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Providing clients expertise across three key service al
hundreds of engagements
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TRAINING - DAY 1 Dashboard

Customer Value
I
2

formual appronch oo

an
Y gz stag ;.
ungerase ey summa:

Organizational Adoption and Maturity [T ] L ‘
XM Practice Development and Experience Design, e.g., Design VoC Systems Design, Build and
Maturity Building Thinking, Persona and Journeys, Operate: Listen, Analyze and Act

© 2022 McorpCX, LLC. All rights reserved. Page4



Today, weor e
What anodern VoC System is
What VoC ROI means, and v
you should care; Ti&abits of
Maximizing ROI, and steps y
take; Your qlt



An McorpCX Lessons Learned Webinar | 7 Habits of Maximizing ROI With a Successful VoC Program | May 12, 2022 mcorpm
A

0
S

odern VoC ecosystem

A m
a wer t od ainsighiselatechete ds@m

Nn

Aébring together customer and bu:
business, geographi es, and cust
Aéintegrate data from myriad jou
oTo del Aéallow us to visualize and anal:
value to our from all interaction channel s a
business, ar A ¢ h . Caht 4t
VoC system egive us e I nsig s we nee
’ experiences, and boost Dbusiness
must e
Aéhelp us close the |l oop on our
theitr 1 ssues or tackle our prob
Aéuse multiple, uni ntegrated mea
And ot her sé

© 2022 McorpCX, LLC. All rights reserved. Page6



An McorpCX Lessons Learned Webinar | 7 Habits of Maximizing ROI With a Successful VoC Program | May 12, 2022 mcorpm
A

Our reference model iIs at the heart of a modern VoC
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As are the foundati ons
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The 7 habits of maximizing ROI with VoC are part of t
journeytobuMdGGy st em mat uri ty
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VoC System metrics framework
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Recognizing that both Customer (and Employee) Exp
drive value, by Influencing behaviors that drive ROI
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2021 research shows the value of customer insights f
who monitor and act on

5.1x 95% 75%

Greater yeaiooveryear Greater YoY growth in Greater YoY increase in
(YoY) customer retention annual company revenue customer lifetime value
Greater YoY increase in Improvement (decrease) Greater YoY increase in
customer profit margins IN customer service costs employee engagement
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Habit No. 1: Capture holistic CX feedback
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A few things you shoul

A Complement email surveys with mobile,
chat, apps, social, f

ALeverage OVoiVodtotedrn An
what people do, not just what they say

A Collect both relationship and transactional
journey feedback

A Ensure representative feedback (customer
segment s, |l 1T nes of bu

A Incorporate qualitative feedback from front
| 1T ne I nteractions/ tea

WATCH OUT FOR

Overreliance on email survey data
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