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Thank you for being here!
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Surveys! What Are They Good For?

Absolutely Something
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If you cannot
measure It,
you cannot
Improve It.

LORD KELVIN
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b
ﬂ {th ask your

target market

Google Consumer Surveys

Toluna. qualtrics

TypefOrm In touch with people
QuestionPro,
d @
liaskia n
VO/’e CO software for surveys

Checkbox SurveyMonkey

¢y KINESIS | SURVEY

NS

“) LimeSurvey




We hate to get surveys
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The shorter the better

HAVE A SINGULAR FOCUS

Keep the number of research objectives to a
minimum.

O

USE QUANTITATIVE QUESTIONS
Open ended text response questions make the

NO LONGER THAN 10 MINUTES TO TAKE

Fewer Questions = More Responses + More
Completes

©

WWW.curioresearch.net

survey longer and more taxing on the respondent.

https://pixabay.com/p-161539/




Mobile First

44% of SurveyMonkey surveys were taken on a mobile device last year”

*SurveyMonkey European Survey Research Association 2017 Presentation
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Do you really need
to ask that? Really?
Are you sure?

If you knew this information, what would you do?

a href="https:/www.flickr.com/photos/7342411@N02/4865201576/



Make all questions tweet”
length questions

Simply stated. Direct. Clear. Jargon free.




Be friendly
Not formal
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Help respondents give you
correct answers
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Help Respondents Be ®
Accurate

« Make answer options exhaustive

- Think about and do some research to

give respondents every possible option
« Consider the ranges you offer carefully

- Respondents will interpret the ranges
you give as typical of the population

- Below average, average, above average

 Don’t expect respondents to remember
anything

oreseargh.nga;'ive SpeCiﬁ CS



.com/p-1955257/

Help Respondents Be @
Accurate

o Offer an opt-out
- Other, None, Not Applicable
« Let people enter in their own answer

- Other

e Only use this if you actually plan to
use the data

oresearch.net



Do not make questions
required
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Basic Survey Question

Do you have a nhon-human companion?

O Dog
O Cat

WWW.curioresearch.net



Basic Survey Question

What kind of pet do you have?

O Dog
O Cat

WWW.curioresearch.net



Basic Survey Question

What kind of pet do you have?

O Amphibian

O Reptile
O Rodent

O Other
O | don't have a pet

WWW.curioresearch.net



Basic Survey Question

What kind of pet do you have?

] Dog

[1 Cat

Amphibian
Reptile

Rodent

Fish

Bird

Other

[ | don't have a pet

WWW.curioresearch.net




Basic Survey Question

What kind of pet do you have?

] Amphibian

[0 Reptile - RANDOMIZE
[ 1 Rodent .

O Other - ANCHOR

] | don't have a pet

WWW.cueoresearch.net




Basic Survey Question

What kind of pet do you have?

] Dog
[1 Cat

Amphibian
Reptile

Rodent

Fish

Bird

Other

[ | don't have a pet

Short question /
Plain language J

Exhaustive answer options J
Allows multiple answers /

Randomized and Anchored J

v

It's not mandatory

WWW.curioresearch.net




Basic Survey Question

Do you have a non-human companion?

L] Dog

[1 Cat

Amphibian
Reptile

Rodent

Fish

Bird

Other

] | don't have a pet

WWW.curioresearch.net
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Scales

o—O00—0—0—0

Very Dissatisfied Dissatisfied Neutral Satisfied Very Satisfied

WWW.curioresearch.net



Scales

o—0—0—0—0

Very Dissatisfied Dissatisfied Neutral Satisfied Very Satisfied
@ @ @ @ @ @ @
. Ve.ry. Dissatisfied Somewhat Neutral Somewhat Satisfied \{ery
Dissatisfied . L o Satisfied
Dissatisfied Satisfied
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Scales

o—0—0—0—0

Very Dissatisfied Dissatisfied Neutral Satisfied Very Satisfied

9 & - & — — 9
. Ven.ry. Dissatisfied Somewhat Neutral Somewhat Satisfied V.er}/
Dissatisfied . o o Satisfied
Dissatisfied Satisfied
@ @ @ @ @ @ @ @ @ @
Very Dissatisfied Dissatisfied Somewhat  Neutral Neutral Som.eV\./hat Satisfied ~ Satisfied Very
Dissatisfied Plus Dissatisfied Negative  Positive Satisfied Plus Satisfied

WWW.curioresearch.net



Very Dissatisfied Dissatisfied Satisfied Very Satisfied

@ @ @ @ @ @
Disszetirzﬁe q Dissatisfied Somewhat Somewhat Satisfied Sa\t/iilr‘?/e 4
Dissatisfied Satisfied
@ @ @ @ Qe @ @ @ @ @
Very  Dissatisfied Dissatisfied Somewhat Nz cutral  Somewhat  Satisfied  Satisfied Very
Dissatisfied Plus Dissatisfied tive  >atisfied Plus Satisfied
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Neutral is a valid answer
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Good scales are:

e Likert/Odd numbered

 Balanced

- The same number of positive
and negative options with a
neutral option in the middle

e Vertical
- Mobile first
 Labeled

WWW.curioresearch.net
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Scale Question

Please rate your level of satisfaction with this conference:

o 0>0——0—0

Excellent Good Decent Poor

WWW.curioresearch.net



Scale Question

How is the conference going so far:

o 0>0——0—0

Excellent Good Decent Poor

WWW.curioresearch.net



Scale Question

How is the conference going so far:

00— 0—0

Poor Decent Good Excellent

WWW.curioresearch.net



Scale Question

How is the conference going so far:

o-—O0—-0>—0—0

Poor Decent Neutral Good Excellent

WWW.curioresearch.net



Scale Question

How is the conference going so far:

- 0—-- 00— 00—

It’s really It kind Neutral It's pretty I’m having a
bad of bad good great time!

WWW.curioresearch.net



Scale Question

How is the conference going so far:

I’m having a
great time!

O It's pretty
good
O Neutral
O It kind
of bad

O It’s really
bad

WWW.curioresearch.net



How is the conference going so far:

I’m having a
great time!

O It's pretty
good
O Neutral
O It kind
of bad

O It's really

bad

Scale Question

Short question /

Plain language /
Neutral option /

Likert Scale /
Balanced scale /

v

Vertical

WWW.curioresearch.net




Scale Question

How is the conference going so far:

I’m having a
great time!

It's pretty \\WWi)?
good 4 1y T

Neutral

It kind ' - |
of ba -‘ " T
LA ’ Rl LS - .f'.'.' .‘.-' 0
1 = ot : et o Y 5 .
- . SRR BT AT
3 . : - . ;

It's really
bad

O O O

WWW.curioresearch.net https://www.flickr.com/photos/47823583 @N03/8508102188/
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Strongly Strongly
Disagree N/A

|

5%
2

The information about how to use
Mobile Banking is helpful

Mobile Banking s available when |
need it

The Mobile Banking pages load quickly

Mobite Banking makes managing my
financeas aasier

i feel confident about finding my way
around in Mobile Banking

My account information is updated
quickly in Mobsile Banking

Mobite Banking 15 secure

The amount of account history
available in Mobile Banking is sufficsent

1 am able to sasty transfer funds using
Mobile Banking

The response time of Mobile Banking
on my mobile device meets my
expectations

My account balances in Mobile Banking
are accurste

It is aasy to complete tasks using
Mobile Banking

1 was able to find the information | was
looking for using Mobie Banking

My account information in Mobde
Banking is easy to understand

o (o [0 o] hodl ol lol D ol o [0l b ol O
0000 O 0 0000 000 O -
O OO0 O O0OOOOOOO0 O =
0000 000000 000 o -
O OO0 O O0ODODOO OO0 O @
O 0O 00O O 0O OO0 O OO0 O «
000 0 0 000006 000 o -
O 0O 00 O 0O0OOO O O0O O «
O OO0 O OOOO O OO0 O »
G o)l o 000006 800 0

Ol 0! ol ol ol ol0 O 6 00 0 o

www.curioresearch.net
://cdn2.content.compendiumblog.com/uploads/user/b8bbc9ab-67b1-4a8e-ac5¢c-5811daa967bd/1bfbf295-292e-4b39-a40d-a3fed11a5f1e/Image/31dd75016b423826eca4861f3d6f73f1/1grid.jpg



Bias Is real

Agree or Disagree?



https://unsplash.com/photos/VKxWJlA_q6I?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/search/photos/illusion?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

Respondent Biases

Know your enemies
Acquiescence Bias Desireability Bias

We just want to get along with . We like appearing better than we
everyone by being agreeable. Even . actually are.
people we've never met. .
AVOID ) AVOID
Questions Involving answers . Asking people to recall
such as: : their own consumption
Yes/No . habits. Find actua
: usage or purchase data

& Agree/Disagree

True/False

INnstead.

WWW.CUrioresearch.net



Researcher Biases

Know your enemies
Sampling Bias Research Bias

Word questions to be
as neutral as possible

Demographic Quotas

Random Elements:

Random number generators Obtuscate your purpose

The sample for the survey doesn'’t . The point of view of the researcher
reflect the population being . interferes with the objectivity of the
researched. . research.
USE : USE

Red Herring answers

ice

WWW.CUrioresearch.net
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Neutral Question

Do you use Gmail?

O Yes
O No

WWW.curioresearch.net



Neutral Question

Which of these email services do you use?

O Gmail
O Hotmail
O Yahoo! Mail

O Outlook

O | have my own email server

O | don’t use email

WWW.curioresearch.net



Neutral Question

Which of these email services do you use?

[] Gmail

D Hotmalil
D Yahoo! Mail
D Outlook

D | have my own email server

I'11 don't use email

WWW.curioresearch.net



Neutral Question

Which of these email services do you use?
[ ] Gmail
D Hotmalil
[ 1 Yahoo! Mail
D Outlook
'] FantasticMail
[ 11 have my own email server

I 11 don’t use email

WWW.curioresearch.net



Neutral Question

Which of these email services do you use?
[ ] Gmail
D Hotmail
I 1 Yahoo! Mail

D Outlook
I ] FantasticMail

RANDOMIZE

D | have my own email server

ANCHOR

I'11don't use email .

WWW.curiores@arch.net



Neutral Question

Which of these email services do you use?

[ Yahoo! Mail
D FantasticMalil
[ ] Gmail

[ ] Outlook

I'1 Hotmail

[ 11 have my own email server

11 don’t use email

Doesn'’t lead J

Plain language \/

Data quality red herring \/

Allows multiple answers \/
Randomized and Anchored \/

It's not mandatory \/

WWW.curioresearch.net




Neutral Question

Which of these email services do you use?

I ] Outlook

11 have my own email server
[ ] Gmail

I 1 Yahoo! Mail

I 1 Hotmail

[ 1 FantasticMail

| don’ mail
O n t u S e e a I https://www.flickr.com/photos/meme_tn/6878030444

WWW.curioresearch.net



Incentivize


https://unsplash.com/photos/1jbxXN4OkMM?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/search/photos/money?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

Incentives

Not necessarily difficult or expensive

METHODS

‘ Online gift cards, account credit, random prize
drawing, charitable donations... Get creative!

BETTER RESPONSE RATES
Mitigates non-response bias for better results.

DEMONSTRATES RESPECT

ﬁ Shows you understand the value of
respondents’ time.

WWW.curioresearch.net



Open with gratitude
Close with gratitude
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Fig-Mourning-Angel-Sculpture-Gratitude-Consolation-1990440.jpg

BE GRACIOUS

Thank respondents for their participation at the
opening and the closing.

le

BE TRANSPARENT

Tell them how the data will be used. Improve a
product? Help a non-profit? Inform sponsors?

=

=
=
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==
et
==
=
==
==
==
==
==
==
==
e
= =
= =

\\\\\\\\\\

AN

BE GENEROUS

Offer to share the results of the study with them
when it's over.

BE OPEN

Present a final open end so they can share
something you might have missed.
3o .r;— w:\-\‘l\;hf;wv}‘x? :

" Q%w’!x\
oo g ‘_‘,‘o“b\M*‘? \i
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Usability Testing

https://www.flickr.com/photos/raphaelquinet/513352193



Usability Testing

Simple goals, simple process

SIMILAR TO UX USABILITY TESTING

Conduct a cognitive interview with a member of
the target population.

Someone unrelated to the project will do in a pinch.

COGNITIVE INTERVIEW

Have test respondent walk you through their
thought process.

 Did they understand the questions?

o Did they offer other suggestions?

—al

« How long sis it take them to complete the
survey?

N
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Pilot Study


https://unsplash.com/photos/W1FheOplgck?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
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Pilot Study

A dress rehearsal for your survey

DEFINITION
A pilot study Is like a dress rehearsal for your survey .

TEST DEPLOYMENT
e Recruiting process ¢ Completion rate

e |nvitation e [ncentive fulfillment

e Response rate

TEST RESULTS
o Odd answer patterns

e To many ‘other’ answers

* Frequently skipped questions

 [Ime to complete



https://unsplash.com/photos/CpUgwcQn_SA?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
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Respondent Sources

Where are they coming from?

@ INTERNAL

Avolid glving your customers survey < 8 a THl:E T W S X e ﬂ
fatigue. Track how often they get » W g SE N NY e Al A
SUrveys. ' LI RN | - B e LA
EXTERNAL

Ask the provider about their
quality controls:

CAPTCHAS?
* Proxy server detection?

Geo-|P validation?

Other authentication measures?

' ‘ higpsiovww.flickrcom/photos/guiguibu91/2889883615
c \ . 2 & N :
w N 4 e P . J - ™ &




How many respondents do you need?

Cl For Sample Statistic| Margin of Error Use When
Population _ +z" O X1s normal, or n> 30;
mean (p) X Jn o known

Population _ it,:_l S n< 30,

mean (y) % Jn and/or o unknown
Population - . |[p(1-p) - -

. —p)>
proportion (p) P £z \/ n np, n(1-p)210
Difference of two _ 5 5 Both normal
population means X1 = X2 +z* |91, 02 distributions or
(u,— 1,) n n n,, n, > 30;

0,,0, known
Difference of two _ (n,—1)sZ+(n,-1)sZ | N, n,<30;
population means Xy = A2 -’"n“'z-z\/ n,+n,—2 and/oro =
T o, unknown

Difference of two
proportions (p, — pz)

. \/ﬁl(l—ﬁl)gz(l—ﬁz)
n, n,

np,n(1-p) =10
for each group

WWW.curioresearch.net
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Sample Size Variable Definitions

Don’t be scared, it's not that bad

2 BABULATION @/‘ CONFIDENCE,  MARGIN OF

[ J
T LEVEL (CL) ERROR (ME)
The total number of people The probability your sample The range, as a percentage,
in the group you are trying accurately reflects the that your population's
to study hopulation you are studying. responses will deviate from

the answers of the sample.

The number of users of your

product 95% is the industry standard 5% is the industry standard

The number of women in the
US between the ages of 25 -
34 with college degrees

WWW.curioresearch.net



How many respondents do you need?

My user base is 425. How many survey responses do |
need for a 95% confidence level and a 5% margin of
error?

https://qualitypursuit. wordprageohyapgtiGigie@re search.net



How many respondents do you need?

My user base is 425. How many survey responses do |
need for a 95% confidence level and a 5% margin of
error?

WWW.curioresearch.net



How many respondents do you need?

My user base i1s 500,000. How many survey
responses do | need for a 95% confidence level and a
5% margin of error?

WWW.curioresearch.net



How many respondents do you need?

My user base is 500,000. How many survey
responses do | need for a 95% confidence level and a
5% margin of error?

WWW.curioresearch.net
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How many respondents do you need?

My population size is about 5,000,000. How many
survey responses do | need for a 95% confidence level
and a 5% margin of error?

WWW.curioresearch.net



How many respondents do you need?

My population size is about 5,000,000. How many
survey responses do | need for a 95% confidence level
and a 5% margin of error?

WWW.curioresearch.net



The magic sample size Is

400


https://unsplash.com/photos/PUvPZckRnOg?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/search/photos/magic?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText



https://unsplash.com/photos/ejpzqDLBFiA?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/search/photos/invite?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

©

PERSONALIZATION

Auto-populate with
names and titles.

S

CHANGE THE MESSAGE

f the first message isn't
getting enough
responses try another.

Invitation Tips

BREVITY

Keep it short and
to the point.

BE CLEAR

Provide step-by-step
Instructions.

WWW.curioresearch.net
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CHANGE THE MEDIUM

ry snail mail, email,
text messages...

BE TRANSPARENT

Tell them how the
information they give
will be used.






https://unsplash.com/photos/h8mXDW2XniI?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/search/photos/call?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

Monitor Your Progress

Response I How may respondents are taking
Rate your survey?

Completion How many respondents are
Rate completing your survey?
Bounced I Strike them from the list
Emails '

Any critigues from respondents on

yvour survey? Do they have a point?

How often should you send out reminders
about taking the survey to non-responders?

WWW.curioresearch.net



the Data

Analyzing

M_///////V/,. SR SUNNAA

-
o

=

L

7/‘856291 71671f9¢2_b.jpg



Have a data analysis plan

What are your
objectives for the data?

Additional data analysis?
Conjoint? Regression? Text
analytics?

WWW.curioresearch.net

What variables do you want
to use in your cross tabs?

Will you need special
software to run the
analysis?




@

Clean Your Data

@ REMOVE
e Extreme outliers

« Respondents who didn’t answer
all of the questions

e Respondents who used red
Nerring answers

e Respondents who straight-lined

ASSESS

Do you still have the sample size you
need? Yes? Go on to the analysis.

No? Only remove the worst 20% of the
Iy responses or get more respondents.




What does standard deviation mean?

Low Number High Number

/\

Homogeneous Data Heterogeneous Data

WWW.curioresearch.net
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Top 2 Boxes/Percent Positive

Analyzing scale data

« When analyzing scale data calculate the percentage of respondents that chose the top
2 boxes

- 5 point scale = top 2 boxes

- / point scale = top 3 boxes

It's really bad It's kind of bad Neutral It's pretty good L haV|.ng 8
great time

Responses 1 24 19 59 78
% of Total 0% 13% 11% 33% 43%
Top 2 Boxes 76%

WWW.curioresearch.net



Top 2 Boxes/Percent Positive

Graphing scale data

How is the conference going so far?

0% 25% 50% 75% 100%

B Negative/Neutral B Positive

WWww.curioresearch.net
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Key Takeaways

Yes, take a photo of this slide

| Surveys are a UX problem you can solve.
| Keep it short. 10 minutes or less.

| Make them mobile first. Vertical. Concise. Abandon grids. Limit open ends.

| Make all scales balanced Likert scales. 5s or 7s. Analyze using Top 2 (or 3) boxes.
Have a plan for the data before you write the survey.

| Incentivize. Incentivize. Incentivize.

| Use a sample size calculator, but 400 is the magic number.

| Test vour survey and rehearse deployment.

| Clean your data before analysis. What are you doing to ensure data quality?

WWW.curioresearch.net






Further Reading

Internet, Mail, and Questionnaire Design People Are Not Robots
Mixed-Mode Surveys lan Brace Annie Pettit, PhD
- The Tailored Design
Method

Don A. Dillman, Jolene D.
Smyth, and Leah Melani
Christian
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Online Sources

NewMR Annie Pettit, PhD Jeffrey Henning Ray Poynter

Hashtag #NewMR Twitter @Lovestats Twitter @JHenning Twitter @RayPoynter
Twitter @NewMR News
Youtube “NewMR Videos”

WWW.curioresearch.net
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THANK YOU

CurioResearch.net

@Curio Research

FORTHE
Q PLANET



https://unsplash.com/photos/yD5rv8_WzxA?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/search/photos/data?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

