
Month: March

REPORT DETAILS


CSAT

94.8%


NPS

28.2%


Net Sentiment

28.2%


Total Calls

1709

Weekly VOC Performance Metrics:

Metric Week Trend Variation (%) Total Calls

CSAT W1 Positive 0.3 299

W2 Negative 0 240

W3 Negative -0.4 297

W4 Negative -2.4 110

W5 Positive 1.7 59

NPS W1 Negative -100 299

W2 Positive 300 240

W3 Negative -100 297

W4 Negative -100 110

W5 Negative -100 59

NetCustomerSentiment W1 Negative -50.1 510

W2 Positive 35.1 420

W3 Negative -27.8 478

W4 Negative -0.4 204

W5 Positive 62.7 97

VOC MONTHLY REPORT



Executive Summary

In March, customer experience metrics showed mixed results with CSAT remaining strong but NPS and Net
Customer Sentiment exhibiting declines overall. While CSAT held steady with positive feedback especially in
Claims & Incidents and Policy Management, NPS faced challenges driven by policy-related frustrations and billing
concerns. Net Customer Sentiment declined slightly, reflecting ongoing customer dissatisfaction in areas such as
Complaints & Risk Management and Billing & Payments. Focused improvements in communication clarity and
policy transparency are critical to reversing negative trends and enhancing loyalty.
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https://autoinsights.io/Projects/Play/5459267?key=2CCED029-257D-4EB8-B653-57E6021E78DB
https://autoinsights.io/Projects/Play/5459459?key=2D822202-F3EB-47E1-AF16-BB2E13F14DF2
https://autoinsights.io/Projects/Play/5458529?key=11C5397B-3EAC-452C-89EB-FAD51193ECB8
https://autoinsights.io/Projects/Play/5458171?key=263090F9-DDAC-47BE-AE24-5AE16DA5814B
https://autoinsights.io/Projects/Play/5458025?key=06074580-0F98-49D0-8FD8-A8B39A9602E4
https://autoinsights.io/Projects/Play/5458922?key=0C79C440-58D0-4FC1-9611-3CE896300AD9
https://autoinsights.io/Projects/Play/5457949?key=1A77FE29-D782-48B2-BD7E-136C1A76FD83
https://autoinsights.io/Projects/Play/5459056?key=E2A63260-AB40-4C03-A639-3987A48AF8FB
https://autoinsights.io/Projects/Play/5457991?key=6BFEDF5A-6356-425D-8C8E-FE4FE871D213
https://autoinsights.io/Projects/Play/5458168?key=A271A45C-A597-416F-92AD-B034365DD489
https://autoinsights.io/Projects/Play/5458253?key=40FBF2AC-0D8C-4875-8E6D-BABEB26DBAAB
https://autoinsights.io/Projects/Play/5458718?key=38EF1ABA-7D05-4FD0-9482-53A0DE962EF5
https://autoinsights.io/Projects/Play/5458525?key=3F338DA3-7055-4BE9-BC38-182E3E6FE276
https://autoinsights.io/Projects/Play/5459131?key=7E816FF4-D99D-46F9-8A6E-EABD13D4921A
https://autoinsights.io/Projects/Play/5459524?key=26A57B30-DBA9-4AAA-A32D-17DACF02C98D
https://autoinsights.io/Projects/Play/5458740?key=64CF79DF-E687-44D7-B519-4328AF9CA06D
https://autoinsights.io/Projects/Play/5458676?key=741AD4C6-BE57-4098-8F8F-A4AC91BD05A7
https://autoinsights.io/Projects/Play/5458671?key=F95ADB65-2A22-475E-8883-260D09FEC35A
https://autoinsights.io/Projects/Play/5458203?key=D687FB8D-59C6-4587-8FCB-0974916E7489
https://autoinsights.io/Projects/Play/5458481?key=B2AF12C9-5EAD-49B4-A308-F50ADC9ABD6D
https://autoinsights.io/Projects/Play/5459540?key=A41A0902-919D-48E9-BCF8-A3985AF0204D
https://autoinsights.io/Projects/Play/5458595?key=CAC2C696-1173-4C4D-B04F-03B3E3A87A18
https://autoinsights.io/Projects/Play/5459697?key=FAAD17D5-03E5-4B0F-9A47-05DE58231625
https://autoinsights.io/Projects/Play/5458076?key=91E60445-2DBA-4724-BF7E-C3A0C993BB20
https://autoinsights.io/Projects/Play/5459697?key=FAAD17D5-03E5-4B0F-9A47-05DE58231625
https://autoinsights.io/Projects/Play/5459468?key=209248D0-3FEB-4802-AE5B-1DA863134191
https://autoinsights.io/Projects/Play/5458072?key=2F006718-33D2-42C7-A3C1-FB8F1B379762
https://autoinsights.io/Projects/Play/5459590?key=37546A90-698B-4D86-BC29-31ADC2AB7631
https://autoinsights.io/Projects/Play/5459419?key=5BFEBBAE-0E81-43B3-9A4F-458598963913
https://autoinsights.io/Projects/Play/5458244?key=1B64C310-4E23-4AE3-A212-19B6129E38C3


Narrative Insight

Positive themes highlight customers’ appreciation for clear, helpful communication and efficient claim and policy
management, which drive satisfaction and likelihood to recommend. Conversely, negative themes reveal that policy
limitations, billing issues, and complaint resolution failures are key pain points undermining loyalty and sentiment.
Addressing these areas with improved transparency and empathy is essential to enhance overall customer
experience.

CSAT: Previous Month 94.6%, Current Month 94.8% and +0.2

NPS: Previous Month 32.2%, Current Month 28.2% and -4.0

Net Customer Sentiment: Previous Month 32.2%, Current Month 28.2% and -4.0

Top Topic Shift:

Previous Month: Claims, Customer Service, Servicing

Current Month: Claims, Customer Service, Servicing

Concise VoC Story

Customers love claims & incidents: "The agent communicated clearly, was helpful in guiding the
claim process despite delays."

Customers love policy management: "The agent was helpful in confirming no additional fees and
processing requests efficiently."

Customers are dissatisfied with complaints & risk management: "I will just suggest all the people
in my group that don't go for Carpeesh again because you guys are not helpful with the claim."

Customers are dissatisfied with billing & payments: "The billing dispute and payment overdue
handling left me feeling unheard and mistrustful."

Customers love billing & payments: "Thanks for your help, and thanks for answering all my
questions. You're great."

COMPARATIVE METRICS



1. Enhance agent empathy and communication training to improve complaint handling and reduce
customer frustration, aiming to increase NPS by 5 percentage points.

2. Implement proactive billing dispute resolution workflows to reduce payment-related dissatisfaction and
lower complaint volumes by 10%.

3. Develop a follow-up process for policy non-renewal cases to provide clear guidance and reassurance,
improving customer retention rates.

4. Strategic Recommendation: Invest in workflow automation and root cause analysis tools to identify and
eliminate systemic issues in policy management and billing, driving long-term improvements in customer
loyalty and sentiment.

RECOMMENDATIONS
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