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Reliable Data Is Key! 
Avoiding Common Survey Mistakes
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Agenda - The Dirty Dozen

Ç Typical mistakes made in 

ïProgram formulation

ïQuestionnaire design

ïSurvey administration

ïé MANY made by professionals 

(Two)
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Mistake #1

Ç Excerpt from letter to VP Operations, drugstore.com
ï In our first order ever with you, I bought a number of items.  

Processing was fine.  Response to some questions of mine via email 

was excellent.  The orders arrived timely.  Notifications were fine.  

ïBut your packing process leaves a lot to be desired.  All the items 

were just tossed into a box and a few air packs were put in.  Thatôs 

it.  No protective packaging of the individual contents.  We bought a 

bottle of body wash.  It leaked in the box, making a nice sticky mess.  

It wasnôt enough of a leak to make us want to return the order, but 

enough to make us question whether we will place another order 

with you.  

Why did I write this letter?

have to
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Mistake #1

Response from the VP Operations at drugstore.com
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Mistake #1:

They view Customer Retention as a function 

solely of marketing promotion!

Response from the CEO at drugstore.com

Not Recognizing Need to Solicit Feedback
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Behavioral Impact of 

Service Recovery

Likelihood of Repurchase

Problems > $100
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Source: TARP, 

Arlington VA 

research company. 

Used by permission.

-- Of Those Who Complained --
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Sample is 
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generated from 
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What is a Scientific 

Survey Process?

Design & Administer 

Instrument to a Sample

Generalize Results 

to the Population

Instrument Validity + Administration Accuracy = Reliability

Analyze 

Sample 

Data
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Mistake #2: Merging Data from Two 

Different Questions Into One
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It took me 20 minutes and over 

40 screens to take a ñbrief store 

visit surveyò when I bought 

one 98 ¢ item.  

After asking about my store 

experiences, they then asked 

me what stores I shopped in, 

what percent of purchases I 

made in each store, next year 

where I do expect to shopé

Mistake #3: Merging a Transactional & 

Relationship Survey
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4. Overuse & Misuse 
of Open-Ended 
Questions

Mistakes 

# 4, 5 & 6

6. A Burdensome design: 

Respondent,  

Administrative, 

Analytical

5. Measuring 

Importance on a 

Rating Scale
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Mistakes #7, 8, & 9

ÇA survey conducted in my home towné

8. Poor instructions on how to show response

9. Questions that do not generate actionable data

7. Double-barreled question
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Please rate your satisfaction 

with each of the following: 
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Overall satisfaction with this 

experience  Ã  Ã   Ã   Ã   Ã  

Receiving a warm and sincere 

greeting upon arrival  Ã  Ã   Ã   Ã   Ã  

Staff greeting you by name  Ã  Ã   Ã   Ã   Ã  

Staff remembering you as a 

regular guest  Ã  Ã   Ã   Ã   Ã  

Timeliness of check-in   Ã  Ã   Ã   Ã   Ã  

Ability of the staff to 

anticipate your needs  Ã  Ã   Ã   Ã   Ã  

Cleanliness of the guest room 

furnishings  Ã  Ã   Ã   Ã   Ã  

Receiving a fond farewell 

when you checked out  Ã  Ã   Ã   Ã   Ã  

Did you experience any problems during your stay? 

Yes  Ã          No   Ã      

If you reported any problems, 

how satisfied are you with the 

resolution  Ã  Ã   Ã   Ã   Ã  

      

Comments: 

 

 

      

 

Mistakes #10 to 13

10.Confusing wording

Excerpt from the Ritz 

transactional survey.

11.Ambiguous wording

12. Incomplete response 

options

13.Loaded language
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Mistakes

#14-17

14.Demanding 
demographics

15.Scales that 

arenôt interval

16.Questions 

not worded 

to the scale

17.Not 

conducting a 

Pilot Test


