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Introduction
Retail operates at a relentless pace. Between shifting prices, 
stacked promotions, seasonal changes, and rising expectations, 
uncertainty has become the constant. Against this, maintaining  
a consistent pulse on the customer is no longer just beneficial;  
it’s mission-critical for growth.

Most retailers already use planning calendars for core functions, 
such as finance and merchandising. Yet, the review of performance 
and customer feedback often remains reactive, leading to missed 
opportunities and issues being addressed too late. 

A VoC insights calendar can address this issue. It establishes a 
framework for when to examine data, what to look at, and what  
to do with it. 

It’s a plan that determines:

•	 Cadence: When results will be reviewed (daily, weekly, 
monthly, and around key events)

•	 Metrics: What data is needed (sales, traffic, customer 
feedback, operations)

•	 Action: How the insights translate into business decisions  
on assortment, pricing, promos, marketing, and overall 
customer experience
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Three Key Checkpoints

Daily, Weekly, Monthly
You don’t need 20 dashboards and a 50-page deck. Prioritize these three essential 
checkpoints to simplify the process and prioritize what’s most important.

Daily

Quick Health  
Check

Weekly

What Happened 
and Why

Monthly (or Quarterly)

Step Back and 
Adjust
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 Daily

Quick Health Check
Goal:

Catch issues early and fix what you can in real-time.

Look at:

•	 Sales and traffic - How does current performance compare  
to the plan?

•	 Basic conversion - Are people browsing but not buying more  
or less than usual?

•	 Customer “red flags” - Are there sudden drops in satisfaction 
or spikes in complaints about checkout, promotions, delivery 
promises, or in-store issues?

•	 Operational fires - Are there system outages, stock issues,  
or shipping delays?

If everything looks normal, you’re done. If something 
is clearly off, dig deeper to identify the root cause  
and resolution.
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 Weekly

What Happened and Why
Goal:

Understand the week as a whole and agree on concrete next steps.

For each week, bring together:

•	 Business performance - Sales, average order value, vs margin to plan, 
and vs last year, winners and laggards by key category or channel

•	 Promos and campaigns - Did this week’s promo or campaign actually 
move the needle?

•	 Customer feedback (VoC) - Any signs of confusion or frustration  
from customers? Did satisfaction or likelihood to buy again move up  
or down? What are the top themes in comments (ex., what helped,  
what hurt)?

•	 Operations - Delivery times, returns, contact center volume,  
common issues

Identify next steps for the following week, such as:

1.	 “Check if search filters are working correctly”

2.	 “Clarify promo messaging on site and in email”

3.	 “Fix this step in checkout that customers keep complaining about”
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 Monthly (or Quarterly)

Step Back and Adjust
Goal:

Connect performance and customer experience to bigger, cross-
functional decisions.

Once a month (or once per quarter), look at:

•	 Overall performance - Revenue and profit vs plan and compared  
to last year

•	 Customer behavior - Which categories, channels, or regions  
are driving results

•	 New vs returning customers - Which customers are returning  
and why

•	 Customer experience - How satisfaction and NPS are trending, 
key strengths, and key opportunities from feedback; benchmark 
performance vs. competitors for context

•	 Pricing and promotions - Which offers brought in profitable growth

Use this timeframe to make more informed decisions  
on what to prioritize, what to fix, and what to change  
in the future.
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 Pro Tip

Align with the Business Calendar
The VoC insights calendar should follow the same calendar the business already 
uses for planning and reporting, whether that’s standard months, fiscal periods, 
or another structure.

When everyone is looking at the same weeks and months:

•	 Year-over-year comparisons are clean and reliable

•	 Finance, merchandising, marketing, support, and CX are all working from a shared story

•	 Last year’s learning can be applied at the right moment this year

Don’t Forget Seasons, Holidays, and Big Events

Certain moments define your year: Holiday, Back-to-School, Summer or Winter, key sale events,  
and category-specific peaks.

Your insights calendar should lean into these, rather than treating them like any other week.
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Plan your event calendar in 3 stages:

2. During the Event

•	� Monitor simple daily views  
filtered to the event

•	 �Watch customer feedback  
for signs of friction

•	 �Site performance, wait times,  
out-of-stocks, missed 
expectations

•	 Be willing to adjust in real time

•	 �Tweak promotions, shift 
messaging, adjust staffing  
or inventory where you can

3.	After the Event

•	� Build a short event recap of:

	 –� What happened to sales  
and profit

	 –	 �What customers said about  
the experience

•	� Capture 3–5 key learnings:

	 1.	 What to repeat

	 2.	What to fix

	 3.	 What to avoid

1.	 Before the Event

•	� Agree on clear goals (revenue, 
margin, inventory, new customers, 
loyalty)

•	� Decide the key questions you 
want answered (e.g.: “Did we  
win more first-time buyers?”  
or “Did we grow gifting vs  
last year?”)

•	� Confirm how you’ll measure 
success:

	 –	� Which weeks or days count  
as the event

	 –	 �What you’re comparing  
against (last year’s event, 
similar events, or both)

•	� Set up your feedback program 
(e.g., new surveys or adding  
to existing) to capture event-
specific issues like shipping 
expectations, gifting, store  
traffic, etc.
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Getting Started
You don’t need complex tools to get started. Pick the calendar your business already uses, define a simple set of metrics, establish 
a consistent cadence, and set clear goals. Over time, your insights calendar will help establish a consistent, shared approach to 
turning data and customer feedback into informed decisions.

A Smarter Way To Check in on Your Business

Essentials Checklist

Daily
Quick health check,  
fix critical issues, track 
significant actions

Weekly
One-page view of 
performance + customer 
feedback, with 3–5  
actions for next week

Monthly/Period
Deeper look that connects 
results and customer 
experience to overall 
business performance  
(e.g., assortment, pricing, 
promos, and investment 
decisions) 

Seasonal/Events
Give big moments extra 
attention: plan before, 
monitor during, recap after
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Use This as a Starting Point and Adapt the Language to Your Business

Quickstart Checklist

Align with the Business Calendar
Confirm which calendar the business uses (months, fiscal 
periods, etc.) and use that to align with your VoC insights

Map Key Seasons and Events

Plot major moments such as holidays, back-to-school, 
 and key sales periods onto that calendar

Decide Who Owns What
•	 Who pulls the data

•	 Who reviews the customer feedback

•	 Who runs regular reviews

•	 Who tracks follow-ups

Agree on a Short List of Core Metrics
•	 Sales, traffic, conversion, margin

•	� Customer experience metrics (like satisfaction or NPS)

•	� A few operational indicators (delivery times,  
contact volume, returns)
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/ We Can Help

Build Authenticity  
and Trust With Verified  
Customer Reviews
Deepen customer trust at every stage of the shopping journey  
with ratings & reviews tools that help you to:

	 	 Build trust with consumers

	 	 Syndicate reviews across Google, Yahoo, and Bing

	 	 Stand out with review verification

See how Bizrate Insights can work for you at  

bizrateinsights.com
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