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When you get to general questions, use them as the basis for branching off into specific questions dependent upon 
how they responded in the general questions. Doing so requires using skip patterns and branching logic, tools that 
can be applied easily in a good online survey software platform.   

After specific questions, you can delve into demographics and firmographics. Use demographic and firmographic 
questions to profile respondents and their organizations. This will enable you to cross-tabulate and compare 
subgroups. Place these near the end of the survey as they are tedious and intrusive. Pre-populate from CRM systems 
where possible, so that information can be updated rather than re-entered. 

Finally, ask for any final comments about any aspect of the survey or its topic. Ask for permission to follow-up with 
them about their answers, and prompt them if they have an issue they want to be contacted about.

 
 

The 4th Habit: Order Questions Logically
An “inverted pyramid” approach to question order can help ensure 
the effectiveness of your survey. Begin with screening questions.  
Conventionally, screeners route people out of a survey depending 
on answers to initial questions. You have their attention; skip them 
out to another survey instead if they are not a fit for the survey 
underway.  Otherwise they get the impression their feedback isn’t 
valuable.  
 
After your screening questions, open-ended questions are a good 
next step. Start with essay questions such as “What, if anything, do 
you like about…?” or “What, if anything, do you dislike…” Capture 
their views in their own words before biasing them with your later 
questions.

   

The 5th Habit: Write Objective Questions 
Remember the adage “Garbage in, Garbage out”. Poorly worded 
questions will lead to suspect results and erroneous conclusions.  
Respondents should not be able to determine where you stand on any 
topic, so use nonjudgmental wording and choose neutral terms.  Don’t 
ask leading questions such as “What do you like about your service?” 
but instead ask “What, if anything, do you like…?” 
 
Remove any ambiguity in your questions. Ask one item at a time, 
rather than using confusing questions like “How would you rate our 
price and service?” Make sure to avoid industry jargon.  Write from 
the respondent’s perspective and not your perspective. Have others 
proofread your questions for clarity, and consider pre-testing your 
survey with a segment of your audience. 

The best practices for writing scales have been thoroughly researched.  
Respondents prefer fully labeled scales; they have greater reliability and 
validity. Five- and 7-point scales have the greatest reliability and validity 
but 10- and 11-point scales are popular. Where possible use standard 
scales rather than writing your own. Numeric values alter the meaning of 
labels and should be avoided.
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The 6th Habit: Shorten the Survey 
 
The shorter the survey, the better the response rate, as the graph below proves out. 
 
 

Tips for keeping your survey short include the following: 

•	 Keep your focus – Remove questions that don’t directly address the goal of the survey.

•	 Ask only the most important questions – A common research tactic is to have three similar questions on 
a similar topic; just use one.

•	 Don’t ask esoteric questions – Cut questions that make distinctions only apparent to those within your 
organization.

•	 Don’t set false expectations – Remove questions that raise issues that can’t be addressed (for 
customers, free services; for employees, extended vacation time).

Also, do what you can to shorten the survey from the respondent’s perspective: 

•	 Skip respondents past sections that don’t apply – Don’t subject respondents to surveys about products 
or services they don’t have or can’t have.

•	 Import answers – Use CRM data to pipe in answers to “hidden questions”.

•	 Randomize displayed sections – For less important sections, randomly display only one section to each 
respondent.

•	 Break the survey into multiple questionnaires – Maybe questions around different target groups are so 
different that they are best served with different questionnaires!
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The 7th Habit: Close the Feedback Loop
Your respondents contribute because they value their relationship with you and they want to see you improve.  
Explain what you’re using the data for and share your data with the relevant communities. Identify actions you’re 
taking as a result of survey. Consider using web seminars, video conferences and meetings to share data.  Use this 
approach to stimulate additional participation and ongoing feedback. For ongoing feedback, consider implementing 
an online community. Finally, use the survey alerts and e-mail triggers available in better survey software platforms to 
improve satisfaction by taking corrective action.   

The 7 Habits:

As a recap, here are the seven practices to consider if you want to make your surveys more successful: 

Focus on a Goal1.	
Survey the Right Number of People2.	
Craft Your Invitation Carefully3.	
Order Questions Logically 4.	
Write Objective Questions5.	
Shorten the Survey6.	
Close the Feedback Loop7.	

For a more detailed treatment of each of these seven practices, please download our ebook, Survey Software Success. 

A central element to practicing these seven habits across your organization is the adoption of an enterprise feedback 
management (EFM) survey platform.   

Vovici helps organizations achieve these benefits because we provide a single enterprise feedback platform that 
uniquely combines:

•	 Online surveys that allow you to quantitatively measure attitudes and opinions in order to make business 
decisions

•	 Proprietary panels and online communities which allow you to hear customer sentiments and attitudes

•	 Advanced business intelligence capabilities that allow you to easily analyze, report and distribute 
information critical to your business

The Vovici platform unifies these capabilities through a powerful database that links profile data and survey data so 
that you can get the insight you need quickly, efficiently and at much lower cost than existing methods. 

To learn more, please contact a Vovici sales representative at sales@vovici.com or 1-800-787-8755.


