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 Service quality research, consulting and training firm

 Specialize in implementing enterprise-wide customer experience initiatives

 Have worked with a broad range of clients and industries:

 Member:

 WBE certifed

 Washington State DOP Master Services Training Contract

 WSQA Preferred Consultant

The Cicerone Group overview
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What VOC sources do you use now?

 Surveys

 Focus groups

 Advisory panels

 Call logs

 Emails

 Letters

 Comments cards

 Social media
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The 3 S’s of effective VOC programs 

 Create a VOC System

 Collect & compile

 Communicate findings

 Take action

 Use the power of the Stories

 Let the customer talk in their own voice

 Hear the customer point of view

 Realize it’s more than a Survey

 Different strokes for different folks…and organizations
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Three categories of VOC

1. We reach out 

to customers
2. Customers 

reach out to us

3. Customers reach out 

to each other
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We reach out to customers

 Advisory panels

 Rotate members periodically

 Make it worth their while

 Focus groups

 Use an impartial moderator

 Use video and audio for training and internal VOC focus

 Surveys
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Keep surveys . . .
 Short

 No “nice-to-know” questions

 No fishing

 Clear
 Avoid jargon, acronyms, abbreviations

 No double-barreled questions

 Easy
 Plenty of white space

 Logical sequence of question

 Relevant
 Customer point of view

 Use customers’ language, not yours
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Customers reach out to us

 Call logs, recordings

 Letters, e-mails

 Comment cards
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Tips: When customers reach out to you

 Make it easy to contact you

 Give customers with exceptional situations a place to go

 Have a reliable follow-up system in place

9



Customers reach out to customers

 Customer feedback/review sites

 Do regular Google searches to see if you come up

 Find a handful of major sites to monitor frequently

 Don’t cheat (like writing your own reviews)

 Follow-up right away if you find a complaint or negative 

comment

 Company social networking sites

 Facebook, Twitter, Flickr, YouTube

 Company proprietary sites
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Social networking examples:
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Social networking examples:
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Social networking examples:
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Major points to remember:

 Effective VOC is a System

 Stories are a powerful tool

 Surveys are just one approach
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Questions?
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Christine Frishholz

cfrishholz@theciceronegroup.com

206-280-7279
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Learn more:

www.theciceronegroup.com


