


What insight,
if it could be uncovered,
would have the biggest impact
on your business right now?
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What insight,
if it could be uncovered,
would have the biggest impact
on your clients business right now?
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Key Desired Insights




Example of
Key Desired
Insights

How do we
improve the

experience of
our customers

How do our
customers

describe us
to others

customers in line with the
buy from us competition

Top 3 reasons I Is our pricing



websit
iy CSAT
surveys

Artificial
Intelligence (Al)

Net Promoter
Score (NPS)

online
Reviews

EMmployee

oot | Feedback

Pala




e Over the phone

 High-touch, 1.1

e Scheduled

e 30 - 60 minutes

e Strategically phrased
and ordered questions







Uncover deep,
valuable Insight,
while making
customers
feel valued.
Their insight is
worthy of more
than an survey.
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What insight,
if it could be uncovered,
would have the biggest impact
on your business right now?
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WSE

Solopreneurs and

Small Businesses:
BUDDY UP!
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VOICE OF CUSTOMER for WSE Solopreneurs and Small Teams

Worl with a partner you trust to interview each other's customers. (i.e. a fellow WSE member)

VOC should not be a by-product of sales and marketing. Set and follow a schedule with interview requests
being made consistently at critical points in your' customers experience life cycle.

Establish 2-4 Key Desired Insights (KDIs) and use these as a guide for creating 10-12 open,
non-leading interview questions to be asked during each interview. BUT - questions are not a script.

Ask follow up guestions to uncover feedback to support the KDIs.

As an interviewer, you are uncovering insight, not building a relationship with the customer -

and most peaple are more comfortable providing candid insight off camera. Also, require 30 minutes of
committed time on the customers schedule. Do not “call and catch” and accept “I can give you 5 minutes™
If you respect the process, customers will respect the process and schedule time,

Taking notes during the interview, rather than relying on the recording, keeps the interviewer engaged and

socking additional fecdback to support the KDls.

You don't need to have answers to every question or issue that may be raised during a YOC interview,
but your customers need to know they were heard. Follow up. And also send a Thank You note or gift.

And uncover the insight
you wish you had all along

©
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= Grow Revenue and Profit
» Secure Customer Retention

+ Be confident you are on the right path

Dirby Founder | Voice of Customer for B2B

INTERVIEW REQUEST CADENCE (Typical participation is 50% - 100%)

uled the interviewaer r

Ifir d, you follow up wit
DAY a5 Touch 5+ 6

Ifir the interviewer

[
DAY 21, Touch 7

IMir L i from you

LEADING QUESTION EXAMPLE FROM A “LOST CUSTOMER” VOC PROGRAM

Making an assumption that pricing was why customers
g to a eompetitor, Dirby elient wanted to ask:

PRO TIP:
The

| AM HERE AND
HAPPY TO HELP
ue L You can also
find more detail
regarding best
practices for VOC

Tonya Bjurst_rom iin my eBook “ASK.”
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It is human nature to be
more candid with feedback
provided to a third-party.




Uncovering

From the the insight you

= (and your clients)
VOIGE Of wish you had dirb
MY all along

customers
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What insight,
if it could be uncovered,
would have the biggest impact
on your clients business right now?
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Annual revenue
from your clients
largest customer -
who is not happy
and is meeting
with competitors.

AND YOUR CLIENT
HAD NO IDEA.
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VOC interviews to uncover
the voice of your CLIENTS
CUSTOMERS to guide

your services, increase your
effectiveness, and bring even
more value to your clients.

Milestones in the services
you offer to your clients.

SUCCESS!

10%
REVENUE SHARE
FOR REFERRALS TO

O




Questions?




