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Why VoC Programs?

Listening to customer 
feedback drives online 
revenue by delivering 
actionable information about:

Customer Experience. 
Understand why customers 
abandon your site or add to 
their cart.

Customer Satisfaction. 
Build brand loyalty by using 
customer input to improve site 
performance and support.

Actionable Market 
Insights. 
Monitor the performance of 
products and promotions. 
Recognize market trends as 
they happen to take 
advantage of them rather than 
simply respond to them.

HIGHLIGHTS

Real-time capabilities allow us to take the customer 
feedback and act on it in a timely manner.

An agent’s simultaneous engagements speed our 
knowledge of your customers’ feedback.

Expert analysis reveals new customer insights.

VoC insights protect your brand by enabling you to 
address issues before they are made known through 
social media.

Voice of the Customer

Web analytics tells you what visitors do online. 
Voice of the Customer analysis tells you why.

The TouchCommerce Voice of the Customer (VoC) program aligns your 
online experiences with market demands. TouchCommerce analyzes Big 
Data to mine feedback in a consistent and non-biased way to present 
actionable recommendations and to monitor and measure results. The 
results: Actionable market insights for meaningful site optimization.

Key Voice of the Customer Features

Optimized Programs. Optimized VoC research programs begin with a clear 
understanding of your business goals and KPIs to determine the right 
research choices and ensure delivery of valuable market insights.

Analysis of Big Data. Account teams analyze information from both 
structured data (such as forms and surveys) and unstructured data 
(including text mining chat transcripts).

Reporting and Recommendations. Analysts share information to help you 
gauge brand sentiment, customer satisfaction and the e�ectiveness of your 
customer experience management while making new recommendations. 

Segmented Analysis. Segmentation allows VoC programs to provide a 
deeper view of your target customers. TouchCommerce can segment 
customers based on engagement type, business rules, conversion events, 
competitive mention, customer type, products viewed, and keywords.


