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Introduction
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Do you want to level up your customer experience and learn all about "Voice of the Customer (VoC)"? Every business wants to keep their customers happy and satisfy their needs, but it can be tricky to understand what customers desire without a proper guide. 

To help you dive into Voice of the Customer and create amazing experiences for your customers, we have created an essentials guide to show you how to do just that. 

With this guide, you will learn it’s importance along with examples in how to use customer feedback to identify customer wants and needs, how to build a successful VoC program, and how to turn your data into actionable insights. 

By the end of this guide, you will have a comprehensive understanding of what it takes to create a successful VoC program and how to exceed your customers' expectations.
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What is the Voice of the Customer?
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The Voice of the Customer (VoC) refers to gathering and examining feedback from customers regarding their needs, wants, preferences, hopes, and experiences with a brand's products or services. 

This valuable information is obtained through various means such as surveys, forums, focus groups, and social media monitoring. 

The ultimate goal of the Voice of the Customer is to capture both the explicit and implicit requirements and desires of customers. 

By doing so, it enables businesses to enhance the design of their products or services, improve the overall customer experience, and drive growth in their operations. 

The insights gained from understanding the customer are then utilized to shape marketing strategies and make informed decisions that contribute to a more positive customer experience.
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Why is Voice of the Customer so important?
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Voice of the Customer is important is because it supports brands to improve the product or service offering around the customers wants and needs, which is regularly monitored and analysed to ensure customer experiences of the brand are positive and issues are resolved.

This could be responding to brand reviews online or responding to customers directly to quickly resolve any problems the customer encountered at a personal level as well as getting an overall picture of different groups of customers via surveys or focus groups. 

Voice of the Customer research will also help the business to get an upper hand on their competition provided the customers feedback is examined thoroughly and acted on swiftly.
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