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> CUSTOMERS VS CONSUMERS

QPhysically
use
QConsume

/D Obtain

Q0 Consume

0 Purchase

Q Pay

O Benefit

0O Use/Consu
me

Q Influence

Customers/Potential Customers

o Who uses / consumes our product/service
o Who_benefits from what we do

o Who pays for the product/service

o Who/what influences use/consumption of our
product/service

o_Who potentially benefit from our product/service?
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EXAMPLE =~ EDUCATION

USERS/ BENEFICIARIES FUNDERS (WHO PAYS)
Q STUDENTS 0 PARENTS

Q LEARNERS 0 GOVERNMENT

O PARENTS 0 SCHOLARCHIP PROVIDERS
Q EMPLOYERS 0 UNIVERSITY

O ALUMNI 0 ALUMNI

0 CORPORATIONS 0 DONORS

Q COMMUNITY / PUBLIC 0.

0 GOVERNMENT Q..

0 COUNTRY

Q WORLD

Q..

EXAMPLE =~ RESEARCH

USERS/ BENEFICIARIES FUNDERS (WHO PAYS)

0O NATIONAL PUBLIC (GOVERANMANT)

0O COMMUNITIES

0 INDUSTRIES

0O PRIVATE COMPANIES
0O WORLD CITIZEN

O INTERNATIONAL CORPORATIONS

Q..
Q..

0 GOVERANMANT'S RESEARCH GRANTING AGENCIES
0 NON GOVERNMENT ORGANIZATIONS (NGOs),
ORGANIZATIONS, FOUNDATIONS

O COMMERCIAL ORGANIZATIONS
O PRIVATE COMPANIES

O GLOBAL RESEARCH FUNDERS
0O GLOBAL ORGANIZATIONS

0 UNIVERSITIES

O DONORS
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EXAMPLE ~ ACADEMIC SERVICES
USERS / BENEFICIARIES FUNDERS (WHO PAYS)
0 PUBLIC 0 GOVERNMENT / NGOs / ASSOCIATIONS
O PUBLIC ORGANIZATIONS 0 PUBLIC ORGANIZAIONS
O PRIVATE ORGANIZATIONS 0O COMMERCIAL ASSOCIATION
O INDIVIDUALS 0O PRIVATE COMPANIES
Q.. O INDIVIDUALS
a.. 0 DONORS
Q..
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CUSTOMERS

[ 1. VOICE OF CUSTOMERS |

2. CUSTOMER
ENGAGEMENT

VocC
[ 1.1 CUSTOMER LISTENING | 1.1.1 Current customers
1.1.2 Potential / future customers
[ 1.2 CUSTOMER ENGAGEMENT ‘ 1.2.1 Satisfaction , dissatisfaction
1.2.2 Engagement
1.2.3 Satisfaction relative to
competitors
VOC
l 2.1 PRODUCT AND SEERVICES 2.1.1 Product/Service Offering, New
products
VOC 2.1.2 Customer Support

2.1.3 Customer Segmentation

2.2.1 Relationship Management

[2.2 CUSTOMER RELATIONSHIP ¥
2.2.2 Complaint Management

\'[e]@

N133IUTAETHUNAIINETHULATANAINGUDY

3.1 Heqvaegnen
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Voice Of The Customer:
Transforming Data Into Information

Ensuring
The right people Get The right information
In The right format At The right time
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Lﬁﬂawaaqnm nnadv
ANUAIAKTY ANNAaY (UNANT) mmﬁmmu
WmAuN&adiael uay/vwiauinniug

Voice of Customer is the customer's voice, expectations, preferences,
comments, of a product or service in discussion. It is the statement
made by the customer on a particular product or service.

Capturing Voice of Customer (VOC) - International Six Sigma Institute
https://www.sixsigma-institute.org/Six_Sigma_DMAIC_Process_Define_Phase_Capturin...

Voice of the Customer

Voice of the Customer (VoC) is a term that describes your customer’s feedback about
their experiences with and expectations for your products or services. It focuses on
customer needs, expectations, understandings, and product improvement.

[ I need this document. J &hat are my choices ? ]

j

I prefer Idon’t like .. because ..

T 1 Ilke because My constraints
I believe .. .“ are
VOICE OF CUSTOMERS Whgfm,

v" Belief ? Inspiration ? Motivation ?
v Need ?

v Wants ?

v" Preferences ?

v Wish ?

¥ Constraints ?

v Reasons / rationales ?

v" Emotions ?

v" Choices

v Risk? / Trade off ?

v Influences / Influencers ?
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What their interests and
behavioral patterns are.

Why your customers
may need you

What your customers are
looking for.

Customer-perceived value is one of the
leading drivers of business success
aaAianAsuTuardsyviula
luthhioddgaasanugdia

ol physically
need water to
survie

o] want clean,
safe to drink,
good tasteing
water

¢l create a demand for
Smartwater since it is
De mand vapor distilled with
added electrolytes for
taste
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fi&ew

FORMS OF VOC

VOICE OF CUSTOMERS
sduuuuasLdavuaIgnAn

faase2en1an

ﬁ::{ faanseadadun ‘

.
FORMS OF VOC
VOICE OF CUSTOMERS

sUuuuADILEUDIRAFT

Aaya

FORMS OF CUSTOMERS' VOICES

sduuunaiueangnd

VOICE NO VOICE
1. TayannnswaraTauase 1. Tan: uwumsianiaaudefiu (SDG)
2. dayannmsdunsalladuilsy Tami 2. 35 uNuEVISAEAIINGA
3. dayaanmsflougndl / customer visits 3. T8 UNUIILADINTINTIVATNY UNUWRIN
4. d@ou AsAnE
5. taidua 4. afifnssutindnsn
6. nsaIaAuAALiY / survey 5. wans@nsidunfuaswadinssuausulni
7. msauilunau / focus group 6. 1uvinuaounasanlu
8. wafinssu/ behaviors 7. Usuduszdum@fisasnisdinau
9. duna / observations 8. dafvuanasylvinuiiy ,
10. walszufiuanuionala 9. 1isuiduilayunnasasdns/midaouianyu 7
11. Wiasasi3uu / complaints fasnmsanunuiiaanntninmng
10. unuousaIWusiag
11. dadmua SPECIFICATION uavnnsiudia
12. ms'lhildsunsaausuasannnauiihvung
13. 8uq
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VOC S e | 0
FROM MANAGEMENT Sales Manager Dashboard
INFORMATION - i e e 08 [r—
SALES MANAGER DASHBOARD i [am—— Poaresms
e - i
=B == = -
+ Which area customers has low = F svec-sem. [2] -
awareness. s e w R - e
+ What 'promotion’ consumer prefer. =" e cnm [5] rr———
* What time of the month/year s = I
‘consumer spend more o (5] e
. Ete. — 5]

VOC

FROM
CUSTOMER'S
SPECIFICATION

Requirement for

A software
development

- System integration
and text

SIAT = Sywiom Integration and Text .

EXAMPLE
VOC

FROM OBSREVATOIN OF

O_LL_I" Ggperrﬁrion Z ”Lsarners

ATTITUDE Firsk shudenfs 4o be born
AND BEHAVIORS infoa o with pmar)
T - .
R T e e
hands-on - meaning and purpose.
Wauad
] koo e Dot stand for Fhe shafus
URENAOANTTU Hhey prefer YouTube fo y aw.
e ) -
¥ an DH:‘CE.G- - « ie. % ._s
ausulwvi Huatlmfonh o, g e i
Their social circle isﬂ!el-L They like o make and creafe.
':ﬂunnibr.onmck
@ebathursbint oo diieg: HellClark-org|
VOC EXAMPLE

FROM OBSERVATIONS /
MARKET UNDERSTANDING

"Get closer to your customers

than ever. So close that you ¢

tell them what they need before

they realize it themselves.”
Steve Jobs

aml
4
an
— /U
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VOC EXAMPLE

FROM STATISTICS

2 L we
Hootsuite' &re.

VOC

FROM SALES RECORD

VOC
From common world issues
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VOICE FROM A | " .

RESEARH FUNDING 2 ¢ Clehommn L

PROVIDER T

English
- European 9 @
Commission

Moma ) Funding, Tenders ) Funding opportunites. 5 Find calls for funding - by top

Find calls for funding - by topic

Search

Research and innovation Education Development and cooperation
The European Commission publishes the majority Erasmus+ pr From 2014-20, the EU has mainly 9 instruments
of calls for proposals on the participant portal -- hers, trainers,  covering extemal cooperation and extemal ad

students, professors, unversiies. and businesses

UssTamivadavuasgnen
BENEFITS OF
VOICE OF CUSTOMERS

Y YN

VR N
/ Need?
( .. g Want? (desires) )
L Consumer I\I\‘ISIQEI’CS 1@? i Preference? 7\
| Wish? <
What voice? | Aspiration? 4
\ Motivators? /

| VOICE OF CUSTOMERS jFe?

—EE—

0 MORE REVENUE / NEW SOURCES OF REVENUE

0 NEW PRODUCT IDEA / CONCEPT

0 PRODUCT/SERVICE IMPROVEMENT

0 CUSTOMER RETENTION

0 BRAND / PRODUCT / SERVICE LOYALTY

0 NEW / EXPAND CUSTOMER BASE (NEW GROUPS OF CUSTOMERS)

17/06/63
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1ls¥1laminasVOC lugsAaduaalinausina
BENEFITS OF VOICE OF CUSTOMERS

OChance to success Tanailszauaiuaiisa
QOReduce risks / reduce waste anauLdLY amm‘a‘amﬁu .

QPurchase decision / Repeat / More consumption Runsda WingsAa
QProduct / service improvement or new product / service (what customer
'value’? Why? Need ? Unrealized demand ?) vimunuaaioviniauinisg

QPricing design (why customer pay at different level ?) @aasan

QDistribution design (where and how could customers prefer to buy /
consume the product / service and why?) aanuuussuunIsIaa

QCommunication (what knowledge is lacking, what could inspire buyers
what could convince buyers ?) nsdassfiilssdnenw uavlssdnina

\

EXAMPLE OF TEACHING AND LEARNING

( \
Customize products,
services, add-ons, and

features, price, 0
N really need 9 logistics ( Reduce
— Risks
Ve N J
QO Knowledge

Q Professional Skills | Create and WHY VOC ? /

OE P / Design eFFectlve
ssential skills evaluate new C nicati

Q Social skills \ | concepts, ideas, ’ ﬁ'ﬂ ommunication

Q Learning skills kand solutions

Q Opportunities | (i ,
- / \ /
\ ) I/ Increase Growm_g customer base,
N\ f customer leading to business
N retention sustainability
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EXAMPLE OF TEACHING AND LEARNING

e
Customize products, o O @ é’rlc::.l UT/

services onten

Q Courses / practices
QO Study environment
QO Extracurricular
Q Social activities

flusvlamiagngly Srmmee

Growing customer base,
leading to business
sustainability

Serve your customers
with what they really

Create and evaluate
new concepts, ideas,
and solutions

Increase

customer
retention

EXAMPLE OF TEACHING AND LEARNING

Customize products,
services, add-ons, and
features, price, logistics

Serve your customers with what
they really need

WHY VOC ?

new concepts, . P
fidsziaiacing'ls

Design effective
Communication

New Curriculum Model

Z ::a Eﬁgﬁﬁ;ge g::g:::r Growir;jg customer bqse,b I_?ading
content / New skills retention SILE L

o New ways of teaching
/ learning

New initiatives
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EXAMPLE OF TEACHING AND LEARNING

Customize products,
services, add-ons,
and features, price,

Serve your customers with
what they really need

Create and
evaluate new

concepts, ideas,
and solutions

Growing customer
base, leading to
business
sustainability

customer
retention

0 How to effectively reach
students

0 What approach
O What mean / media

When ? By Whom?)

0 What messages to communicate

EXAMPLE OF TEACHING AND LEARNING

Customize products,
services, add-ons,

and features, price,
logostics

WHY VOC ?

Serve your customers with
what they really need

Create and
evaluate new
concepts, ideas,
and solutions

Increase
customer
retention

sustainability

Growing customer base,
leading to business

= < ’ Design el
nﬂszimjuamo‘lim

,_f

o Outdated knowledge / skills

o Graduates’ learning skills /
ability to cope with constant
changes in the future.

o Lessen number of students,

leading to financial issues.

)
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EXAMPLE OF TEAACING AND LEARNING

Customize products,
services, add-ons, and

features, price,
logistics

Serve your customers with
what they really need

WHY VOC ?
fsyiamiacinals

Create and
Design effective
zalleizizn Communication

¢ Student drop out in the firs or
;‘;ﬁ;?‘ig’e;fd < are cood Growing customer
isfi udents are g i

references for new students Increase base, le_admg to
Graduates become learners for ) business

public courses
Positive reference from alumni
Alumni collaborations

|

Voice Of The Customer

u

‘P BUT

YOU

TEL LIST

VOC Information Puzzle: Each piece gives an incomplete picture
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Voice Of The Customer

I ™M L LING

Y ING

voc: Putti Ng it all together: The synergy of information

ERERN

niUasEiuA W ne e AL Customer Segment

R > g sy dildulddandy
lifsvals wazarurniu SN RIS d

. - v
NN TAURRBANN/

- .
7 - 3 : g S
minunsnIInms naAng WiIMIMangas ennduiadng
s

anuAuvusivaniy Wofaasuu anin

n3atuadugni e

“ v -
YOUAVIE nmauvl

MNP SUNRREENTS

NIEHEDUD

VOC System
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ZRETRN
nszanunssuviduvaasanan

dfunau Wiudaau | sTazan/
anud

1. @nwuasitensinstunumsiuiadasuaqndiuay
Wildhuladudnvildadlulaniu

2. Amuanaugnmiaasnsiuie

3. fMvuaasaumAidasnsnandLargiduladiu
(1]

4. Amuaignslunisiuiauazifnisialssdvinazas

mssuiausarngu

anfiunsiudadevuasgnauazgiidiulasdiude

e Usminanauazanidoouasqne

ihdaanilaluldlunssinudug
Usudiunansrinunislunisiudauayisuilge
NILUIUANT

OO/ IO [

ERERN

VOICE OF CUSTOMERS

PROCESS L dasmsviniiaarls
(1) Objectives il tmdaasts
Tafulss ol (7) Actions / (2) Target
an}]’aya Evaluation customer
nau "gnd” Avinu

fdaons "Wy favns

nutaya
Senwitana (g analveie (3) What do we dAomarls ﬂa‘mg'n‘
vinanuanla dmau wiadaya
ANUMINY Interpret nesdiipliae Ha9ANTNTIL

whfvdana (4) Technique mﬂﬂnm_mmmauﬁ
“&uvgnan” (5) Execution s)/ Design itafiale uay
questions aanuuy
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WusAa: nisuaniiagin

‘-p-‘r’
smin

WniSou !

Hilnasay !

Undnm /

Weusta /
dlifudia i

yaaatoviou /

yaaatulng /
wnfun

futy /

-'l’Ms

s1at1v VOC & VOS

- anuaeniilums Road Show . ﬂi’nué’aqa:,’ Eallel]
uhdAnm

= anuaranilunis / nslsEy - ﬂmnmjmmrqun
AUA HilnAsay

= anuaaniilunis / msdana - Wuitnsay/ ms
Aua uyudna Usafu

+ anuatauniotu » Yufasuayunis
msdAne doug

- Mnpsdsuiulums uuudna « Wuvédngas/ TuTm
Usznavaniin « uiEnssau

« WnesdAduTulums [ uwwudma » umdngas/ .l
Usznavaniin + WuiBnissau

* nnAnssunisdniu ! uyudIna » umdngas/ sulmh
% (TouAndnzn)

* nnAinssumsdandu [ uwuudma » Wupluuunisdnmn
)

» wadmgnisdanfiuau ! = a@swutanssu

@2l Y = Year M = Month S = Semester N = Need

ERERN

Figure 3.1-1 Customer Communication and Response System

LISTEN

o

Voice of Customer
(Figure 3.1-2)
~» Customer Segments
and Requirements
(Figure P.1-4)

ANALYZE

Satisfaction & Dissatisfaction
Engagement Results
Results 3.1b(1) 3.1b(1)

o Analysis

«Comparisons Relative to Competitors
e Identify Trends/Top Issues (Figure 4.1-3)

$ |

/“" IMPROVE PRACTICES| \
Aggregation of o Aggregation of [

Ored o
"V,C_hangc?,.
W Yes
Action Plan/Corrective Action
(Figure 2.1-6)

<

. a
o Track/Monitor (Figure 4.1-3) ‘h
*Ongoing on Units
o System —

/ IMPROVE DESIGN & PLANNING

Input to SPP (Figure 2.1-3),
Key Work Systems and
Processes (Figure 6.1-1),
Learning and Development
System (Figure 5.2-3)
7

Yes  Agd Li

)

5

! Post?. _)

N

—> Best-Practice Sharing ‘Y_cs

2 Ciumgr:\ No

SPP >

¥ Yes

IMPROVE LISTENING o Evaluate
*VOC Listening Post Owner’s
Improve and Innovate Review & Improvement Process
(Figure P.2-4)
PI System

Listening Post ~ No
Effective?

4.1¢(1) ("
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Auanaunisvin VOC

o uoA W o NE

ERERN

ATIUUNgNATLARIRUAIMIALSANT
Avuainglszavduarisnisun VOC twaiuWaide
ANA '

TUUNR VOC LAAAUUAAINNGADINITUREANY
ANAUIIRNA .

FnaduaNudA Hamiadad!fimuddysia
anAazin lduAlaatviinagns

AL/ e&’amswﬁwq VOC 1waagelumAnia
UTNANTNAAUFUDIRNA

ssUwaliiandiivua position aasduen wIausNINaY
AALRUDIAIUADINITULARTANUAIANIIRNAT

1.

Segmentation

Segmentation

O - Customer Value:

AruAtludaqifuzaini

- Customer Life-

Time Value :
Feesls Muu dwituitels vy e . .
n FrilaBagmArreapniily

-Behavioral:

wezEm

O - Psychographic :
-Demographic : araide Arwauls AsRadiu
g i ol eg

- Firmographic :
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Market Segmentation

. MsutvngugnAfiauuaneIAY ¥ia
dHunsianaugnAfifidnrazuazainm
sasnsaaaadstulilungu Taaanduinauai
6197 L2U e LWe T lel AMsEAET FEU
Aud andw Jpinsnsensedie

« dsglamivasnisudvnau: tihvunadaau
etfiunanssu’laacnofidse&nanIn ausa
nausuadgnAlaatvllszdnanIn uae
#9912 ANINTARA

Customer Segmentation (NLB)

Fun with Tots

KidsASK x h h
Children * Engage throug
10,000 Fathers Reading X online communi ty
Junior Reading Club
Programme zones in libraries made available as
study areas in response to the need for more Opportunities for
space for students.
teracti
Teenagers
Verging All Teens (VAT) at Jurong Regional = through virtual
Library. and physical means
Pseudo Book Club
Read! Singapore
* Continuous
Learning communities - Taxi Sifu Chinese | e
earnin
Reading Club, Read to Lead for adults e
Adults interested in self-impro ot, * Personal Growth
* Professional &
Collaborations eg. With Marriage Central at JRL ! o
Career
and WRL.
Enhanceme

SMS Reference Service (researchers and adults)  x
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2. msamnuadIngilsesa

Redushmniideetudades ersamBialpinmramniie

Fevaanaaman i inmed n'iul!ux}:aﬁm:ﬁuunmeu SRSEVIVMMIASY

dndnen

Focus group
Rl

mfmslasHunseumada
rrsimels

o ufudedeid

81T

L)
* unAnx

feshasanmaiifdnaudgndy  defsnnndmfnsrumsussmnims
iy Wiigo

s mrdmalaeHunesuernda

rudimels

*  Focus group

* ynAn
-
¢ gl
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Figure 3.2-3 Building Relationships with Students, Parents & Other Customers

Relationship Building Method Purpose
Individual School Open Houses Provide general information about school to prospective students
Student Orientation Assist students in smooth transition to a new school
Parent Web Accounts Give parent access to teacher/class/assignment info via School Fusion
Parent Family Access Provides electronic information on student grades, fee payment, discipline
Parent Workshops Offer families learning opportunities (e.g. Internet safety, new curriculum)
Parent Advisory Groups Gives voice to parent concerns; gives principals pulse of parent perception
Summer School Offer remediation & enrichment to resident students & build relationship

with non-resident students and families

Open Enrollment Marketing Tours

Offer prospective families school information to make informed decisions

Conflict Mediation Programs Anti-Bullying Clubs teach students mediation techniques
Business & Community Pewaukee Chamber of Commerce members provide internships and
Partnership Committee speakers; PSD strengthens community relationships

Community Volunteer Program

Community members without children tutor in reading and math

Social Media

Facebook and Twitter used for all workshops, events, productions, etc.

Alumni Surveys

Alumni surveyed within a year of graduation to

Board of Education Meetings

Students & teachers featured in Spotlights; Citizen address the Board
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COMPLAINT = a statement that something is wrong or not satisfactory
A5529HU  WINaaY AsdassuagavaanituwatwAndné Liduldeui

mandy wialiowala
https://dictionary.cambridge.org/dictionary/english/complaint

WHY Customer complaints are good for business
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