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The $700 Million Opportunity
Hidden in Your Support
Conversations

Every day, your support team handles thousands of customer
conversations: calls, chats, emails, and tickets that contain rich
intelligence about your customer experience.

Typically, 95% of these conversations go unanalyzed. All while CX
teams wait weeks for 7% survey response rates to understand what's
really happening with their customers.

This is a massive missed opportunity. Research shows that companies
earning $1 billion annually can expect an additional $700 million within
three years of investing strategically in customer experience. But only
if they can unlock the insights hidden in their customer conversations.
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Why VoC 1.0 Is Broken

Traditional Voice of the Customer programs rely on what we call "VoC
1.0". This looks like periodic surveys, NPS scores, and reactive feedback
collection that creates critical blind spots:

e Only 7-15% of customers complete surveys, creating biased and
incomplete insights

e Results arrive weeks or months after interactions, when it's too late
to prevent damage

e Surveys tell you what happened, not why customers feel the way
they do

e Random quality assurance programs review only 1-5% of customer
interactions, leaving vast gaps in understanding

The fundamental flaw in VoC 1.0? Support conversations, the richest
source of customer intelligence, remain largely untapped.

:(cpiche Voice of the Customer 2.0: The Strategic Guide to Modern Customer Intelligence Q2



VoC 2.0: Where Every Conversation
Becomes Strategic Intelligence

Voice of the Customer 2.0 represents a fundamental shift from
directly surveying customers to understanding customer
conversations already happening.

Instead of waiting for survey responses, VoC 2.0 analyzes 100% of
customer interactions using artificial intelligence to surface insights
that surveys miss entirely.

VoC 2.0 delivers four transformational capabilities:
1. Al Enrichment Engine

Consistent intelligence methodology across all customer
touchpoints that feeds both strategic analysis and daily
operational workflows, breaking down data silos for complete
customer understanding.

2. Unified Journey Intelligence

Complete customer truth that informs strategic decisions and
triggers immediate operational responses, enabling targeted
analysis and intervention at the moments that matter most.

:(dpiche Voice of the Customer 2.0: The Strategic Guide to Modern Customer Intelligence 03



3. Predictive Business Outcomes

See satisfaction and churn patterns before they impact
metrics, while automatically creating follow-up tasks for at-risk
customers, moving from reactive damage control to proactive
customer success.

4. Strategic & Operational Decision Support

Intelligence that drives executive strategy and daily team
operations simultaneously, ensuring insights translate into
measurable business outcomes across all organizational levels

The Impact on Performance

Organizations embracing VoC 2.0 are achieving measurable business
outcomes that VoC 1.0 could never deliver. Here’s an example of just a
few:

¢ Higher Retention
Identifying early signals of churn before customers even fill out a
survey.

* Increased Revenue
Understanding key moments where customers are open to upsell
and cross-sell opportunities.

e Operational Efficiency
Providing customer service teams with real-time coaching based
on every call, not just a random sample.

¢ Proactive Issue Resolution

Detecting and resolving emerging problems before they escalate
into brand damage.
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Kapiche Feature Spotlight

Al-Powered Auto Themes vs. Manual
Categorization

Traditional approaches require teams to predefine feedback
categories, meaning they only find what they're already looking for.
Kapiche's Al-powered auto themes feature automatically discovers
patterns in customer conversations without manual setup.

Framework Overview

m m 40,109 8 31 7 days ago

TOTAL VERBATIS THIM COUPS e NEW DATA ADDED

Al powered auto theming analyzes customer conversation content,
and generates thematic frameworks that reveal both expected issues
and emerging trends that manual categorization would miss. This
capability transforms abstract support data into structured
intelligence.
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The Strategic Imperative: Why Now?

Customer experience teams are under pressure to deliver faster, more
accurate insights that drive immediate action. There are three critical
market forces we've seen impacting teams that make VoC 2.0
essential for survival.

1. Speed of Business Acceleration

Thanks in part to Al, customer expectations have been
permanently altered to expect a response to issues in hours,
not weeks. Traditional monthly or quarterly reporting cycles are
incompatible with this new reality.

2. The Experience Economy Stakes

Customer experience has evolved from a differentiator to a
baseline expectation. Customers are abandoning brands after a
single negative interaction, making the cost of missing early
warning signals exponentially higher.
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3. Talent and Resource Constraints

Manual analysis of customer feedback is time-intensive and
inconsistent, requiring skilled analysts who are expensive to
hire and retain. This is in conflict with the reality that most CX
teams are facing pressure to do more with less.

The Conversational Intelligence Advantage

Organizations implementing VoC 2.0 enjoy sustainable competitive
advantages that compound over time. Here are a few that we see
teams benefiting from the most:

e Operational Excellence Through Complete Visibility
With 100% conversation coverage, organizations gain
unprecedented visibility into their customer experience delivery,
enabling better resource allocation and continuous process
improvement.

e Customer Satisfaction Through Proactive Intervention

Real-time intelligence enables organizations to detect sentiment
shifts before they impact satisfaction scores and anticipate
customer needs based on conversation patterns.

e Strategic Advantage Through Market Intelligence

Conversation intelligence provides unparalleled insight into
customer needs, competitive mentions, and emerging market
trends directly from customer conversations.
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Kapiche Feature Spotlight

Real-Time Analytics and Proactive Alerting

Kapiche's real-time monitoring analyzes customer conversations and
automatically flagging significant changes in trending data. This can be
customized to track changing sentiment, volume spikes in specific
themes, or emerging issues before they impact key metrics, moving
support teams from reactive to proactive customer experience
management.

Themes by CSAT

Problem identification |C

55.10 41.51

Request to speak with manager (F

Kapiche's Issue Spike Detection capability uses statistical analysis to
identify when conversation themes deviate from their normal ranges,
enabling immediate intervention. Instead of discovering problems
weeks later through survey results, teams can receive instant alerts
when customer sentiment shifts or new issues emerge.
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Our insights now feature as a
standing agenda item in
monthly Executive meetings,
highlighting key drivers,
trends, and actions. These
insights play a critical role in
product development, driving
problem and opportunity
identification and ensuring
customer input guides the
product launches.

Emma Wu
Head of Insights and Engagement, PEXA
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The Core 4 Pillars of VoC 2.0

Voice of the Customer 2.0 operates on four foundational pillars that
distinguish it from traditional feedback collection approaches. Each of
these pillars are embedded into Kapiche's way of operating, giving

teams maximum visibility into their support data.

Kapiche

Pillar 1: Al Enrichment Engine

Consistent intelligence methodology across all customer
touchpoints that feeds both strategic analysis and daily
operational workflows. This pillar breaks down data silos for
complete customer understanding, transforming messy
conversation data into structured, actionable insights.

Pillar 2: Unified Journey Intelligence

Complete customer truth that informs strategic decisions and
triggers immediate operational responses. Teams gain targeted
analysis and intervention capabilities at the moments that
matter most throughout the customer lifecycle.
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Pillar 3: Predictive Business Outcomes

See satisfaction and churn patterns before they impact
metrics, while automatically creating follow-up tasks for at-risk
customers. This moves organizations from reactive damage
control to proactive customer success through early warning
signals.

Pillar 4: Strategic & Operational Decision Support

Intelligence that drives executive strategy and daily team
operations simultaneously, ensuring insights translate into
measurable business outcomes across all organizational levels.
Product feedback reaches product managers, coaching
opportunities go to team leaders, and strategic insights inform
executive decisions.
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Kapiche Feature Spotlight

Analyze Cross-Channel Data

One of the most powerful capabilities of VoC 2.0 is the ability to
estimate customer satisfaction levels across your channels, without
depending on surveys alone.

Kapiche's cross-channel analysis capabilities enable you to analyze
data points like conversation content, sentiment, and agent resolution
quality to generate an estimated satisfaction score across customer
interactions.

Data Source

o (Top 2 Bax %)

4 @ Phone Support

Other

Whether feedback comes from a support call, chat session, or email
exchange, Kapiche's data normalization layer turns inconsistent data
into a format for unified analysis.
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Why This Matters:

e Consistent Theme Tracking

Follow customer issues regardless of how they're reported

¢ Complete Customer Journey Visibility

See how customer sentiment evolves across different touchpoints

e Agent Performance

Provide specific, actionable feedback to support agents based on
predicted customer satisfaction

These predictive capabilities enable support teams to intervene
immediately when customer satisfaction is at risk, rather than
discovering problems weeks later when it's too late to do damage
control.
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Your VoC 2.0 Implementation
Roadmap

Implementing VoC 2.0 isn't about replacing your entire customer
experience infrastructure overnight. The most successful
organizations take a phased approach that builds capabilities
progressively, demonstrating value at each stage while minimizing
disruption to existing operations.

This roadmap provides a proven framework for transitioning from VoC

1.0 to VoC 2.0, based on how leading organizations have successfully
implemented conversation intelligence at scale using Kapiche.

Phase 1: Foundation (Months 1-3)

Data Integration and Automatic Theming

Objectives

e Establish complete conversation coverage across primary
support channels
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Kapiche

¢ Implement Al-powered automatic theming to surface
initial insights

¢ Build stakeholder confidence through early wins and
clear ROl demonstration

Key Activities

[ Data Integration
Connect primary customer conversation sources (calls,
chats, emails, support tickets) to enable unified analysis.
Start with your highest-volume channels to maximize
immediate impact.

[ Automatic Theme Discovery
Deploy Al-powered analysis to automatically categorize
customer conversations without manual setup. This
immediately reveals conversation patterns and trending
issues that were previously invisible.

[] Baseline Establishment
Create performance baselines for key metrics like
conversation volume, theme distribution, and sentiment
trends. These baselines become critical for measuring
improvement in subsequent phases.

Success Metrics

¢ 100% conversation coverage across targeted channels

¢ Automatic identification of top 10-15 conversation themes

e 90% reduction in time spent on manual conversation
categorization

e Executive stakeholder buy-in for Phase 2 expansion
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Phase 2: Activation (Months 4-6)

Real-Time Monitoring and Alerting

Objectives

¢ Enable proactive issue detection and response

¢ Implement automated coaching and quality assurance
capabilities

¢ Expand insights distribution to operational teams

Key Activities

[0 Real-Time Issue Detection
Deploy Al-powered analysis to automatically categorize
customer conversations without manual setup. This
immediately reveals conversation patterns and trending
issues that were previously invisible.

[ Predictive CSAT Implementation
Begin generating satisfaction predictions for every
customer interaction, providing immediate feedback on
service quality without waiting for survey responses.

[1 Agent Coaching Automation
Implement Al-powered quality assurance that analyzes
100% of agent interactions and provides specific
coaching recommendations based on conversation
content and predicted outcomes.

Success Metrics

e 50% faster issue detection compared to traditional
reporting methods

¢ 30% improvement in first-contact resolution rates through
proactive coaching

e 25% reduction in customer escalations through early
intervention

¢ Agent satisfaction improvement due to more frequent,
actionable feedback
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Phase 3: Optimization (Months 7-12)

Predictive Analytics and Cross-Team Collaboration

Objectives

¢ Implement advanced predictive capabilities for churn
prevention and satisfaction optimization

¢ Enable cross-functional activation with product, marketing,
and executive teams

¢ Achieve complete VoC 2.0 transformation with measurable
business impact

Key Activities

[ Predictive Analytics Deployment
Implement advanced models that predict customer
outcomes based on conversation patterns, enabling
proactive intervention before problems impact business
metrics.

[ Cross-Functional Intelligence Routing
Establish automated workflows that route relevant
insights to appropriate teams—product feedback to
product managers, competitive intelligence to
marketing, strategic insights to executives.

[0 Journey Segment Analysis
Implement customer journey enrichment that maps
conversations to specific lifecycle stages, enabling
targeted analysis and intervention strategies.

Success Metrics

e 40% improvement in customer retention through predictive
intervention

e 60% reduction in time-to-insight for cross-functional
teams

e 20% increase in product development velocity through
direct customer feedback integration

e Measurable revenue impact from proactive customer
experience management
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Our Vision for VoC 2.0

At Kapiche, we envision a future where customer conversations
become the primary source of business intelligence.

Where support teams go from being reactive problem-solvers to
proactive customer experience managers. And every customer
interaction contributes to organizational learning and continuous

improvement.

Ready to Start Your VoC 2.0 Journey?

Don' let another quarter of customer conversations go unanalyzed,
while your competitors build sustainable advantages through

conversation intelligence.

REQUEST A DEMO
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