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The Cicerone Group overview

» 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:
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» Member:
» WBE certifed

» Washington State DOP Master Services Training Contract
» WSQA Preferred Consultant
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What VOC sources do you use now?

» Surveys R

» Focus groups -

» Advisory panels = = =
» Call logs

» Emails

» Letters

» Comments cards

s
yelp+*

» Social media P
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The 3 S’s of effective VOC programs

» Create aVOC 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

| .We reach out
to customers

2.Customers
reach out to us

3. Customers reach out
to each other



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 . ..

} Sh O rt 1:*Pleasze rate the accuracy of information on this =ite.

1. Poor Excellent=10

» No“nice-to-know” questions 6666686463880 T
} NO fish i ng 2:*Pleasze rate the quality of information on this site.

1. Pcc:r Excellent 10

7 10 Don't Know

O O C' O O O O O O C O
3:*Please rate the freshness of content on this site.
» Clear

1. Poor Excellent—LD
10 Don't Know

» Avoid jargon,acronyms,abbreviations ©000006000OG O

4:%*Pleaze rate the usefulness of the features provided on this =ite.

» No double-barreled questions T

] 10 Don't Know

1t 2 3 4 5 & 7 3
o 0 0 0 0 0 0 0 O O O

} E asy How do you rate the quality of our products? Please tell us what you like most about this product.
» Plenty of white space e

J Very Good
Good

» Logical sequence of question

/ Poor

How likely are you to recommend our service to a friend? Please give us your suggestions for making our
} R I n product better.
 Extremely Likely

J Very Likely

» Customer point of view ) Sonunatiay

/ Slightly Likely

» Use customers’ language,notyours - o) (e
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Customers reach out to us

» Call logs, recordings

» Letters, e-mails

» Comment cards

Tell Us What You Think!

Jersey Mike's success s achieved one customer and one sandwich at a tme. We have grown by word of mouth - satisfied customers tefiing others
now much they enjoy our authentic subs and friendly service. Please share your experience with us! Fill out as much of the fonm as you wish. but It
you have a comment for a specific location. make sure you select it using our store locator below

#1 Select Your Store #2 Visit Date/Time
Store to Comment on (if applicable): Visit Date:

Enter a 5-cigt 2p code below. then once the map appears. choose the store to comment on by .
clicking on the address on the right or the red pin on the map

2ip Code: Visit Time: ,
#3 Rate Your Visit #4 Visit Feedback #5 Information About You
1 Poor — S Outstanding Would you recommend Jersey Mike's? Name':

OYes ©
Quality of our product: il
01 O2 O3 O4 OS5 How often do you visit?

O First O Daly O Weekly
Montnly O Yearty

Freshness of our product:

1 02 O3 04 Os city:
2
Cleanliness of our store: e e
. O More O Less O Same
3 04 OS5 State & 2ip Code:
Your Thoughts : E
Value of our product: R
©Ct1 02 O3 O4 O35 Telephone:
Friendliness of our team:
01 02 O3 04 O5 o format

Promptness of our team: Emair’;
01 02 O os
Birthday:
4
Moath ™/ Day ¥ /[ Year @

#6 Agree & Submit
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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
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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 net

working examples:

facebook

REI is on Facebook

Sign up for Facebook to connect with REL

We inspire, educate and outfit for a
lifetime of outdoor adventure and
stewardship,

89,861 People Like This

NiA
Amanda M
Campbell

Tom Dale Billam

Murphy

A
Lucas Gregory Robert Bills
Commons-  Scott
Iiller Simpson

Favorite Pages

& of 73 Pages See All

NS

California  SUGOIL llderness
State Parks Performa  Awareness
Foundation nce Apparel School

ALY

o binsare o

QAK - Vibram Patagonia
Qutdoors  FiveFingers

Alliance for

Kids

REI

wall

Info Find Qut Photos Discussions Events »
Filters

Chris L. Pribbernow , Mountaineers Alpine Scrambling- Seattle
Branch: ® REI

REI - Qutdoor Gear, Equipment and Clothing for Your Fall

Family Camping Adventures.
Ww.rei.com
AtREL, you'l find the great gear, equipment and dothing you
need for outdoor adventures. Save on outdoor gear and dothing
for camping and hiking, cydling, dimbing, kayaking, sking,
snowboarding and many mere outdoor activities, 100%
satisfaction guaranteed.

‘ﬁl 22 hours ago

Christopher Hendrickson Thank you Steve from the RET in Maple Grove, MN
for helping me fix my bike and helping me start my car. Mow that is customer
service !

Yesterday at 11:38am - Comment - Like - Flag

Jessica Kerwin-Medlin My husbands bike got ripped off his thule rack with a
crow bar at your Denver flagship store yesterday..in your parking lot in broad
daylight! How is this possible? He was only in there for 15 minutes and you have
security everywhere?? So its not safe to bring your mtn bike on the roof rake
that we bought there to REI??

Yesterday at 6:24am - Comment - Like - Flag

4 Lance Whitehead What's with all this thievery in Colorade? (See Logan
PR Davis's comment below about his bike being stolen in Colorado Springs.)
8 hours ago - Flag

REI REI Blog - Interbike: What Do You Want to See?

Interbike: What Do You Want to See? I'm headed to Interbike—the massive sensory-
erload that is the largest bike industry trade show i ...

: REL Elog

ed: 2010-09-17 12:00:00 GMT

W Friday at 12:56pm via RSS Graffiti - Comment - Like - Share - Flag
£ Bert Chan, Noel Delante, David Bird and 8 others like this.
&) View all 23 comments
¢ Pat Childers a commuter seat that dries itself from the dew in the
morniing so I dont get wet butt on my work pants

Yesterday at 3:36am * Flag

Mick Irish Cyclocross Please
Yesterday at 4:56pm - Flag




Social networking examples:

i . Ou arent signeg in S elp
fIICkr@fromY.u{oo!, Sign In  Hel

Home The Tour Sign Up Explore Upload Search this group's poa Search

REI Find Out

m Group Pool Discussion 422 Members WMap Join This Group

Group Pool 951 photos | onl

L Y

From gregoniahar

LA Wahine

icolman
“L*ﬁ*’*
Yogi
colman F Dav Kiang F Dav Kiang From Dav Kiang From beerad
L. . » More
About RE! Find Qut Additional Information
Submit favorite photes of yourself or other REI members enjoying the outdoors. Whether £ This is a public group.
daring or playful; families, friends or solo adventurers, they're all good!
« llembers can post 3 things to the poal
As a co-op, REI encourages a sense of community among members and sharing photos each day.
i Ay A, W / ioy
is one way to do that. We hope to share photos that show how REI members enjoy the o Aocbiedmediapes
outdoors.
o Photos
Find Outwhat it means to get outside by viewing this growing collection of great photos! o Accepted contenttypes:
o Photos
A couple points to consider. o _ o Accepted safety levels:
- REI does not claim rights to submissions to the REI Find Out group SiEa

- We manually review all submissions for content, so dont be alarmed when your photos
dont show up right away.

Thanks, and we cantwaitto see your view of the outdoors!



Social networking examples:

reifindout's Channe! Playlists m ===

i

A

l_V

« Back to Playlist:

17

Ny

More Info

An Overview of Using —
GPS Video

reifindout

REI Kingdom Tent
Video

reifindout

Tips for Paddling
with Children Video -

reifindout

@
"

-
K

i { 0:14 710:31

Introduction to
|| Geocaching Video
reifindout

ilnfo % Favorite = Share + Playlists ™ Flag

2009 REI Hikers TV Commercial Video hLlike G

reifindout

REI Stratocruiser
Wheeled Pack 25" ®

reifindout

http:/iwwwr.rei.com/comfort-camping

{morsinfo) Novara Ponderosa 24

" Bike 2009 Video

reifindout

View comments, related videos, and more

_l reifindout DRESS FOR FALL ' COMMUNITY ‘ GEAR CHECKLIST ‘ STORE LOCATOR




Major points to remember:

Effective VOC is a System
Stories are a powerful tool

Surveys are just one approach

Questions?
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Learn more:
www.theciceronegroup.com

Peter Gurney Christine Frishholz
pgurney@theciceronegroup.com cfrishholz@theciceronegroup.com
206-234-7738 206-280-7279



