalty. An effective voice 
of the customer (VOC) process can optimize “ease of doing business” 
performance. While most companies have evolved some type of VOC 
process, many struggle with the focal input – data collection. Best in 
class VOC data collection shares four characteristics: (1) a unified
data collection plan; (2) the integration of multiple, disparate sources 
of data; (3) a conversion of “squishy” data into a revenue-based 
business case that compels action; and, (4) an action-centric set of 
recommendations for improving the customer experience.
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