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Customer Feedback is information coming directly from customers 

about the satisfaction or dissatisfaction they feel with a product or a 

service.

Customer Feedback Management is the process of collecting 

customer feedback and making changes in your operational 

processes, for the better.



89% 
of businesses believe call 
monitoring to be the most 

effective way to gather 
customer feedback. 

(Deloitte)

88% 
of people trust online 

reviews written by other 
consumers as much as they 

trust recommendations 
from personal contacts. 

(Bright Local)

45% 
of customers share 
negative reviews on 

social media. (Zendesk)

83% 
of all consumers have 
completed at least one 

survey in the past 12 
months, with an average of 

three to four being 
completed in that same time 

period. (MarketForce)

59% 
of 25-34 year-olds 

share poor customer 
experiences online.

(NewVoiceMedia)

After one negative 

experience, 51% of 

customers will never do 
business with that company 

again 

(Newvoicemedia.com))

90% 
of customers who write 

reviews do so to help others to 
make better purchasing 

decisions. More than 70% want 
to help companies to improve 

the products they build and 
carry. (Bazaarvoice)

After having a positive 
experience with a company, 

77% of customers 

would recommend it to a 
friend

(Temkin Group)

http://www.brightlocal.com/2014/07/01/local-consumer-review-survey-2014/


Opinions -
Perhaps, the most common (and 

obvious) type of user feedback. 

These can be provided in the form 

of reviews on websites and app 

stores or as responses to your 

surveys.

Feature request -
These are most often provided by 

clients via chat or other 

communication channels. While 

they’re not an opinion, per se, 

they can drive your product 

development process to align 

with customer expectations.

Bug -
Technical fixes that 

customers expect to be 

fixed.

Walkthrough -
Depending on their technical knowledge or 

understanding of your product, clients might ask your 

customer support for a live walkthrough. These cases 

are an invaluable source for creating relevant 

FAQ/knowledge base articles or making sure they’re 

not caused by a usability issue.

Usability issue -
Site architecture, processes, or elements 

that cause user confusion. This is the 

type of feedback you want to use to drive 

product development or incorporate 

before any information architecture 

changes on your site.

Filed complaints –
While also a type of user opinion, they’re processed 

differently from a formal standpoint (i.e. subject to legal 

terms).

The Customer Feedback Types 



1. Ask

Ask your customers for 
feedback 
on your product or service

a. Overall trends
b. Service Issues
c. Product Issues

2.  Categorize

Categorize the 
feedback into different 
buckets that are 
meaningful to your 
business

3.  Act 

Act on the feedback 
by sharing it with 
others  at your 
company who can 
implement changes

4.  Follow - Up

Follow-up with 
customers who gave 
feedback on your 
plans so they know 
you’re truly listening

The Customer Feedback Loop 



2.6x 
A totally satisfied 
customer contributes 2.6 
times as much revenue 
to a company as a 
Somewhat satisfied 
Customer 

14x 
A totally satisfied 
customer contributes 14 
times as much revenue 
as a somewhat 
dissatisfied customer

-1.8x 
A totally dissatisfied 
customer decreases 
revenue at a rate equal 
1.8times what a totally 
contributes to a 
business.

Customer Feedback Metrics - CSAT

Customer Satisfaction Score (CSAT) is a measurement of how satisfied a 
customer is with a specific interaction with a company.



Customer Feedback Metrics - NPS

NPS is calculated by subtracting the percentage of detractors (customers 
who would not recommend you) from the percentage of promoters 

(customers who would recommend you). 

 Customers who fall into the “promoter” category tend to have an average customer 
lifetime value (LTV) that is 3x to 8x higher than those in the “detractor” category.

 Companies with the highest NPS in their industry tend to outgrow their competitors 

by at least 2x.

http://www.netpromotersystem.com/about/building-loyalty-at-b2b-companies.aspx


Impact of Customer Feedback on the Business

 Valuable Customer Feedback helps 
you gain insight into the pros and 
cons of your product or service. 

 It will also tell you the steps you can 
take to improve customer 
experience.

 Customer feedback is a great venue 
to investigate whether your product 
is meeting customer expectations 
and fulfilling their requirements.

Helps to Improve 
Services and Products

“Your product development should start 
with your customers – Listen and actually 

spend time learning what they want.  

~ Lauren Ventura



Impact of Customer Feedback on the Business

 A business’ financial 
performance is dependent 
on customer loyalty. 

 It leads to benefits like increased 
market share, higher revenue, 
and lower expenditures. 

Measure Customer 
Satisfaction

“Unless you have 100%
customer satisfaction….. You must 

improve.

”
~ Horst Schulze, Ritz Carlton



A SATISFIED CUSTOMER IS 

THE BEST BUSINESS 

STRATEGY OF ALL
~ Michael Lebouf



Impact of Customer Feedback on the Business

 Collecting customer feedback 
indicates that you value their 
opinion and create healthy 
working relationship.

 It puts your customers in the 
limelight and it is the right way to 
run a business.

Demonstrates the 
Customer’s Value

“80% of companies’ marketing budgets 

are spent on acquiring shoppers; however, for 

every 1% of shoppers who become repeat 

customers, a company’s revenue will 

increase by about 10%.”

–Adobe



Impact of Customer Feedback on the Business

 Satisfied customers are bound to 
stick with your business while 
the unsatisfied ones find an 
alternative. 

 By collecting feedback, you 
identify the issues with minimal 
effort and should be a “B-A-U”. It 
will help you keep a tab on your 
business and employee 
performance. 

 In some cases, dissatisfied 
customers may even return to 
your business when you take 
steps to address their concerns 
on time.

Improve Customer 
Retention



Impact of Customer Feedback on the Business

 Customer feedback gives you 
tangible data that fuels and 
guides business development.

 Provides real insight on your 
customers expectations and 
perception after each service 
encounter.

 You must be equipped with the 
right tool that helps you gain 
customer insights and convert 
them into actionable items. 
Business decisions must be 
based on data and not intuitions. 

Make better business 
decisions



Customer Feedback & Customer Lifetime Value

Customer Lifetime Value (CLV) is the net profit a repeat customer will generate for 
your company over their lifetime. 

 It costs 7 times more to acquire a new customer than it does to retain an existing 
one. (HBR).

 Companies that increase their customer retention rate by 5% see a 25% to 95% 
increase in profit.

 Every time a customer has a bad experience, your company loses more than 

N180,000 ($500) in customer lifetime value. (Ernst & Young)

 The key to retaining customers and increasing their customer lifetime value is to 
deliver an excellent customer experience. 

 Customer Feedback provides the relevant data needed to understand and 
improve the company’s customer experience.



Feedback Management @ 
Hygeia HMO



“Feedback is the breakfast of champions.”
~ Brian Halligan, CEO of HubSpot



Overview of VOC @ Hygeia HMO



Overview of VOC @ Hygeia HMO



Overview of VOC @ Hygeia HMO



 Process re-engineering and 
innovation

 Organizational culture realignment

 Deeper Customer understanding 

 Thought leadership.

 Ease market penetration and 
facilitate growth

Overview of VOC @ Hygeia HMO – The Outcomes



 Clearly define your customer journey and 
measure the activities and outcomes of 
each touchpoint.

 Consistently collect Customer Feedback

 Allow customer feedback to drive your 
business outcomes

 Shift the focus from short-term value to 
lifetime value, this enables your predict, 
and improve your long-term financial 
health.

Conclusion




