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Form
the team

©

Form a small cross-functional team
and make a simple project plan.

Preferably have a fixed meeting time
every week to keep the momentum
in the project.

A good start is to watch the free
educational videos on Customer
value on the 8-step-VoC home page.
Customer needs without a clear
connection to value are no needs,
just distractions.

Define
customers to participate

Select customers to
avoid bias from
multiple perspectives.

Make a customer matrix in Excel. Read
chapter 2 for information about how to
create one.

Read also chapter 1 for more details on
customer segmentation.

Remember, products aimed at unclear or
too broadly based segments are seldom
successful.
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Visualize essential customer
insights gained. Insights that
significantly increase the success
rate in product development and
help people to formulate smarter
challenger sales messages.

Concentrate at first on the low
hanging fruits that can create an
interest for the Voice of the custo-
mer methodology and pave the
way for making this a significant
part of your business and marke-
ting intelligence activities.

Convince people to expand the
VoC activities to cover more
products and customers.
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Use the module VoC-analyze Basic

and import your data from the card deck

dialogues for analysis. Read chapter 7
with recommendations on how to ana-
lyze and present the insights gained.

Watch the videos on the 8-Step-VoC
homepage on how to use the programs
and to configure your database.

Interview
customers over Internet

12,

Read chapter 3 and learn how to use the affinity
digram technique to compress value stories. Use
the web-based tool Miro to create the affinity
diagram. Rember that the goal is to compress the

Compress
value stories

Conduct in-depth interviews of a small number of customers

over the Internet using Zoom. Ask the customer for permission

to record the interview. Use the “Quick guide for in-depth inte
views” to create your interview cards.

Read chapter 2 to increase your interviewing skills before you

start interviewing customers.

Learn how to extract customer needs and resource concerns
and formulate value stories in chapter 2.

A\l tools are free

Voice of the customer
in Corona times

6 Make

card deck dialogues with customers

VoC Cars =TT

number of value stories to under 25.

o) Ads aAad wyrrf Al mhad eyt mAad wpthof mAan Adl

N R e [ EE S e e B L el EE oy i E e el B Ca et [ EIS U [ KRN O ) N

[FRSS WEN (TS S N TR W (R o B ET s o (RIS VN ) Y PSS S NS ol [ (PSS VRN ) IRHOE Wy (PSS 2
Sk haa R A hea N R dedhea Sha dedea
oA (S BN ) [ L el [ [N et | | e
EESN SN Aok ot hea S N B
[P S [P N [P WU I Y P PN [PPSR VLS [ ISR B
NN E e L e ESERUN
[T W [IINE T I TG W [N
r- dorien dorien
[ [T W

e Compile
the deck of Value cards =

Alius dicitur valorem amet

Read chapter 4 and learn more about
Value cards and gamification princip-
les used in the card deck dialogue.

Ho etiam auctotae opus erat ad causam explicandaim
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Use VoC-quickstart to document
and preview your Value cards.

Use VoC-xml to make snapshots of
your value cards.

5

Establish
customer profiling data

Read chapter 5 and learn

more about customer profiling

data. The right data must be

collected to enable drilling

down in the data and get a

grip on the bias.

Document the profiling data in
VoC-quickstart.

Now, it is time to reach out to a significantly larger number of
customers to reach confidence in your data.

Set up a video conference with your customers over Zoom. If the
customer understands that this is not a traditional sales call or that
the meeting doesn’t have a hidden agenda, most people are willing
to participate. The card deck dialogue offers them an opportunity to
express themselves in a way rarely offered.

The card deck dialogue is conducted using the web-based tool
Stormboard and the module VoC-input. Perform all the gamifica-
tion steps used in the card deck dialogue to increase the quality of
the result and make it into a fantastic learning experience also for
the customer.

Rember to ask follow up questions based on the result and docu-
ment the answers in VoC-input. Customer comments are valuable
information complementing the statistical data collected. Many
times these comments bring life to the data and explain the
customer’s point of view and the reason behind his/her position.




