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COURSE INTRODUCTION / OVERVIEW:

In today's hyper-competitive market, understanding the customer is no longer a competitive advantage but a
fundamental necessity for survival and growth. The Strategic Feedback and Voice of the Customer (VoC) Training Course is
meticulously designed to transform your organization's approach to customer engagement. This program moves beyond
basic survey collection, delving into the art and science of building a comprehensive VoC program that captures, analyzes,
and acts upon customer feedback to drive strategic decisions. As highlighted by Fred Reichheld in his influential work,
"The Ultimate Question 2.0," the power of customer feedback, when harnessed correctly, can profoundly impact loyalty
and profitability. This course provides a structured framework for creating a continuous feedback loop, ensuring that
customer insights are not just collected but are embedded into the operational and strategic fabric of the business. BIG
BEN Training Center has developed this immersive experience to equip professionals with the skills to translate raw
customer data into actionable intelligence, fostering a truly customer-centric culture that anticipates needs, reduces
churn, and builds lasting relationships. Participants will learn to navigate the complexities of both solicited and
unsolicited feedback channels, leveraging insights to innovate products, refine services, and enhance the overall customer

experience.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Customer Experience (CX) Managers and Specialists.
e Product Managers and Development Teams.

e Marketing Directors and Brand Managers.

e Quality Assurance and Improvement Leaders.

e Customer Service and Support Team Leaders.

e Operations Managers.

e Business Analysts and Data Analysts.

e Senior Executives and Department Heads.
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TARGET SECTORS AND INDUSTRIES:

e Retail and E-commerce.

e Banking and Financial Services.

e Healthcare and Pharmaceuticals.

e Technology and Software as a Service (SaaS).

e Telecommunications and Media.

e Hospitality and Tourism.

e Government Agencies and Public Sector Organizations.

e Manufacturing and Consumer Goods.

TARGET ORGANIZATIONS DEPARTMENTS:

e Customer Service and Support.

e Marketing and Communications.

e Product Development and Management.
e Sales and Business Development.

e Quality Assurance and Control.

e Operations and Logistics.

e Strategy and Corporate Planning.

¢ Information Technology (IT).
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COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Design and implement a comprehensive Voice of the Customer (VoC) program from the ground up.

e Select the most effective feedback collection methods and channels for different customer segments.

e Master the creation of effective surveys and feedback instruments.

e Analyze both qualitative and quantitative customer data to identify trends, patterns, and root causes.

e Utilize key customer experience metrics such as Net Promoter Score (NPS), Customer Satisfaction (CSAT), and
Customer Effort Score (CES).

e Develop and manage a closed-loop feedback system to address customer issues promptly.

e Translate customer insights into actionable strategies for product, service, and process improvements.

e Champion a customer-centric culture across all organizational departments.

e Present VoC findings and recommendations compellingly to senior leadership.

e Measure and demonstrate the return on investment (ROI) of VoC initiatives.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, practical, and engaging,
ensuring that participants not only learn the theory but can also apply it directly to their professional roles. This course
utilizes a blended learning approach that combines expert-led presentations with hands-on, experiential activities. We
believe in learning by doing, so a significant portion of the training is dedicated to practical workshops, real-world case
study analysis, and collaborative group exercises. Participants will work in teams to design a mock VoC program, analyze
sample customer feedback data, and develop strategic action plans. Interactive sessions, facilitated brainstorming, and
peer-to-peer feedback are central to the learning process, creating a dynamic environment where diverse perspectives are
shared and explored. Role-playing scenarios will be used to practice handling customer feedback and communicating
insights to stakeholders. The course encourages active participation and provides continuous feedback from the
instructor to foster a deep and lasting understanding of strategic feedback and Voice of the Customer principles. This
immersive approach ensures that attendees leave with tangible skills and a clear roadmap for implementation within their

own organizations.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF VOICE OF THE CUSTOMER AND STRATEGIC FEEDBACK

Introduction to the Voice of the Customer (VoC).
The strategic importance of customer feedback in business growth.
Differentiating between feedback, data, and actionable insight.

Understanding key metrics: Net Promoter Score (NPS), Customer Satisfaction (CSAT), and Customer Effort Score
(CES).

The evolution from customer service to customer experience management.

Identifying the costs of ignoring the Voice of the Customer.

Establishing the business case for a formal VoC program.

UNIT TWO: DESIGNING A COMPREHENSIVE VOC PROGRAM

Identifying key customer touchpoints and journey mapping.

Choosing the right feedback collection channels (surveys, interviews, social media, reviews).
Designing effective surveys: question types, scales, and avoiding bias.

Techniques for capturing unsolicited feedback from various sources.

Integrating multiple data sources for a holistic customer view.

Developing a VoC program charter and roadmap.

Ensuring data privacy and ethical considerations in feedback collection.

UNIT THREE: ANALYZING AND INTERPRETING CUSTOMER FEEDBACK

Fundamentals of qualitative and quantitative data analysis.

Techniques for analyzing unstructured feedback (text analytics and sentiment analysis).
Identifying themes, patterns, and trends in customer data.

Root cause analysis to understand the drivers behind feedback.

Using data visualization to communicate findings effectively.

Introduction to VoC software and analysis tools.

Segmenting feedback by customer persona, lifecycle stage, and value.
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UNIT FOUR: FROM INSIGHT TO ACTION AND CLOSED-LOOP FEEDBACK

Prioritizing issues and opportunities based on VoC insights.

e Developing structured action plans for improvement.

The principles and practice of closed-loop feedback systems.

Engaging cross-functional teams to drive change based on feedback.

e Communicating VoC insights to stakeholders and senior leadership.

Creating compelling reports and dashboards to track progress.

Case studies of successful insight-to-action implementation.

UNIT FIVE: CULTIVATING A CUSTOMER-CENTRIC CULTURE AND MEASURING ROI

e Therole of leadership in fostering a customer-centric mindset.

Embedding customer feedback into daily operations and decision-making.

Training and empowering employees to act on customer insights.

Strategies for sharing customer success stories and feedback internally.

Calculating the Return on Investment (ROI) of your VoC program.

Linking VoC metrics to key business outcomes like revenue, retention, and cost reduction.

Future trends in VoC: predictive analytics, Al, and proactive experience management.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOWw LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.
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SOMETHING TO THINK ABOUT:

How might the ethical considerations of collecting and analyzing customer data shift as Al-driven VoC tools become more

sophisticated and pervasive in business strategy?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This course distinguishes itself by adopting a holistic, strategic framework rather than focusing narrowly on data
collection tools or isolated metrics. While many programs teach how to administer a survey, this training course
emphasizes the entire lifecycle of customer feedback, from program design and multi-channel data integration to deep
analysis and, most critically, strategic implementation. We move beyond the "what" of customer feedback to the "so
what" and "now what," equipping participants with the skills to translate raw data into tangible business improvements
and cultural change. The curriculum is built around real-world case studies and hands-on workshops, ensuring that
learning is applied and practical, not just theoretical. Unlike courses that may be vendor-specific or tool-dependent, our
approach is methodology-driven, providing a versatile skill set applicable across any industry or technology platform. The
focus on calculating ROl and linking VoC initiatives to core business outcomes provides participants with the language and
evidence needed to gain executive buy-in and champion customer-centricity effectively within their organizations. It is an

immersive experience designed to create strategic leaders, not just data analysts.
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