
VOICE OF THE 
CUSTOMER

What do real customers think of your service 
and what are they telling their friends?

Social media and the web have elevated the power of 
word of mouth.  An unhappy customer experience can 
lead to disgruntled customers broadcasting their 
dissatisfaction with your brand to an audience of 
thousands within a few minutes. 

Voice of the Customer programs can help you understand 
and improve your service offering by obtaining real 
customer feedback. A customised Voice of the Customer 
program can capture feedback from a representative 
number of customers providing feedback on exactly how 
the customer perceives your in-store experience, 
product/service quality, overall brand and the things that 
matter most to your customers. Voice of the Customer 
programs provide company leaders a powerful tool to 
align corporate strategy to the market demand.

REALSayTM

What are your customers wishing you could do for them? 

Find out with REALsay. The Realise Group’s REALsay 
system works by inviting real customers to participate in 
a survey. The invitation can be made in a number of ways - 
through a direct email to your database of customers, 
in-store signage, or printed on the customers’ receipt. 

Naturally, the more store staff promote the survey to 
customers at the point of sale, the higher the take-up rate. 
For a statistically robust sample, however, we only need 
a small proportion of your customers to respond. The 
REALsay system aims to capture feedback from a 
representative number of your customers providing 
feedback on exactly how the customer perceived the 
in-store experience.

Exit Interviews

Exit Interviews are a common mechanism for gathering 
the voice of the customer.

Exit interviews are usually conducted face-to-face to 
capture your customers’ interaction with your brand and 
experience in-store. Interviews can be used to 
understand:

- what your customers are thinking as they exit your     
   stores and what they are likely to tell their friends
- why your non-purchasers didn’t purchase
- what could be done to make the in-store experience
   better

Exit Interviewing allows you to explore responses from 
customers to elaborate on the ratings they have provided. 

In particular, customers who came with an intention to 
purchase but didn’t purchase can be questioned about 
their reasons for not purchasing. Verbatim comments 
make the numbers come to life and can provide 
information that the survey designers hadn’t even 
thought of! 
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