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We’ve all been there. Stuck on hold to customer service after failing to find resolution 
in other ways. Maybe we’ve even chatted with bots, responded to surveys, emailed  
or called before. But here we are, waiting to explain the issue to an unfamiliar, yet  
well-meaning agent. After the call, we are then presented with a survey, looking to 
collect our feedback. Perfect! Another chance to tell them how we feel, and hopefully 
prevent future frustrations—right?

Not if that feedback isn’t recognized by the right people

Unfortunately, disconnected experiences like this happen more often than not—
sending customers running to the competitor. And businesses end up spending five 
times more to replace them than they would to keep them1. 

That’s why ensuring your customers are satisfied is more critical than ever. And 
every moment along the way makes a difference. When you have the ability to see 
all of those moments, in real time and in context with other interactions along the 
customer journey, you can adapt with the right action that creates the best customer 
experiences possible.  

That’s all doable with a mature Voice of Customer (VOC) program that spans all 
areas of customer feedback, across all touch points. Such progressive, holistic VOC 
programs not only bring the ability to improve retention, but are a proven differentiator 
for customer loyalty. And it helps improve sales and wallet share for your brand.  
According to research by the Aberdeen Group, a well-executed VOC program  
can lead to a 10 times greater year-over-year increase in annual revenue2.

Overview
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This ebook will show you how a holistic VOC program can help mine the rich data you have, along with 
what’s already sitting in your contact center, to extend the reach and value of your customer experience 
program—impacting bottom line gains. 

VOC Program Maturity

VOC programs can be classified by level of maturity,  
offering exponential benefit with progressive execution.

Foundational 

Mostly surveys with basic 
analytics, used to address basic 
functional issues. Often siloed 
and lacks responsive actions.

Advanced

A centralized VOC team driving 
direct and indirect feedback. 
Includes additional data sources 
and role-based reporting 
connected to formal action.

Holistic

Full integration across direct, indirect, 
and operational data. Insights are driven 
by sophisticated AI-powered analytics 
and lead to targeted, real-time actions 
for positive business outcomes.  
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Customer surveys are a critical source of feedback, as they 
reveal direct input along with rich verbatims. NPS reveals 
insights into loyalty drivers. But surveys are just one snapshot 
of the complete customer experience. And even more 
importantly, surveys alone don’t drive action. The key is to 
merge all forms of feedback, and allow them to work together 
to provide a more comprehensive picture.

Because today’s customer journey has shifted to include more 
touchpoints, getting this feedback is more critical than ever. 
Yet if they’re not connected, they don’t tell the whole story—
especially when the journey evolves with shifting social and 
emotional needs, and dynamic times.

Survey Says: You Need More Than Surveys

46% of consumers that 
start with self-service 
switch to a live agent to 
finish an interaction.3 

46%
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PURCHASE 
HISTORY

In fact, each touchpoint can tell a very different story. For example, 
what someone says after a stressful call where the issue isn’t resolved 
may only capture one moment in time—not what happened on 
the website, in an email, or in a text chat before or afterwards. The 
customer’s reaction could be influenced by an unempathetic agent. 
On the flip side, a great agent might leave the customer very satisfied, 
but shed little light into the friction that prompted the call. 

The more inputs you have, the better the insights - and the better 
impact CX can have across the organization, from product strategy 
to sales to customer service. A customer centric brand leads with 
holistic insights that aren’t hampered by segregated touchpoints and 
siloed data. With a holistic VOC program, data can be shared and 
appropriately applied for maximum impact. Imagine having a call log 
and being able to not only interpret the sentiment, but tie it back to 
a specific point in their customer journey. Or being able to give your 

customer care agents collated insights from direct, indirect, and 
operational feedback—in real time—so they can respond accordingly 
and have a more positive impact on the complete customer journey.

When insights from surveys are integrated, distilled, and curated 
with other feedback like call recordings, chat interactions, and digital 
interactions, you can turn them into actions that deliver personal and 
meaningful experiences. Plus, the insights can be shared across your 
organization to inform enterprisewide strategic decisions.

And that pays off. With a more indepth understanding of where your 
customers are coming from, you can fix the things that are most 
annoying. In some scenarios that incorporate interaction analytics 
and advanced AI, closing the loop on customer issues in realtime can 
bring an ROI of up to 55% higher than traditional closed-loop efforts.
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Moments of truth can occur at any click, swipe, 
download, or conversation, reflected in data points 
along the journey. The ones that matter become 
turning points, where the action you take in the 
moment can turn detractors into promoters, improve 
your NPS and Customer Effort Score (CES), and 
increase overall customer satisfaction and loyalty.

But that requires a 360-degree view of the customer 
experience. When you connect comprehensive 
journey analytics and insights to customer feedback, 
you can see which interactions have the biggest 
impact. Are customers getting hung up at certain 
points in your web experience or mobile app? Are 
there red flags in transcripts from calls, email, or chat? 
If you can’t see the big picture, you won’t know what 
led the customer to your contact center. Or worse, to 
stop doing business with you. 

Know Which Moments 
of Truth Matter Most

Knowing which touchpoints are causing friction allows you to draw correlations 
from data analytics to identify where your actions will have the most impact.  

Connect feedback, and connect the omnichannel journey
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A digital-first platform that leverages your direct data, but also integrates a 
wealth of indirect and operational feedback into the picture, can help you 
understand the best way to reach your customers where they are. Customer 
journeys and preferences are always shifting, and your service must be agile 
as well as informed - taking in all forms of feedback – in order to provide the 
most appropriate intervention. 

Do you know what channels are best to engage with your customers? 
Even more, is your VOC program designed with the agility needed to pivot 
to their needs in context? Modern, holistic VOC programs deliver hyper-
personalized, contextual, conversational surveys to vastly expand closed 
loop efforts, to quickly resolve customer issues, and prevent churn - all while 
preventing costly repeat calls from unsatisfied customers. 

With an agile, holistic VOC, you can easily recognize when a millennial is on 
the other end of a customer care intervention. Since this cohort is known 
to ignore phone calls, your outreach can pivot to a channel more likely to 
receive response. By integrating and applying feedback gathered through 
digital channels such as WhatsApp, SMS, Chat, or Web, your outreach can 
be that much more successful. 

And, circling back to close the loop can be that much more informed. Rather 
than a generic email, survey questions that leverage AI insights can ask 
contextual, text-delivered questions, such as, “Thank you for contacting 
MegaTelcom. Did Jenny resolve the issue of picture quality?”

Action step:  
Start with an analysis of your current VOC program. Determining where you are will tell you 
where you need to go.

Companies that adopt 
hyper personalization achieve 
45.2% YoY increases in annual 
company revenues 4

Hyper personalization 
delivers a 37.5% YoY 
improvement in customer 
satisfaction rates 4
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Your brand story unfolds across all touchpoints. To turn insights into meaningful action, you need a holistic view across all of them. And that 
requires all forms of feedback: direct, indirect, and operational. With holistic, omnichannel insights that connect customer journeys with all 
touchpoints, you can operationalize your VOC across the enterprise for more strategic wins.

Get the Whole Feedback Story

Direct Feedback Indirect Feedback Inferred Feedback

Surveys sent via email, IVR, SMS, website 
or in-app, and comment cards

Conversations from service call 
recordings (including sentiment analysis), 
chat transcripts, agent notes, email 
communications, and social media feeds

Inferred (operational and behavioral) 
feedback: Data on wait times, paths 
through the contact center, customer 
profile, financial data. Gain insights, understand actual 

experiences, and identify trends by 
asking directly what your customer think 
and feel. 

Listen, learn, and extract insights from 
details not measured in traditional 
survey questions. 

Gain additional insight and context by 
capturing operational and behavioral 
feedback to understand your customers’ 
behaviors and nonverbal experiences.
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Yet it’s not enough to simply have all types of feedback. You have to connect the dots between them to reveal insights that 
can be turned into the most impactful action. 

Let’s look at what happens when recordings from the contact center, customer profiles, and surveys are not connected.

Allison, who has a high-cost cable plan, calls the contact center with a problem. The agent isn’t able to resolve it, leaving 
Allison unhappy. Shortly after that, she receives an email survey. She doesn’t respond to emails and has never provided 
feedback before. So she ignores it. Plus, she feels they should already know about her recent experience. She’s so annoyed 
that she decides to take her business elsewhere.

Allison, who is on a high-
cost plan, calls the contact 
center for assistance.

She is so annoyed that 
she decides to take her 
business elsewhere.

The agent isn’t able to 
resolve the problem.

She is unhappy with  
the lack of solution.

1.

2.

3. 4.

5.

6.

She explains the 
problem to the agent.

She recieves an 
email survey but 
does not respond.
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Now let’s look at another scenario, where the contact center interactions can be analyzed and scored for the best ways to reach her, close the 
loop, and reduce the risk of churn. 

By assessing all types of feedback across her lifetime journey, and analyzing her customer profile (inferred feedback), we learn that Allison is a 
millennial who never responds to surveys or offers feedback. And that she prefers communicating by text. So the agent reaches out to her via text 
after the call (direct feedback), and asks if everything was resolved. Allison responds with frustration - but before the agent offers a meaningless reply, 
further extending Allison’s frustration, they identify that Allison is a high value customer, with a high churn risk. When Machine Learning and Artificial 
Intelligence (AI) are applied to score every interaction, we get a better picture of the situation, outside of human interpretation in a singular moment. 
Words like “switch” and “satellite” from the previous call recording have been elevated, and with the help of that AI, we can also analyze the sentiment 
across all forms of feedback. With this insight, the agent can respond in a more meaningful way, and escalate to a white glove track, in which the agent 
offers a free service call by a technician. The agent is able to reverse Allison’s frustration in real time.

When you aggregate and harness the power of these three types of feedback, CX becomes a symphony and not just disparate solos. When you bring 
them all together, you can draw correlations and identify critical points of action to take to increase customer satisfaction. Achieve your strategic goals.
And improve your ROI.

Allison, who is on a high-
cost plan, calls the contact 
center for assistance.

Allison is offered a free 
service call by a technician to 
help resolve the problem.

The agent isn’t able to 
resolve the problem.

We learn that Allison 
prefers text messages.

1.

2.

3. 4.

5.

6.

She explains the 
problem to the agent.

The agent reaches out 
via text and receives the 
negative feedback.
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Action step:  
As you lay out the architecture for a holistic VOC program, be sure to incorporate different types of feedback. But also examine 
your teams, processes, and technology for their ability to bring it all together. That’s how you get dynamic, adaptable, and 
actionable insights. The kind that drive action, close the loop, and deliver ROI.

• Provide targeted, personalized interactions with improved survey 
response rates.

• Make it effortless for customers to give feedback, and program leaders 
to get insights, make changes, and take action.

• Be adaptive to the extreme when you collect data, distribute insights, 
prompt action, and drive change. 

• Predict and influence outcomes before it’s too late.

• Provide answers in context.

Using a customer-journey-based program design with integrated omnichannel data collection, you’ll be able to:

CONNECT THE WHOLE 
FEEDBACK STORY

© NICE Satmetrix. All rights reserved. Get a 360-degree View of Customers to Increase Satisfaction and Loyalty: Connect Your Touchpoints and Connect the Dots 10



When you’re considering a holistic VOC program, look for a platform that visualizes actionable insights in multiple ways and provides role based 
reports you can share with your team. This helps you become a champion for change and for great customer experiences in your organization.  
The insights can then be operationalized for customer service agents, supervisors, and leaders - so the right action is taken for the highest impact.

Good dashboards are essential here—especially when you can tailor the view to the role of the person using it. After all, good insights are only as 
effective as the person receiving them. So choose a platform that gets the right insights in front of the right roles—at the right time.

The Deeper the Analytics, the Higher the Satisfaction
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It’s also critical to have real-time, predictive, and prescriptive analytics so 
everyone has the information they need to take action right away. Having real-
time analysis to initiate optimal interventions that can and should be made 
along the journey (based on history and inputs you gather) allows you to 
surface them to your agents so they can immediately take the best next steps. 

Voice can also play an important role in closing the loop. Sentiment analytics 
gives you a real-time understanding of key words, sentiments, and tone of 
voice. Using AI and Natural Language Processing (NLP), can aid in determining 
if someone sounds annoyed or not - for predictive NPS. This, when combined 
with the direct, indirect, and operational feedback that is collated in that 
customer’s profile, allows an agent to adapt in real time—as we saw in the 
scenario above.

And that’s just one example of the power of AI. It can also capture deeper, 
more representative feedback, particularly from generations like millennials 
and Gen Z to boost survey response rates. It helps you create hyper-targeted 
and hyper-contextualized surveys, vastly expanding the reach and efficacy of 
closed loop efforts. And it allows you to configure alerts so you can respond 
immediately to negative experiences—which helps reduce churn. 

For example, you can configure the system so that if someone responds with 
low survey scores, the agent involved with that interaction gets alerted with the 
best actions to care for them. Then specific escalations begin if it doesn’t get 
resolved. You’ll also have the ability to reveal the most valuable insights to the 
most appropriate roles and configure response to your organization’s layers 
and departments.

It might sound counter intuitive, but great technology makes customer service 
experiences more human.
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Business success is about more than your products, services, or prices. It’s 
about great customer experiences—because those are what help you retain 
customers, create loyalty, and grow your bottom line. 

Measuring customer experience can have a direct impact on your ROI. Many 
customer experience professionals track success with NPS, but that’s not 
the only measure of a successful, holistic VOC. It’s important to have cross-
functional measures that are codependent and interrelated. Being hyper-
focused on NPS alone limits your ability as a CX leader to build critical bridges 
in your organization and operationalize a holistic VOC. By simply recognizing 
that CSAT is an important KPI to impact, you can break down silos that prevent 
data sharing and operational collaboration.

Let’s say the customer experience side of your business uses NPS as their 
primary KPI, while your contact center uses CSAT. A comprehensive program 
will integrate, recognize, and support KPIs that are relative to both sides of the 
organization, which not only makes your entire VOC program more effective, it 
also helps you achieve your larger organizational goals. 

Now consider a contact center that uses separate surveys to inform agent 
training, but never shares the results with other teams. They’re missing the 
opportunity to connect those results with other insights and elevate their KPIs 
even more. 

When you bring it all together, the contact center becomes a lever to make 
a greater CX impact. For example, unstructured data sets can be calibrated 
to your NPS methodology, allowing you to analyze your loyalty drivers. What’s 
behind your customers’ likelihood to recommend? What’s a drag on the 
relationship? What can be fixed? Only when you understand those things can 
you improve and replicate them.

The True Measure of Success

© NICE Satmetrix. All rights reserved. Get a 360-degree View of Customers to Increase Satisfaction and Loyalty: Connect Your Touchpoints and Connect the Dots 13



Action step: 
Identify and merge interdependent KPIs, aggregating all CX data for the true picture of the customer journey. This will help you:
• Measure the overall relationship to understand loyalty
• Tie periodic surveys to the customer lifecycle to get the best results
• Predict the longevity of the customer relationship
• Understand which improvements will have the biggest impact
• Choose a metric that resonates with your executives

The Impact of Great Customer Experiences on Customers: 3

CX Impact on Younger Audiences:

81% become more loyal 

55% will pay more for great CX 62% will share on social 81% will recommend on social

87% become advocates
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We’d like to leave you with three steps for transforming your customer experiences. They’ll help you 
unlock the value of your data and insights across the holistic customer journey—from the contact 
center and beyond. 

Break down silos. Most companies still operate in silos when it comes to understanding customer 
experience. Not just through corporate organizations, but also in the many ways CX data is 
collected and analyzed. Break them down and your CX team can be the catalyst that unites your 
organization with journey centricity. 

Get the full picture. Always consider the complete journey and harness all available resources to 
understand what customers say, think, feel, and do. Surveys alone can’t do that. Let analytics and 
AI help. 

Adapt as needed. Customers are fickle and change is constant—as witnessed during COVID, 
when more interactions shifted to contact centers. That’s why modern CX looks forward, not 
backward, to determine best actions. Your customer service programs and processes must be built 
to adapt, based on real-time insights about the actions and steps you need to take to improve your 
relationships, products, and services.

1 Khalid Saleh, “Customer Acquisition Vs. Retention Costs—Statistics and Trends,” Invest Consulting 
2 Omer Minkara, “The Business Value of building a Best-in-Class VOC Program,” Aberdeen Group, April 2015
3  “2019 CX Transformation Benchmark, Global Consumers,” NICE inContact
4   Omer Minkara, “The Role of Hyper-Personalization in Today’s Customer Service,” Aberdeen Group, June 2019

The Future of Feedback  
Management is Omnichannel

1.
2.
3.
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Request a demo today

Holistic VOC for the 
Omnichannel Customer Win
NICE Satmetrix is the only holistic Voice of the Customer solution purposefully integrated with contact center 
software to give you a connected, comprehensive view of the customer journey. With direct, indirect, and 
operational feedback integrated in real-time into a customer’s profile, you have the insights you need to create 
personal and positive thoughout the customer journey. This ability to get and connect feedback from multiple 
touchpoints allows you to take action on the insights surfaced to enhance the customer experience, strengthen 
relationships, build loyalty, impact the KPIs that matter, and increase ROI.

NICE Satmetrix is integrated with CXone, the world’s leading CCaaS solution, and powers CX professionals to 
lead enterprise wide growth strategies that deliver bottom-line results.

Ready to unlock the value of customer experience data and insights—across the holistic
customer journey from the contact center and beyond?  Request a demo today.

16
© NICE Satmetrix. All rights reserved. Get a 360-degree View of Customers to Increase Satisfaction and Loyalty: Connect Your Touchpoints and Connect the Dots 16
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