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Database Analysis System for VOC— - Development and Application to Toshiba Customer Call Center
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The increasing diversity of customer needs and their changing sense of values make it more important than ever that we conduct
business activities based on the voice of the customer (VOC) to offer products and services truly achieving customer satisfaction.
To do this, we have to ensure that the many customer views and requirements that come into the Toshiba Customer Call Center
every day are quickly and efficiently shared throughout the Toshiba organization.

In response to this need, we have created the“ Database Analysis System for VOC.” This system has an automatic word
search function that allows analysis of the 1,000 or more calls, the voices of our customers, that come into our call center every day.
One particular advantage offered by the system is the ability to program it before the launch of a new product and then track
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customer evaluations of the product[] including the negative comments that help us to make timely improvements.

M oooo

cOooobOoooOoocOoOoboooOoOoobOOooOoooann
uboboooooocoooooboooocoovochoonon
ubooooo ooocoooo’"ooooboOoooboooa
vocOOoooooooooooooooooooooooa
mmoooomoovocoououoooooooooooo

coobooboooooeeoulinoooooooon
goon vocoooooooooroooooood

coboboobooooocbOooobooocoobooooooon
oobooO0oocoocoboooooboboboobooboOooboooon
oooooooooooo

Bl coooooooooo

0000000o0o0oo0ooooobooDooUoooooo
000ooooooooooooooooooooooo

0000000000000 OooDoooonoo3es50024
J0000OD0O00O0D0D0OOCTO Computer Telephony
IntegrationlD 00000 00O0O0OO0OOOCOOOOOOOO
ombBMOOOODMOOMmM

voco 00

coobOoooobOooooboobooompcOboOOO

32

goooooooocooooo
ooooooo

Toshiba Customer Call Center
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Outline of system
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Example of search result output
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Screen image of key word pickup
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Graph of trend
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