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0 — Form the team

4
/ \ Form the team:

* Run the pilot in a small team
) 4
> * Regular meetings to keep momentum

» Listen to the videos on Customer value
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1 — Define customers to participate

Ll rs(i Customer status | Sales volume Eompany Name

Region Customer chain Change e

Northern Europe | Service Unknown Existing High Big Peter Ottoson
North America Management Laggard Previous customer | Nonexisting Big Anne Peters
Northern Europe | Operator Pioneer Potential Low Low Stefan Blom
Southern Europe | Operator Early adopter Potential Nonexisting Medium Adam Zing
Southern Europe | Service Unknown Existing Medium Medium Henri Roz
North America Operator Unknown Existing Medium Medium Ben Rooster
Southern Europe \

Operator I /
Service Existing

Quality Potential
Previous

: Select customers to
Northern Europe Production n/a
Western Europe

avoid bias from
Southern Europe Management

Eastern Europe & Russia High multlple perspectlveﬂ

Middle East

Northern Africa

Western & Middle Africa
Eastern Africa

Southern Africa

North America

Central America & Caribbean
South America

Western & South-Central Asia
South-East Asia

Eastern Asia

Austrlla & Ocasis Define customer to participate:

Pioneer Medium
Early adopter Low
Majority Nonexisting
Laggard
Unknown

Make a customer matrix in Excel
Read Chapter 1 and 2

Select customers from multiple perspectives to avoid bias.
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2 — Interview customers

Interview customers :
» Create your interview cards

* In-depth interviews using Zoom. Record the interview.

» Chapter 2
* increase your interviewing skills
» extract customer needs
« formulate value stories.
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3 — Compress value stories

Compress value stories:
+ Use the web-based tool Miro

« Chapter 3 for affinity diagram.
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4 — Compile your deck of Value cards

Illud necesse est dicere alterum

Hoc etiam auctoritate opus erat ad causam explicandam

=

8-Step-VoC o201

Compile deck of Value cards:

Chapter 4 for Value cards and the gamification principles
VoC-quickstart to document and preview

VoC-xml to make snapshots.




5 — Establish customer profiling data

INOTE! These columns are locked (essential data not to be forgotten). Whenpasting data: Paste as mxt Delete ail data
g aste as

Expoit configuration data (XML) |

Check spelling in Word | R

“Respondent name”, "Telephone"and "E-mail"isa very good idea. Other software we
provide makes use of this information.

In VoC-leaflet, lists with profiling data

are shape and color coded as:

Vot

o One choi ible «data before itis stored in the database!
ice possil
[0 several choices possible
O Optional input (includes data
names in parentheses)

Establish profiling data:
* Chapter 5 customer profiling data

* Document the profiling data in VoC-quickstart
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6 — Invite customers to prioritize and benchmark

Card deck dialogue:
Stormboard to prioritize value stories
VoC-input or VoC-collect to gather
profiling data and benchmarking

Chapter 6 for recommendations.
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7 — Store and mine the data

BB A AR ARG O

TSR A

Store and mine the data:

+ VoC-analyze Basic to import and analyze data

« Chapter 7 on how to analyze and present.
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8 — Harvest benefits

Harvest benefits:
» Sharpen sales strategies
* Develop product with unrivalled customer value
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