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¢ ‘ Define 1: Project CTQ’s
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A customer is the direct or indirect recipient of a product or service.  They decide whether its performance is acceptable.  
A CTQ is a Critical to Quality Characteristic. CTQs are the key measurable characteristics of a product or process whose performance standards must be met in order to satisfy the customer.  They link improvement efforts with critical issues that affect customer satisfaction.  
This Template provides worksheets the team can use to identify the Customer and determine the data they require in order to document the customer’s voice, known as VOC or Voice of the Customer.
Customer Segments Worksheet
Customer can be internal or external to the organization
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	Customer
	Internal/External
	Segments Description
	Priority for this project

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Customer Segment Data Collection Worksheet for Voice of the Customer
	Top Segments
	Questions/ Information to gather
	Source of Data: Existing or New?
	Notes & or method to gather information

	
	
	
	

	
	
	
	

	
	
	
	


Is the data you have gathered:

· Reliable

· Representative

· Of Sufficient Quantity?
Affinity Diagram organizes Comments into Themes 

Top themes with relevant comments 
    Theme 1 

Theme 2          
   Theme 3
   Theme 4
Comments
    Comments
   Comments
      Comments
Containment Plan Worksheet 

 Required when process of obtaining VOC identified a serious issue with your product/service.  If any of the below questions are TRUE, you require a Containment Plan.
1. Can your current process cause harm to the customer?
2. Will the current process impact your customer’s ability to deliver output?
3. Will the current process result in significant financial loss for you or your customer?
4. Will the current process cause a significant risk of losing the customer?
Describe the issue from the Customer’s Perspective:

Containment Action Plan

	Who
	What
	When

	
	
	

	
	
	

	
	
	

	
	
	


How will the effectiveness of the containment strategy be measured?

Target date for conclusion of containment strategy:
Your CTQ’s
	Voice of the Customer
	Key Issue(s)
	CTQ’s 
	Requirements for CTQ’s
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Prioritized CTQ’s (no more than Two CTQ’s per project)

1. CTQ =

Reason for this selection of top CTQ.

2. CTQ = 

Reason for this selection of top CTQ.
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