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Background of the research

 The Customer Experience (CX) landscape is evolving at an extremely rapid pace with significant changes taking place in customer behavior and expectations
 Consumer expectations are at an all-time high, with consumers unlikely to return if they encounter a subpar experience. This makes it extremely important for businesses to anticipate 

customer needs and adapt their offerings to deliver on those needs
 Consequently, there is a growing interest in Voice of the Customer (VoC) platforms that provide solutions for enterprises to collect, analyze, and visualize customer feedback across 

various touchpoints. These platforms enable businesses to pinpoint pain points effectively and deliver enhanced experiences to their customers
 VoC enables businesses to meet customers where they are and does not only rely solely on direct feedback received via surveys. This helps in real-time identification of focus areas and 

in turn, improves customer loyalty and reduces churn
 In this research, we have taken the opportunity to present the evolving landscape of VoC platforms and the challenges they aim to solve. We also talk about the current trends and what 

the future holds for VoC platforms as customer journeys become increasingly complex and data-driven
 Since VoC platforms are becoming core to the overall CX landscape, we have also featured select providers in the VoC space, showcasing their differentiated capabilities 

Scope of this report
Geography Industry Profiles
Global Voice of the Customer 

(VoC) platforms
Notable VoC players 
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Growth of VoC market Evolution of VoC platforms

Top challenges encountered by enterprises while building their VoC program  Roadmap for enterprises to build their VoC program

This study offers distinct chapters providing a deep dive into key aspects of VoC platforms; 
below are four charts to illustrate the depth of the report
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1 Impact is measured in terms of the ability to drive efficiency (in operations/processes to extract productivity gains), effectiveness (direct impact on top-/bottom-line growth), 
and experience (enhanced stakeholder experience)

Early 2000s: Inception of Voice of the Customer

2010s: Incorporating multi-channel feedback 

2020s: Delve into voice and text data

2025 and beyond: AI powered action 

We are here
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