-
uSmisnusavi Kuda 3
MSIASIKASUOUMSIATYDIVNIV
mssSuWoidavanm/Midduladruds

VOC & VOS

InaunAauMWAISAaw tWamsandumsnulan
(Education Criteria for Performance Excellence : EJPEX)
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tneurt EAPEx WumsuitnsurivaaSadaunmisinw (Baldrige Excellence Framework for
Education) uUsuldl&ikunzAuvusunuavaaudnwlngiWelkamuuldwouunnsuskisvanisla
aghvdatliovdnnululdadva:ans:aunmswaunaunwmMsAnsgavamuUuLazuavus:=INATA
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ineunl EAPEX asuwavikamuuussatthkuigusuusowaawstiaztwudanduaiuisaluns
WivduavAnsildsusivialdaasafoavAnsnlasunssaususnduduuuus:auus:inAyay
aksgolwsmua:mnmsnovAnsikadldudvlunudUfauanduldanukudemudu « ag1va3w
uvriikevAnsTuduuInauIsathluWwauunvuudnwmsditldunsua:nadawsdonadcdams
laulavoviAsygAdudvUs:IinALlazlan

lnaun EdPEx nad:ls

lneuri EAPEX Wutneurinlusmikuadsdidunisindavrinegiols (Nonprescriptive)
Ineurit3vanusatasuwavikanituyavniuussatthkung Usuusowadwstazudoauld
J1uAQuavineurl EAPEX uimamdguuazuudaakdn Gousznaudligadnuiiouas
wadnssudv q AdAyntRuldanavAnsAinanisdildumsnlaaldu

Inaun EdPEX Us:AduQ28 7 Kudanadny
aamisusKisdamisuavaauudviaun
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Jaaus:davaA
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KUDQUATKIYIMV §]  A:lUU  Kuda 3 anA
I.msthavfins 115 (Customers) (85 a:zuuu)
2.nagns 90
3.anm 85 tukudaanA 38MsAaMUUASIVANUKAWUAURISEU
4.A1S30 MS3IASIK LazMSIANSAIUS 90 uazanAndudu tWanduduSragvdalion souRLIS
5.una1ns 85 MsRamUusSUWLRISoULazanAndudumKkuans
6. msufuams 85 YOMNSANL 398 LLazuSASsY lvT'lamauaua\)ﬂ:nup_no
7. Waaws 450 KIVUAzaSIANINTUWUSAUKISEULLAzgnAMNdUdUlU

Szgzg1) @Suasivdszaunisaindlignm

ATLLUUUSION

1.AIWAKIVYDVNA (Customers Expectations) :
anUud3smsogvlsiunIsSuRNLRISoULazan AU U
uazhkuamMssaMsAnL 398 LazUSNSY WD MU
auavAUADYNSUAVHISHULIA:aNAINAUBU
(40 Azuuu)

2. ANUKAWUYavanm (Customer Engagement) :
aauuibssmsagvlsilunisasivanuduwusiaslasuy
agwus:aumsaivaviBoullazanAngudu

(45 A:lluu)
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’%I INFORMATION

Listen
Gather Data
What do they want, how
do they behave, what do
they look like ?

VOICE OF
THE
CUSTOMER
(VOC)

Action
Implement
Who should do what, by
when, with what goals and
contrals ?

Consider
Choose a way forward
What are the different
routes we could take which
will deliver us most for less

Understanding the
Voice of the Customer (VOC)

L
By ffing ke e oblen
R !

Steps in the Voice of the Customer (VOC)

—{3)

 Satifarion serveys

www.impgroup.net

Impression Training

[

Learn
Analyze data
What drives them, how
can we group them ?

benjawan@impressionconsult.com

081-1048424/02-921792 #12

“

G =
Kanmsua:nqui

® 0

Malcolm Baldrige National Quality
Award: MBNQA
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Impression
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Anm Tiagrzinszuaunisuazdasnenisiulades
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runsilszgunauean (Focus Group)
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