
Voice of the 
Customer
From insights to action

7th November, 2024



OLX 
We build marketplace ecosystems enabled by tech, 
powered by trust, and loved by our customers.
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8 European
markets 54 million

active
listings26 million 

monthly 
app users

4.
2

Average OLX app rating* 84 Customer
satisfaction**

OLX

*Out of 5
**Source: CEB - C-Sat with users (buyers and C2C sellers) on OLX EU Platforms from April 22 - April 23

https://triton.olxgroup.bi/#/site/europe/views/CustomerEngagementBarometer-OLXv2_9_1/Weighted?:iid=2
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We empower millions of people in making key life decisions

Moves away

Starts their career Starts a family

Get a car

>11M
found a

new home
with our 

platforms

0.6M  found
baby stroller  on OLX

>2M found a video game  
or console on OLX

0.5M  found a
Wedding planner  on 

OLX
>4M

found a
job on OLX

>10M
found a

 car with our 
platforms
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Who am I?
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What is Voice of the Customer?
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What is Voice of the Customer?

Voice of the Customer (VoC) 
refers to understanding the customer 
Needs,
Pain points, 
Preferences, and 
Expectations. 



8

What's one common challenge your
organization faces when trying to
become more customer-centric?
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Does your organization have a 
Voice of the Customer Program?
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Why Voice of the Customer matters?

80%
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YES!
 Voice of the Customer matters
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BUT!
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Challenge #1

Unstructured customer 
feedback Actionable Insights
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3-Step Process
Unify 

Customer 
Feedback
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3-Step Process
Unify 

Customer 
Feedback

Analysis & 
Insights
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3-Step Process
Unify 

Customer 
Feedback

Analysis & 
Insights

Deep-dives 
with 

Product



19

3-Step Process
Unify 

Customer 
Feedback

Analysis & 
Insights

Deep-dives 
with 

Product

Begin with a feedback channel, categorize and ensure granularity
Add the next channel of feedback, follow the same categorization, ensure 
consistency

Analyse and ensure insights are available widely (dashboard, email, shared doc, etc.)
Operationalise through a regular process (monthly ops review, business review, etc.)

Conduct deep-dives and investigations quarterly as part of OKR planning
Granularity brings relevance to specific functions/teams to create action
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This didn’t happen overnight!

Unstructured customer 
feedback Actionable Insights
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We improved the process
From manual categorization and classification to automated, 
intelligent classification with tooling and Data Science



22

Challenge #2

Actionable Insights Improving our Product
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Especially when 

Resources are limited Prioritization is necessary
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So…

Year 1
We had resources - capacity within our tech org that was focused on solving 
customer pain points through the VoC program
However, prioritization led to very little action

Year 2

We quantified the problem in $ value as well as customer impact to ensure 
prioritization
Action was limited as resources were scarce last year due to the overall 
industry crunch
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An example

New product “Safe Deal” for our customers was launched
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An example

New product “Safe Deal” for our customers was launched

Resulted in over 15,000 Customer 
Service tickets every month!

Costing about $6 to solve each ticket. 

Quantifying the value - $90,000/month

Moreover, CSAT score was bad!
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Last year, we went a step 
further. 
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Again, 3-Step Process

Set a Goal
Set a quantifiable goal to solve customer pain points
Ensure leadership has “skin in the game”, the goal is shared by the C-level leaders
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Again, 3-Step Process

Set a Goal

Quantify & 
Prioritise

Set a quantifiable goal to solve customer pain points
Ensure leadership has “skin in the game”, the goal is shared by the C-level leaders

Add a $ value to customer pain points
Add the impact of pain points on the customer, customer journey
Prioritise the pain point to be addressed and solved for
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Again, 3-Step Process

Set a Goal

Quantify & 
Prioritise

Allocate 
resources 

& Track

Set a quantifiable goal to solve customer pain points
Ensure leadership has “skin in the game”, the goal is shared by the C-level leaders

Add a $ value to customer pain points
Add the impact of pain points on the customer, customer journey
Prioritise the pain point to be addressed and solved for

Ensure resources are committed through budget
Measure and track improvements
Communicate customer impact
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An example
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In summary, 

Unstructured customer 
feedback  Actionable Insights Improving Product

Analyse & 
Generate 
Insights

Unify 
Customer 
Feedback

Deep-dive 
with 

Product

Set a Goal

Quantify & 
Prioritise

Allocate 
Resources 

& Track
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Meet your BOSS
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Customer Beat
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In summary, 

Unstructured customer 
feedback  Actionable Insights Improving Product

Analyse & 
Generate 
Insights

Unify 
Customer 
Feedback

Deep-dive 
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Product
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