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Agenda- The Dirty Dozen

" (Two)

¢ Typical mistakes made in
I Program formulation
I Questionnaire design
I Survey administration
ie MANY made by professi on
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Mistake #

¢ Excerpt from letter to VP Operations, drugstore.com

I In our first order ever with you, | 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.

I But your packing process leaves a lot to be desiredll the items
were jJust tossed into a box anc
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.

|t wasnodét enough of a | eak to n
enough to make us question whether we will place another order
with you.

Why did | write this letter?

J\

GreatBrhok " have to!
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Mistake #1

Response from the VP Operations at drugstore.com

Gre,iatabok
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Mistake #1:
Not Recognizing Need to Solicit Feedback

Response from the CEO at drugstore.com

They view Customer Retention as a function
solely of marketing promotion!

Grgat]?mok
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The Role of Surveying In
Achieving Loyal Behavior

Good service delivery|

.\ )
Value added chain s

>Desi gn. .. Replicationé

z Effective

problem
- handlin
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Improvement Survey for
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% Solicitation
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Behavioral Impact of
Service Recovery

Likelihood of Repurchase Source: TARP

\ Problems > $100 Arlington VA
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What is aScientific

Sample is
Survey Process? TEIRE Uil
e generated from
Population \_ Population
Design & Administer Sample
« x| Instrument to a Sample
X A Analyze
e §X X | Sample
I
R < X " Generalize Results Data

to the Population | _—

Gre tIIL"rs‘trument Validity + Administration Accuracy = Reliability
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Earlier, you told us that on your last trip to The Home Depot. you
visited the FPlumbing department. Please rate your satisfaction
with your recent experienice in this department.

Owverall, how satisfied were you with...

Extremely Completely
Dissatisfied Satisfied
1 2 3 4 5 B i =] =] 10

The prices of products
1 2 3 4 5 <] 7 8 9 10
[ Lan [en [ = [ e [en [ [ [ e
How long it took you to find the product(s) you needed
1 2 3 4 5 6 T 8 9 10
[ Lan Lo i = Lan Lo L [ Lan
Products you wanted being in stock
1 2 3 4 5 <] 7 8 9 10
[ o« [ [ o [en [ [ [ [en
The quality of products available
1 2 3 4 5 5] 7 8 9 10
i [ L L i~ o L i i o
Having the right variety of products to fit your needs
1 2 3 4 5 5] 7 8 9 10
i [ i« i« o o i« i i o

Mistake #2:. Merging Data from Two
Different Questions Into One

T T T T T T T T T

Availability of store associates to assist you

1 2 3 4 5 6 7 8 9
« « e o & « « e o

The ability to work with store associates familiar with your
business/company

1 2 3 4 5 6 7 8 9

Lo o (o o o 1o o (o o

Microsoft Internet Explorer

N

Flease provide an answer to each question. IF vou did not have direct experience with an aspect listed here, please

base your responses Upon your general percepkions,

Aisles being clear and uncluttered
1 2 3 4 5 6 7 8 9

o o (o [ o o o o [

How well the store is organized
1 2 3 4 5 6 7 8 9

e o o o & e o o o

% of Survey I

Gre‘at]%bok

© Frederick C. Van Bennekom, Great Brook, 2009

Slide9




Mistake #3:. Merging a Transactional &

— You need not have made a purchasepg—

Now we're going to ask you some questions about your most
recent experience at The Home Depot. Please indicate the
departments you visited during this trip to The Home Depot.

Select All That Apply

[~ Building materials (e.g. insulation, dry
gypsurm)

[~ Power tools (e.g. electric saws, drills,

I~ Paint {including wood stainsffinishes,
tape, etz )

[~ Hardware (e.q. cabinet hardware, scr
chains)

[~ Lawn and garden (e.qg. plants, fertilizd
chainsaws)

¥ Plumbing (e.g. pipes, fittings, valves,

[~ Lighting fixtures and fans (e.g. interi
lamps)

[~ Hand tools (e.q. hammers, screswdriv

[~ Flooring and tile (e.g. wood, vinyl, tilg

[~ Cleaning supplies (e.g. cleaners and

[~ Heating and cooling (e.g. air filters a
hurmnidifiers)

I~ Lumber, decking. and fencing

[~ Electrical supplies (e.g. boxes, wires|

[~ Home safety and security (e.g. locks
protection, flashlights, batteries)

I~ Kitchen and bath (e.g. cabinets, cou
hathtubs)

I~ Millwerk (e.0. windows, doars, wood

[~ Ishopped in the area around the ¢
[~ Ireturned an item (or items)

[~ lvisited The Home Depotto go to
I~ lvisited the Contractor Services [
[~ lvisited The Home Depotto rent 3
[~ Imade a gift card purchase

Relationship Survey

Earlier, you
visited the F|

with your rec
Overall, how
Extremely
Dissatisfied
1 2
The prices of p
1 2
. e
How long it too
1 2
o 9
Products you w|
1 2
. &
The quality of p|
1 2
e o
Having the righ|
1 2
. &

With regard t
Home Depot,

Select All The

The assoc
| found an
| feund an
The assoc
The assoc
| did not nd
The assoc
An associs
| found an
| could not
MNone of th

2 N e e e e B B B

% of

Con,

It took me 20 minutes and ov
40 screens
' ' survey
one 98 ¢ item.

VIisilt

t o

After asking about my store
experiences, they then asked
me what stores | shopped in,
what percent of purchases
made In each store, next yeat

wher e

do

e

% of Survey - |

Completed
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K
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Certification of Service Management Professionals

Certification Issues
(1 1. what do you see as the major advantages of certification for services management
y professionals?

4 . Overu Se & M |Suse< 2. What dp you see as the major disadvantages of certification for services manageme
of OpenrEnded e
Questions

3. Listed below are several reasons for certification. Please indicate the Importance
importance of each using a number of 1-to-10 where 1 is not Score
. important at all and 10 is very important 1-to-10
a. Enhances reputation of the profession
5 " M e aS u rl n g b. Increases monetary value of services
c. Sets professional standards
I m O rt an C e O n a \ d. Provides an edge over competition
p e. Evidence of professional expertise
f. Personal satisfaction
- g. Evidence of high ethical standards
R atl n g S C aI e h. Evidence of commitment to quality
4) Would you support or oppose Strongly support 1
certification for professional service Moderately support 2
. managers? Moderately oppose 3
Strongly oppose 4
6 . A B u rd e n S O m d e S I g n Not sgr)é; depends on program details 5

5. What are the main reasons for your response to question 4?

Respondent,
Administrative,

Greatml ytical R :
N 00
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Mistakes #, 8, & 9

CA survey conducted 1 n

B. LAND USE AND ZONING
Bolton is zoned predominately residential and our growth is primarily in the residential sector. This pooulation growth is
stressing town services and educational facilities. Would you agree or disagree€ with the following statements.
DISAGREE DISAGREE  AGREE AGREE
STRONGLY STRONGLY
1. Bolton should ensure the protection of critical natural
resources and wildlife habitat in land use decisions
and policies. et Ry
COMMENTS: /’
7. Doublebarreleg(/q(estlon
8. Poor instructions on how to show response
~ % . Questions that do not generate actionable data
GreatBroo
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Excerpt from the Ritz

v

10. Confusing wording

11. Ambiguous wordin

12.Incomplete response— |
options

13.Loaded language

Greﬁatl%bok
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MiStakeS #_O ({0) 13 transactional survey.

Please rate your satisfaction
with each of the following:

Overall satisfaction with this
experience

Receiving a warm and sincer
greeting upon arrival

Staff greeting you by name

Staff remembering you as a
regular guest

Timeliness of checlkn

Ability of the staff to
anticipate your needs
Cleanliness of the guest roon
furnishings

Receiving a fond farewell
when you checked out

Did you experience any problems during your stay?

Yes A No A

If you reported any problems,

Very Satisfied

>t > > Pt Pt R

p2

A

how satisfied are you with the _

resolution

Comments:

A

Somewhat Satisfied

> P> Pt v P R

p

A

A

Neutral

P2 D D <D < I S <

p)

~

A

Somewhat Disatisfied

> > P v P R

p

A

A

Very Dissatisfied

> > > >t >t D>t Dt D>

p >




Mistakes
#14-17

14.Demanding |
demographics

15.Scales that —
arenc“)t/ |l nt er v al

16. Questions
not worded ~
to the scale

17.Not
conducting a

Grgatgﬂﬁk Test
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