
78% of brands measure 
customer satisfaction

22%
don’t...

Most measure only 
basic indicators...81+18+19
NPS/CSAT/CES/LTR

Mystery shopper

Other, incl surveys

81%

18%

19%

36% 
have a VoC solution

50% 
plan to invest in one

What improvements would 
you like in your VoC?

Automatic analysis

More actionable insights
Improved ease of use

Better dashboards

More reliable results
Ability to set up alerts

88%

87%

83%

80%

72%

72%

What do brands want from VoC?
Ability to 
identify 
pain points

Measure 
emotions, 
identify 
detractors 
and explain 
why

Identify 
customer 
churn risk

Identify 
promoters 
and explain 
why

Identify pain 
points in 
e-commerce

Identify 
pain 
points 
instore

62% 53% 47%

20%27%44%

To measure the current state of the VoC market, Eptica surveyed a range of UK 
businesses of all sizes in Q4 2018, with 154 respondents.

We can’t measure specific channels

Indicators are not specific enough, they don’t 
identify why customers behave the way they do

VoC feedback only provides a partial picture

NPS and other indicators are too quantitative

30%

29%

29%

18%

What is wrong with existing 
approaches?

100+100+100+100+100+100+100+100+100
Insight is not shared across 
the organisation
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82%        79%        74%        71%         38%        32%        32%        24%      21% 
82+79+74+71+38+32+32+24+21

This doesn’t give enough 
insight for the business
Does this give you enough for to understand the 
Voice of the Customer?

24% NoYes 76%

By The State of Voice of the Customer 
in the UK

| Infographic

Read the press release: www.eptica.com/pr18vecko
Download the full report: www.eptica.com/veckost

100+100+100+100+100+100+100+58+52+31+83+75+49+19
Which types of interactions 
do you measure?

Email
Consumer 
Reviews ChatFacebook

Twitter Speech
to Text

Instagram

 58%                      52%                      31%                     83%                      75%                     49%                     19%

https://www.eptica.com/pr18vecko
https://www.eptica.com/veckost

