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Reimagining the Voice of the Customer

In customer experience (CX), the costliestrisks are rarely loud. They deafen
inthe silence betweenwhat brands promise and what customers feel: 91%!'
of businessleaders believe they deliver CX asintended, but less than 40%
of customers agree.

Formany years, the “voice of the customer” has beenperceived as a

checkbox exercise: Collect feedback, countresponses, and hope the Every company might be collecting this unstructured data, but the

numbersimprove next quarter. This nolongerholds up today where advantageliesin what they do withit. Companies with effective VoC

expectations can shift overnight, brandloyalty is fragile, and competitionis programs outperform their peers, achieving 7.3x greater year-over-

only aswipe away. year (YoY)revenue, 18% more retention, and 23.9x increase in customer
. . 5

The voice of the customer (VoC) should be seen as anintelligence layer, satisfaction (CSATY

away of listening, interpreting, and acting on what customers say across This guide exploreshow VoC can serve as a predictive engine for

every channeland every moment of theirjourney. It livesin chatbot anticipating customerneeds and guiding decisions that shape better

conversations after hours, the sentiment behind one-starreviews, the experiences and business outcomes across five industries: FinTech,

frustration buriedin a support ticket, and evenin social media mentions. e-commerce, retail, telecommunications, and government.
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How a ModernVoC
Solution Works

AmodernVoC solution canbe seen as a system that turns raw, structured,
and unstructured feedbackinto actionableintelligence. The specific steps
vary depending on organizational maturity, operationalreadiness, and
analytical capability, but most follow a similar flow.

It begins with data collection and scoping, where feedbackis aggregated
from multiple sources. Thisincludes structuredinputs, such as surveys and
NPS scores, as well as unstructured data from call transcripts, chatlogs,

socialmedia posts, and app reviews. Abroad intake ensures that the full
spectrum of customer sentimentis captured.

The next stageis data extraction and exploration, where inputs are
processed into structured metrics like sentiment scores, topic frequencies,
and satisfactionratings. These metrics provide a baseline view of

what customers are saying and where theirexperiences diverge from
expectations.



More advanced VoC solutions extend this stage with interactive,
Al-powered exploration. When paired with generative Al, for
example, they can offera Q&A-style interface that lets users
query the datain plainlanguage and getimmediate, data-
backed answers. This capability democratizes access to
insights, allowing business users across functions to surface and
actonfeedback withoutrelying solely on technical teams.

The process movesinto analysis and insight generation.

Here, organizations can surface patterns, cluster feedback
themes, and link sentiment trends to business KPIs. Advanced
implementations mightinclude Al-driven capabilities that
uncoverroot causes, segment sentiment by audience or
geography, and test hypothesesinreal time.

The final stageis activation, where findings are translated

into decisions and actions. How far this goes depends onthe
organization’s capability and readiness. Effective VoC programs,
forexample, canfeed directlyinto product sprints to help
decide which features to fix, enhance, or build next. They can flag
specific breakdownsin service delivery that need attention, such
asunclearescalation paths orslowresolution times. VoC-driven
insights could also pinpoint where teams need targeted training,
whether that’s adapting to new tools orimproving their soft skills.
They also help validate whether operations remain aligned with
regulatory requirements.



FinTech: Turning Feedback Into Growth

The industry’s volatility is exactly
why VoC canbe a strategic
differentiator. Beyondresolving
operational pain points, VoC gives
FinTech brands the intelligence

to anticipate churnbefore it
happens, personalize product
recommendations, detect early
signs of fraud, and reinforce
compliance.

Customer Challenges

Customers switch providers due
topoorUX, suchasconfusing
onboarding, laggy apps,andunclear
navigation, which erodes trustand
engagement.

Hiddenfees, delayed transactions, or
slow customer support oftentrigger
dissatisfactionand switching behavior.

Evensatisfied customers often
underutilize available financial
products duetolack of personalization
orawareness.

Rising fraud attempts and security
incidentsundermine customer
confidence, increasingrisk of churn.

Confusing terms and conditions
oruncleardisclosurescanleadto
compliance breachesanderode
customerconfidence.

VoC Use Case/
Outcome

Reduce churnby
improving digital
experience.

Increase customer
retention.

Boostcross-selland
upsellopportunities.

Strengthen fraud
preventionand
detection.

Ensureregulatory
compliance andreduce
reputationalrisk.

VoC Application and Implementation

Analyze feedback from app storereviews, usability surveys, and support
tickets to pinpoint friction pointsinthe customerjourney. If feedback
highlights confusion during account setup, product teams can simplify
onboarding flows oradd contextual guidance, directly improving
retention.

Combine VoCinsights from call transcripts, complaintlogs, and social
sentiment analysis toidentify recurring frustrations. If feedback shows
consistentangeraround “delayed transfers,” forinstance, engineering
and operations teams can prioritize back-endimprovements that reduce
transactiontime.

UseVoCtounderstandintentandinterest fromopen-text survey
responses, chatlogs, orcustomerinterviews. Theseinsights caninform
recommendationenginesthat surfacerelevant credit,insurance, or
investment products based onexpressedneeds.

Monitor feedbackacross support calls, forums, and social media for
earlyindicators of phishing attempts or suspicious behavior patterns.
Insights can guide fasterfraudresponse workflows orinform customer
communication campaigns thatreassure users andreinforce trust.

Aggregate feedback from complaints, chatbotlogs, and helpdesk
queries about confusing policies. Insights caninformlegaland product
teamsonhowtorewritetermsinplainlanguage oraddin-app explainers.




Global cart abandonment rates
hoveraround 70%3, often for
reasons that could have been

avoided with better visibility into

customer pain points and buyer
behavior. VoC solutions can
flag trust-erodingissues early,
such asincomplete product
information, hidden costs,
security and privacy concerns
during payment, complicated
checkout flows, or poor after-
sales support.

Customer Challenges

Customers abandoncartswhen
productinformationisunclearor
incomplete.

Unexpectedfees, poorpayment
options, oralengthy checkout process
lead customerstoabandontheircarts
atthe final step.

Issueslike malfunctioning discount
codesorsite performance glitches
frustrate usersandundermine trust.

Genericandirrelevant offersreduce
engagementandaverage ordervalue.

Poorcommunication,unclear
returnpolicies, ordelaysreduce the
likelihood of repeat purchases.

Brandslack visibility to shoppers
increasingly discovering and buying
products through social platforms and
Al-powered search.

E-Commerce: Designing Journeys That Convert

VoC Use Case/
Outcome

Reducecart
abandonment by
improving product
clarity.

Increase conversions
by addressing hidden
checkout friction.

Recoverrevenue
losttotechnicalor
operational errors.

Enhance
personalizationand
productdiscovery.

Driveloyalty through
exceptional post-
purchase experience.

Optimize emerging
saleschannels, such
associalcommerce,
live shopping, and
generative search.

VoC Application and Implementation

Analyzereviews, on-site search queries, and chatinteractions toidentify
recurring questions or confusion points (e.g., sizing, materials, warranty
details). Insights can guidericher product descriptions, sizing guides, and
improvedimagerytoincrease purchase confidence.

Combine VoC feedback from post-abandonment surveys, support chats,
anduser session analysis to pinpoint friction. Insights can guide changes
suchasclearershippinginformation, simplified checkout flows, ormore
flexible payment methods.

Mine support tickets and social mediamentions formentions of failed
promotions orbroken features. Use these signals to prioritize rapid fixes
and prevent futurerevenue leakage.

Integrate qualitative feedback with behavioral data torefine
recommendationengines. This allows fordynamic product suggestions
and tailored offersbased on expressed preferences.

Analyze post-purchase surveys, return-related queries, and sentiment
fromreviews toidentify weak pointsin the fulfillmentjourney. Use these
insights to clarify return policies, improve packaging communication, or
offerproactive delivery updates.

Use VoCinsights from sociallistening, comments, livestream chat, and
conversational searchinteractions tounderstand purchase motivations,
product expectations, and preferred engagement styles. Feed this
intelligenceinto campaigndesign, influencer partnerships, and
conversationalcommerce strategies toimprove visibility and conversion
inthese new channels.




The gap between what brands
designand what customers
experience often hidesin the
smallest details: hard-to-find
products, long checkoutlines,
loyalty offers that don’t land,
or staff who aren’t equipped
to deliver consistent service.
VoC brings these operational

blind spotsinto focus, giving
retailers actionable insight to fix
in-store flow, align digital and
physical experiences, and make
merchandising decisions that
actually match demand.

Customer Challenges

Poorstore layout, disorganized
signage, or confusing navigation
frustrates shoppersandleadsto
shortervisits ormissed purchases.

Longlines orslowpayment processes
diminish overall satisfactionand
discourage repeat visits.

Genericrewards orirrelevant offers
lead tolow participationand weak
emotionalconnectionto the brand.

Unengagedorpoorly trained staff
lead toinconsistent service quality
andmissed upselling opportunities.

Customers expectaseamless
transition betweendigitalandin-store
experiences, butinconsistencies
oftenbreakthe flow.

Productassortmentdoesn’t
always match customerdemand or
expectations, leadingtolost sales.

Retail: Orchestrating In-Store and Digital Experiences

VoC Use Case/
Outcome

Improvein-store flow
andreduce friction.

Shorten checkout
timesandimprove the
paymentexperience.

Boostloyalty program
engagementand
effectiveness.

Enhance staff training
and customerservice

quality.

Bridge onlineand
offline shopping
journeys.

Refine merchandising
and product mix
decisions.

VoC Application and Implementation

Analyze feedback fromin-store surveys, foot traffic heatmaps, and
post-visitreviews toidentify pain points. If customersrepeatedly mention
difficulty finding products, layout canberestructured orsignages canbe
improved to streamline navigation.

Collectandanalyze feedback fromreceipt surveysandappratings
highlightinglong wait times. Pilot express checkout counters, mobile point-
of-sale (PoS)systems, orself-service kiosks to address theissue directly.

Use feedback fromloyalty appreviews, email campaigns, and customer
interviews tounderstand preferred rewards and engagement triggers.
Adjustloyalty structuresbased onstated preferences, e.g., experiential
rewards, exclusive events, ortieredincentives.

Monitorsentimentinreviews, mystery shopperdata, and socialmedia
mentions toidentify gapsin staff performance. Design training programs
focused onthe specificbehaviors andinteractions customers value most.

Gatherfeedback fromloyalty apps, website surveys, and omnichannel
NPS programstounderstand where disconnects occur. Use these insights
to aligninventory visibility, productrecommendations, and personalized
offersacrosschannels.

Combine feedback from PoS surveys, product reviews, and social
listening toidentify demand. Insights can guide decisions on seasonal
assortments, localized product mixes, and in-store displays that better
reflect customer preferences.




TDCX’s own mystery shopping
found that telco chatbot user
experience (UX) scored worse
than -50%, and conversational
aptitude plunged below
-70%4, the lowest across all
industries tested. Customer
interactionsintelecom often
involve billing disputes, plan
changes, and troubleshooting
issues that demand multistep
contextretention, precise
communication, and robust
back-endintegrations. Astrong
VoC program can pinpoint where
conversations break down,
allowing teams to tighten bot-to-
agent handoffs, trigger proactive
alerts, and build targeted
playbooks for high-friction
issues.

Telecommunications: Strengthening Signals
Before the Customer Disconnects

Customer Challenges

High callvolumes fromrepeated
inquiries about billing, coverage, or
plandetailsincrease costsandslow
responsetimes.

Poorcoverage, droppedcalls,and
inconsistentdata speedsleadto
dissatisfactionand complaints.

Confusinginvoices orunexpected
chargesdamage trustandleadto
customerfrustration.

Customers oftenshow dissatisfaction
insubtle ways before switching
providers.

Supportinteractions are oftentreated
ascostcentersratherthanrevenue
channels.

Unexpected serviceinterruptions
create frustrationand overwhelm
supportchannels.

VoC Use Case/
Outcome

Reduce callcenter
volume by solving
recurringissues
proactively.

Improve network
experience and
reliability.

Increase CSAT by
improving billingand

accountmanagement.

Forecastchurnand
intervene before
customersleave.

Drive upselling

and cross-selling
opportunities.

Enhance CXduring

outagesordisruptions.

VoC Application and Implementation

Analyze call transcripts, chatbotlogs, and helpdesk tickets to identify
the most frequentissues. Use theseinsights to automateresponses
(i.e., billing explainermessages), improve self-service options, orroll out
proactive notifications.

Correlate feedback from customer surveys, appratings, and social
media sentiment withnetwork performance data. Prioritize infrastructure
investments or targeted fixesin areas where complaints are concentrated.

Analyze NPS comments, chatlogs, and support transcripts to pinpoint
common billing painpoints. Simplify invoice language, improvereal-
time billing visibility inapps, and send proactive usage alerts to minimize
surprises.

Monitor sentiment trends across calls, surveys, and online feedback to
identify early churnindicators. Trigger targetedretention campaigns, plan
upgrades, orloyalty offers forat-risk customers.

Use VoC datatounderstand customerusage patternsandunmet
needs expressedduring support calls. EQuip agents with contextual
recommendations (e.g., speed boosts, bundled plans) tailored to those
signals.

Analyze feedback from outage-related tickets and social chatter to
design better crisiscommunication protocols. Send proactive alerts
with estimatedrestorationtimes and compensation options to manage
expectations and maintain trust.




Inasurvey across 13 countries,
satisfaction with digital
government services was 21
percentage points® behind
the private sector. That gap

is significant, as even aone-
point CXimprovementin

the automotive industry can
drive more than US$1 billion?

in additional revenue. For

the public sector, the stakes
are different but just as high,
because citizensdon’tget to
switch providers. Astrong VoC
program can help by turning
citizen feedbackinto actionable
improvementsin public
services.

Government/Public Sector:
Bridging Gapsin the Citizen Experience

Customer Challenges

Complexprocedures, slow approvals,
and confusing documentation
frustrate citizensand deterthem from
using digital services.

Limitedlanguage options, inaccessible
platforms, orpoorly designed
interfaces exclude certain groups from
accessing essential services.

Citizens feel disconnected from
decision-making and perceive
agencies asunresponsive oropaque.

Agencieslackvisibility into shifting
public concerns and emergingissues.

Misinformation spreads quickly
online, shaping public perceptionand
reducing trustininstitutions.

During disasters orpublic health
events, citizens oftenfeelleftin
the dark due to slow, unclear, or
inconsistentinformation.

VoC Use Case/
Outcome

Streamline service
deliveryandreduce
processing delays.

Improve accessibility
andinclusivity of public
services.

Increase transparency
andrebuild public trust.

Inform policy design
and strategic priorities.

Combatmisinformation
and strengthen public
communication.

Enhance
responsiveness during
crises oremergencies.

VoC Application and Implementation

Analyze feedback fromonline application portals, call center transcripts,
and post-service surveys to pinpointwhere users encounter friction.
Simplify forms, automate routine approvals, orredesign workflows toreduce
bottlenecks andimprove turnaroundtimes.

Collectfeedback from community outreach, accessibility audits, and
usertestingtoidentify barriers. Useinsights to expand language support,
implementinclusive design practices, and enhance accessibility features.

Monitorsentiment from surveys, public forums, and social media to understand
where communication gaps exist. Use this data to design clearer status
updates, publish progress dashboards, and share transparent policy rationale.

Aggregate qualitative feedback from public consultations, helplines, and
online discussions toidentify evolving priorities. These insights can guide policy
development, fundingallocations, ornew programlaunches aligned with citizen
needs.

Use datafromsociallistening, chatbotinteractions,andhotline queries todetect
misinformation trends early. Coordinate proactive communication campaigns
ormyth-bustinginitiatives targeted at the most common misconceptions.

Analyze feedback fromemergency hotlines, social media, and survey
responsesto evaluate communication effectiveness. Use findings toimprove
real-time updates, multilingual crisismessaging, and targeted resource
distribution.




TDCXVoC Service:
CXby Design, Alin Action, Impact at Scale

TDCX’sVoC serviceis built tounlock deeperlayers of intelligence and
action. Its Q&Ainterface, powered by large language models (LLMs), lets
teams ask plain, open-ended questions of theirdata, surfacing patterns
and anomalies that lead to faster, better decisions. The configurable VoC
platform consolidates multiple interactiontypes, from calls, chats, and
emails to surveys, into a single environment for analysis.

Topic drill-down features powered by LLMs allow teams to explore
sentiment, intent, and the underlying factors driving customer feedback.
Multilingual transcription and translation ensure feedback s captured
andinterpreted consistently across markets, strengthening and enriching
insights forglobal CXprograms.

An Al-assisted Q&A layer provides data-informed recommendations and
on-demandresponses to complex business questions. Teams can quickly
locateinteractionstiedto specificissues, access detailed case histories,
and assess customer sentimentinstantly. Advanced analytics extend this
value even further. In people analytics, forinstance, performance patterns
canbe automated and analyzed by tenure and experience, identifying skill
gaps and showing how they correlate with customer outcomes.

TDCX’s VoC solution turns customer feedback into strategy and execution,
transforming scatteredinputinto a continuous stream of intelligence that
drives measurable business performance.
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