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Focus on the
Process

The Governance Team: Managers
and Motivators

No matter how informative your customer feedback is
and how motivated your personnel are, positive change
is only effective when you get the processes right.
At the operational level, NICE VOC leverages the Voice
of the Customer to identify process inefficiencies and
weaknesses that heavily impact customer experience.
In order to transform these insights into action, the best
approach is to assign a governance team to take the
lead.

The governance team guides your senior level managers
through the corporate cultural changes you want to
see. They provide the vision and motivation to influence
customer-facing staff, driving them to achieve customer
satisfaction milestones without losing sight of your top
business objectives.
While the overall VOC vision is important, it takes the
governance team’s practical management directives to
get from inspiration to implementation:

Create Cultural Change
and a Commitment to
Improve CX

• Defining the program
structure

Systematically
Share the
VOC Across
the Enterprise

Link VOC
to Business
Performance
Trending

• Setting the frequency,
duration and agenda of
VOC meetings
• Setting VOC targets,
including priority
business metrics (churn
reduction, loyalty
improvement, ROI, etc.)

• Evaluating processes
in light of NICE VOC
analytics
• Determining the best
process changes
• Defining timelines for
implementation

Your VOC governance team makes the process of
change both feasible and efficient.
Track VOC Initiative
Achievements and
Results
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Identify Improvement
Opportunities and
Take Action
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Stakeholders: Two-Way
Communication
Senior level managers and team leaders are the channel
through which the VOC program is implemented at the
customer-facing level. With direction from the governance
team, they deliver and manage the practical actions that
achieve your corporate goals.
At the same time, team leaders are the voice for agents
on the front line. They are an important part of the
team that plan the deployment of VOC changes on the
front line and they provide insight into how VOC-driven
changes are accepted and implemented, bringing
personal feedback from the field to governance level
decision makers.
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Bringing It All Together
Together, your governing team and senior management
close the loop by refining and tracking the impact of your
VOC program:
• Share the results of
implemented changes
across the enterprise

• Provide employees
regular updates on
VOC developments

• Demonstrate how
agent achievements
are driving the business
forward

• Get feedback on
improved customer
experience

With NICE VOC, your processes are responsive and
measurable, driving efficiency and letting you know when
to stay the course and when to implement changes.
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