
CY Kan 
Friday, 13th November 2015 



Voice of the Customer 

微信 WeChat 

Absolute Value 

Technology Enabler 





Voice of the Customer: Big Data as a Strategic 
Advantage (Aberdeen Group, April 2014) 



Voice of the Customer: Big Data as a Strategic 
Advantage 

Report Highlight #1 
 

99% of companies use two or more channels to 

listen to and engage with their customers 



Voice of the Customer: Big Data as a Strategic 
Advantage 

Report Highlight #2 
 

VoC program users decrease customer costs by 

6.3% year-over-year 



Voice of the Customer: Big Data as a Strategic 
Advantage 

Report Highlight #3 
 

Using VoC within proactive social customer care 

programs boots the benefits of social media 



Voice of the Customer: Big Data as a Strategic 
Advantage 

Report Highlight #4 
 

The Best-in-Class are 46% more likely to 

encourage customers to share feedback across 

multiple touch points 



Challenges 



Key Performance Indicators 



Benefits 



Data Management > VoC Process Execution > Customer-centricity 
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Data Management > VoC Process Execution > Customer-centricity 



Recommendations 





微信‧生活 2015.10 



好友‧紅包 



微信‧購物 



微信‧一天 



簽到‧運動 





Change in Customer Behavior 



Change in Customer Behavior 

Absolute Value 

= 

Experienced Quality of a Product 



Influences on Customer’s Decision (Past) 

P 
Prior 

preferences 

M 
Marketers 

O 
Other 
people 



Influences on Customer’s Decision (Today) 

P 
Prior 

preferences 

M 
Marketers 

O 
Other 
people 



Example: price.com.hk 

• User rating system 

• Search engine 



Example: she.com 

Content 

aggregator 



Example: 大眾點評 

Detailed real 

user comments 



Example: openrice.com 

24 x 7 x 365 

Available 



Example: dpreview.com 

Expert Opinions 

& Advices 



Re-examination of Mantras 
Branding 

Loyalty 

Consumer Irrationality 

Positioning, Targeting, and Persuasion 

Market Research 



iPhone Not Desired by U.S. Consumers 



A Shift From Relative to Absolute 
When consumers can predict the absolute value of 
products, relative quality proxies and the ability of 
marketers to control things lose 

Less measurement of Prior Preferences (P), 
satisfaction, loyalty 

More systematic tracking of Other People (O) 





How to Listen? 



Listening Process 

Collect 
Customer 

feedback 

Analyze 
To gain insight 

Act 
On customer 

experience 



Social Media Analytics 



What Text Analytics can Help 



Data Visualization 

Sentiment Analysis Dashboard Share of Voice Dashboard 

Word Cloud Dashboard Engagement Dashboard 



Other Technologies 





Customers are empowered 

Keep every door open 

No news is not necessarily good news 

Sources of VoC data not necessarily from the 
customer 

Create a unified picture 

Social media offers a new world of valuable 
insights 

Technology is critical to VoC 





URLs 
Social Media Usage in Hong Kong – 2015-May 

20 Essential Facebook Facts & Statistics for 
Advertisers – 2015-Oct 

The Top 20 Valuable Facebook Statistics - 2015-Oct 

Life-stage Selling 
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