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Background
Capturing and using voice of the customer is critical for sustained business performance. 
Understanding, monitoring, and acting upon what matters most to your customers can set you apart. 
In many cases, gaps exist in listening coverage, accuracy, reliability, timeliness, and actionability. The 
Customer Lab’s VOC Maturity Assessment provides a precise and clear view into how your customer 
listening system is performing and offers specific actions and strategies to close gaps and drive 
impact.

Benefits
• Comprehensive assessment of your 

Customer Listening System’s strengths and 
gaps

• Specific recommendations to close the gaps
• A repeatable model for tracking 

improvement and progress
• Access to leading-edge techniques 

including how to anticipate customer pain 
and create deeper loyalty

Approach
• Onsite assessment of current practices 

using The Customer Lab’s proprietary 7-
stage VOC Maturity Model Assessment. 
Interviews plus document & tool reviews 
help build a comprehensive feedback 
report & ranking for each dimension.

• The assessment tests for: full customer 
journey coverage; definition & 
measurement of moments that matter, 
usability of data & insights; accuracy & 
timeliness of data; customer feedback 
experience; communication & usage of 
insights across all key stakeholders

“We had no idea how much we were 
missing. Our customers were struggling and 
we weren’t listening.”

About The Customer Lab
Leveraging over 25 years of driving transformation inside loyalty-leading companies like Intuit, Capital One, Citigroup, 
and Humana, The Customer Lab brings expert Customer Experience, Design, & Innovation methods, mindsets, and 
knowledge to your organization. We partner with executives and their teams to build industry-leading outcomes 
through Customer-Centered Design, Delivery and Culture. Contact us to learn more about this and other offerings:

thecustomerlab.com |   info@thecustomerlab.com   |   +1-972-741-1175
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