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Introduction and getting started with surveys
Surveys in practice:

« Working on questions

» A practical survey process

Surveys in theory:

« What the experts tell us about an ideal process
« The four types of survey error

« Some tips from the experts on how to avoid error



Write down your answers to this questionnaire

1. How many surveys have you run?
NONE 1to5 6to10 morethan 10

2. What is your top tip for a better survey, based on
experience of writing or answering?




Now try it as an interview

1. How many surveys have you run?
NONE 1to5 6to10 morethan 10

2. What is your top tip for a better survey, based on
experience of writing or answering?




Now tell each other a story about your
experience relevant to these questions

1. How many surveys have you run?
NONE 1to5 6to10 morethan 10

2. What is your top tip for a better survey, based on
experience of writing or answering?




What numbers have we collected?

What open answers?
What stories?

Which of the three little surveys was the best?




JulieHowellPR Julie Howell
{@ciforms | couldn't do this cos it made me feel nauseous. Too

much on page. Mayhe u cd give @mssocietyuk some guidance
vy mikdthFdld
1 Mo



 MS = Multiple Sclerosis

e Julie Howell

— Top PR person and accessibility campaigner
— Runs the MS online community ‘Jooly’s Joint’ (since 1995)
— Lives with MS




MS Society and Diversity Open Survey

MS Society and Diversity Open Survey

The M3S Society has obligations under equality law to make its support and services equally accessible to
all. The MS Society is also committed to working well with diversity in its strategy.

In order to understand our wiork with equality and diversity better the MS Society is carnying out a Diversity
Feview YWe would be wery grateful if you would spare a few minutes to complete this survey.

The information in this survey 15 collected anonymously. Only the MS Society's Strategic Lead for Diversity
willl hawve access to information in this form. Any information that people do choose to share will be treated
confidentially.

If you would like to raise any guestions directly, you would be welcome to contact the Strategic Lead for
Diversity, David Lusk at volunteering@mssociety.org.uk

Definition:
Diversity - Diversity for MS Society staff and volunteers means seeking to understand the needs of people

living with WS across a whole spectrum of different backgrounds and situations and providing support in
appropriate ways.

[ et

Powered by SurveyMonkey
Create your owwen free onlinge survey nowyl




MS Society and Diversity Open Survey

1. How far do you agree with the following statements:

[ find the M5 Society
website is welcoming
and inclusive.

[ find my M3 Society
branch welcaming and
inclusive.

[ find M= Society staff
welcoming and
inclusive.

[ find infarmation on M3
pravided by the M3
society includes
issues affecting a wide
range of people.

| think infarmation on
M5 pravided by the M3
Society is easy for a
wide range of peaple to
use.

[ find M= Society
magazines reflect the
experience of a wide
range of people.

| find the local M3
society newsletter is
welcoming and
inclusive.

[ find MS Society
events are welcoming
and inclusive and
arovide for individual

| Strongly Agree

| Agree

| Disagree

| Strangly Disagree

E:it thiz sunwey

| Dion't Know
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Write good guestions

* Mix gquestion types: closed and open

« Use appropriate, unambiguous language
« Avoid leading questions

* Present one question at a time

« Keep gquestions concise

« Keep positive; negatives are harder to understand

12



Any problems with these guestions
from our example?

Level 1 (easier): Find the problems

Level 2 (harder):  Write better questions

| have not experienced

| find the MZ Society or witnessed

wehsite iz welcaming discrimination in

and inclusme. seeking help from the
= Society.
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Perfect
recall

Major life event

Unremarkable, ) )
%petitive Noticeable, occasional

Gone
Hour Day Week \TINZZA
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Anatomy of a range question

Statement or\ Topic

question /
Please rate the importance of ease of use:

Very high Q
Label/Quite high a d
Neutral Q :
: oints
Categorles/ Low 0 /P
A

Very low

No answer O— Response
/Other answer / comments

“"No comment”
category




Likert had several different types
of question In his scales

13. How much military training should we have?

(a) We need universal compulsory military training. (1)
(b) We need Citizens Military Training Camps and Reserve
Officers Training Corps, but not universal military train-

ing, (2)
(c) Wi need some facilities for training reserve officers but

not as much as at present. ' (3)
(d) We need only such military training as is required to

maintain our regular army. (4)
(e) All military training should be abolished. ()

17. The United States, whether 2 member or not, should co-operate fully
in the humanitarian and economic programs of the League of

Nations.

Strongly Strongly

Approve Approve Undecided Disapprove Disapprove
(5) (4) (3) (2) (1)

Likert, Rensis. (1932). A Technique for the Measurement of Attitudes.
Archives of Psychology, 140, 1-55.
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You can find an academic paper to support
almost any number of points in a range

« Krosnick and Presser refer to ~87 papers on ranges

Nalther
satisfiod nor
dissativfied

Neither Agree isanr Strongly

(TS Disagree

nor Disagree Not Applicable

g

2
I uzually get what I want in life. Overall, | was satisfied with ry experience in Hayward Dining o o o o o) o
I need to be kept informed about news events, O @] Room

Please tell us how your experience at John Lewis compares to each of the other retailers you have visited?

John Lewis is WORSE Aboutthe same John Lewis is BETTER
Supermarket O (@] (@)
Other local storefindependent
1. Is this OK? Tell us if you agres with us retailer @ 2 2
¢ Strongly agree
Yary Yy
 Adree .
Unimpoartant Important

« Disagree 1 ) 3 4

2. Tell us mare about this

1: *Please rate how well the site is organized.

Foor Excellent=10

q 10 Don't Know

il
iz I 4 5 & 7 &
cC C O O O © C C C O ®

Krosnick, J. A. and S. Presser (2009). Question and Questionnaire Design. 17
Handbook of Survey Research (2nd Edition) J. D. Wright and P. V. Marsden, Elsevier.



Two options that are probably OK

Best basic choice:
5 points + "no answer”

1. Is this OK? Tell us if you agres with us

¢ Strongly agree
 Adree
« Disagree

© Strongly disagres

2. Tell us mare about this

If you're sure the user has an
opinion: 4 points + comment

18



1. How far do you agree with the following statements:

| Strongly Agree | Agree | Disagree | Strongly Disagree | Don't Know
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r—AcTUALLY, IVE FORGOTTEN |
WHY WERE ASKING
THE QUESTIONS !

© Caroline Jarrett and Effortmark Ltd

If you use this cartoon in another context,
please credit Caroline Jarrett and Effortmark Ltd.
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| Goals | ] Users |
« Establish * Talk to users
your goals about the
for the topics in
i survey i your survey

Build

- Write
guestions

* Build the
guestionnaire

'Questions
you need
answers to

'Questions
users can
answer

:

Questionnaire

* Run the
survey from
approach to
follow-up

| (Epenioy ] [FaRaiEET]

* Analyse the
results

oo




| coas |

* Establish
your goals
for the
survey

nat do you want to know?
Ny do you want to know?
nat will you do with the answers?

===




Our example: MS Society on diversity.
Write a short goal for the survey

MS Society and Diversity Open Survey

MS Society and Diversity Open Survey

The M35 Society has obligations under equality law to make its support and services equally accessible to
all. The M= Society is also committed to wiorking well with diversity in its strategy.

In order to understand our wiorl: with equality and diversity better the MS Society is carnying out a Diversity
Feview YWe would be very grateful if yvou would spare a few minutes to complete this survey.

The information in this survey is collected anonymousky. Only the MS Society's Strategic Lead for Diversity
willl hawe access to information in this form. Any information that people do choose to share will be treated
confidentially.

If you wiould like to raise any questions directly, you would be welcome to contact the Strateqic Lead for
Diversity, David Lusk at volunteeringi@mssociety arg Uk

Definition:

Diversity - Diversity for MS Society staff and volunteers means seeking to understand the needs of people
living with MS across a whole spectrum of different backgrounds and situations and providing support in
appropriate ways.

K [=¥
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| Goals [

» Talk to users
about the
topics in
your survey

 Who are they?
e How will you find them?

« Do they want to answer your questions?

* Do they understand your questions?



Response relies on

| ] effort, reward, and trust
Perceived Perceived
effort reward
Trust

Diagram from Jarrett, C, and Gaffney, G (2008) “Forms that work: Designing web forms for usability”
inspired by Dillman, D.A. (2000) “Internet, Mail and Mixed Mode Surveys: The Tailored Design Method”
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Figure 7.3 Effects of a $2 incentive on the
age composition of a completed sample of

new driver’s license holders in Washington
State.

100 ~
90 -
80 1
70 A
60 -
50
40 -
30 1
20
10 -
0 -

Percent

<35 36-49 50+
Age Group

= Without $2  mWith $2

Source: The Influence of Different Technigques on
Response Rates and Nonresponse Error in Mail
Surveys, by K. J. Miller, 1996, Bellingham, WA:
Western Washington University. Unpublished mas-
ter’s thesis.
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Does your household have access
to running water?

Picture credits: James Mooney, Caroline Jarrett
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Our example: MS Society

4. Do you, yourself, identify with any equalities group?
fes
]

Daon't Know

What does this question mean to you?
Any ideas about how to ask it better?

29



- Write
guestions
* Build the

guestionnaire
R ———————]

Keep to one topic at a time
Start with questions that are interesting
Organize the questions to grab the user’s attention

Minimize requests for personal information

30



Sorting out the topics: group these ones

What was your total family income in 20097

Do you like to play golf?

What is your opinion on global warming?

Are you married?

Which political party does the best job of promoting economic growth?
How many times have you gone bowling in the last year?

What is your political party preference?

Do you favour or oppose higher tax on fuel as a measure
to reduce environmental pollution?

9. What is your occupation?
10. Please describe your favourite recreational activity.
11.How old are you?

© N Ok wWDNPRE

Adapted from Dillman, D.A., Smyth, J.D. and Christian, L.M. (2009)
Internet, Mail and Mixed Mode Surveys: The Tailored Design Method

31



I (R0 ows ) ((owmo |

* Run the
survey from
approach to
follow-up

* (Optional pre-notice?)
« Send the survey with token
Incentive

« Send a reminder message (no
further incentive)

« Send a second copy of the
survey

« Thank participants




Our example:
Your views about this thank-you page

MS Society and Diversity Open Survey

Thank you for completing our survey!

Cione
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Goals [ H Build H Deploy H Analyse ]

* Create |
summaries and
comparisons

* Present the
results ‘

« Tidy up the data

« Decide what to do about “item non-response”
 Remove the whole entry?
« Use the partial entry?

 (Calculate an “inferred value”?




| Anayse | Compile responses

$ # answers

0 62

50 34
100 131
150 25
200 57
250 32
300 31
500 84
1000 44
2000 17
3000 8
5000 !

$250/class-up to 3 classes. $150 for tests-up to 2
depends upon my employers contribution

$2507? initial, plus $50? each 'renewal’

42

$30 - unless my company agreed to pay it ;-)
don't know-I would want my emp'er to pay

$300 first time, $100 for renewal

Have no basis for comparison.

$300 for a 5-year certification

| can't say-depends entirely on the certification

35



Wordle.net example: in favour of Facebook

I"Bn[” communication

contact lnlnrmaluﬂﬂd elaxaio hll’“ﬂ”'a' InlB[BS“I'IU

a5 momale e, WU [ s
convemenly c Uhﬁ In é B 8 B u - SOCiabl

Informative
ik Tha addmh

“socialfun

modern




Another: against Facebook

UNNECESSAry  pring

fund'SE!eéCt'”g pOIntlesslrreIevant

IntrUSIVe tlme Consumln unmterestedunsafe

e fad sy friends dsin
pUthmdrﬁerent - auy = t untrust\ orthy

egocertric connectlng ignorance " B ||

lllll security -
“lﬂfosi,om?' e r I V a C P “‘Y S I a """ = superficial
- tr|V|aI e

,,,,,,,,,, o dangerous adchctlve

“Invasive tl m e w aStI n g overrated
INSecure = o

annoylng



Wordle from the UPA survey on certification

~_certification

; ”, b ‘l’“' us.‘hpa_t ok
e Songanics experience =
meone
good et "; SO p pletlme f I d —
knowledge ™" lrdunngm dy i o know = , UBSL oz, professiona le thlnkreally ey

o workd
cemﬁed need - '"'PO“a"t wcert,'é;‘;"gﬁ,‘i,n prﬂfESSIonalwﬂCert|f|cat|0n idea WOfk‘*‘C
uedbltyanpk,)m - P many 0 “sabil fopwes = PIOCESS vave. enough
e belleve e ‘want fich ¢ Skits IUPA I Ity\mrklng one Just :JT'”’“""“’

‘“ s _‘ wtor
st best '"'?', a.l,},ls u S a e O wlapmem

necessarly
“=money ESIEN ™

mifh mg e
‘‘‘‘‘‘‘
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__Anayse | Publish results - gently

Don’t surprise people with bad news
Make sure publication is timely
Keep reports short

It's OK to have some gaps
In the results, “more work
needed”

39
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| Goals | ] Users |
« Establish * Talk to users
your goals about the
for the topics in
i survey i your survey

Build

- Write
guestions

* Build the
guestionnaire

'Questions
you need
answers to

'Questions
users can
answer

:

Questionnaire

* Run the
survey from
approach to
follow-up

| (Epenioy ] [FaRaiEET]

* Analyse the
results

oo




A complete process

| coas |M

o

-

| Build H Deploy

-

| Analyse

—

« Establish
your goals
for the
survey

* Decide what
you will do
based on the
results

» Talk to users
about the
topics in

your survey

 Design your
sampling
strategy

» Write
guestions

* Build the
guestionnaire

« Usability test

* Pilot the
survey

* Run the
survey from
approach to
follow-up

» Monitor your
response
rate

* Analyse the
results

* Cross-check
the results

42



r-‘

* Write
guestions

* Build the

guestionnaire
R ——————
B ————————

Couper, M. (2008). “Designing effective Web surveys”. 43
Cambridge, Cambridge University Press.



Another example:

topics discussed by Dillman et al (2008)

Goals | | Build H Deploy J | Analyse J

» Talk to users * Write

about the qguestions

topics in
your survey

* Design your
sampling - Pilot the
strategy survey

Dillman, D. A., Smyth, J.D., Christian, L. M. (2008)

» Monitor your
response
rate

Internet, Mail, and Mixed-Mode Surveys: The Tailored Design Method

44



&i @smashingmag

Smashing Magazine

Poll: Do vou work on weekends? -
http://poll.ftm/270ct #smwork

5 Sep via TweetDeck <> Favorite 3 Retwest 4 Reply

Fetweeted by nottke and 15 others

Sunday 5t September

45



Do you work on weekends? - Results

Thank wou for votng!

E=rmiss

Yes, always.
R

Yes, sometimes.
R

No, rarely.
———

No, never.

7z voTES 30,2900

1,016 voTEs20.3 700

199 voTES 9.87%0

70voTEs 34 7040

2,017 TOTAL ¥YOTES

Create Your Own Poll
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There are four types of survey error

Sampling:
— Some respondents get left out; the ones left in are somewhat variable

Non-response:

— The people who respond are different to the people who do not

Coverage:

— Some of the population is not included in the sampling frame

Measurement:

— Asking the wrong question, using the wrong technique
A

Groves, R.M. (2004) Survey errors and survey costs

47




140

120

100

80

&0

40

20

Range of
( data

Range

means

Jarrett, C. (2011) “What is a confidence interval
and why would I want one?” http://www.uxmatters.com 48



Avoid non-response error
with a better response rate

* More respondents means fewer who do not respond:

— Less follow-up

— Less opportunity for them to share factors in common
(but different to the respondents)

— Statistical agencies like response rates 50%+

 BUT:

— A low response rate may be independent of any factor
— About 1% of people just like answering questions
— Sample representativeness is more important than raw response rate

49



Dillman recommends mixed-mode surveys
to avoid coverage error

« Telephone surveys have coverage problems:

— Unlisted numbers
— ‘Do not call’ numbers
— Cell phone-only households

« Mall surveys have coverage problems:
— New delivery points
— Shared delivery points
 Internet surveys have coverage problems:

— People without internet access
— No directory of email addresses
— Spam filters

50



I (W) ewis | [Toepioy | ([FARAEET

* Establish  Find out » Write * Run the » Analyse the
your goals what users guestions survey from results
for the want to tell « Build the approach to
survey you questionnaire| | follow-up
B EE————r  EEE———— R —————— R EEE—— R ——
 Design your » Monitor your  Cross-check
sampling response rate the results
strategy
B — ] R ——— i B ————
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Avoid measurement error by being careful

» Have clear goals for your survey
« Make sure your users want to answer your questions

« Keep testing everything, all the time

« Make sure that you analyse the data from your pilot

52



T (W) (e | [erley | ([ARaSET)

* Establish  Find out » Write * Run the » Analyse the
your goals what users guestions survey from results
for the want to tell « Build the approach to
survey you questionnaire| | follow-up

i e i i e —————

» Decide what » Design your « Usability test | - Vionitor vour » Cross-check

you will do sampling e Pilot the response rate the results
based on the strategy survey
results

O — il S — S — e R ———— O —
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How many steps are practical?

How much time do you have for a survey?
Which of those things do you really do?
Which might you try?

54



Acknowledgement and references

« Thanks to Karen Bachmann
— Workshop started as one that we presented together in 2002 and 2003

* Books on survey design

— Dillman, D.A., Smyth, J.D. and Christian, L.M. (2009)
Internet, Mail and Mixed Mode Surveys: The Tailored Design Method
» Very practical, informed by many years’ research. Written in a straightforward style.

» The earlier editions (1999 and 2007) are also good and you may be able to get one
cheaply second-hand

— Gilham, Bill (2008) "Developing a questionnaire" Continuum Books
» Thin, clear and practical book that takes you through the survey process.
* My edition is the 2000; there is a newer one in 2008 which I'm sure will be even better

— Schuman, H. and Presser, S. (1996) “Questions and Answers in Attitude

Surveys: Experiments on Question Form, Wording, and Context”

« Thorough analysis of all the ways in which questions can be slippery, based on many
years’ research.
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Other references

« Krosnick, J. and Presser S. (2009) “Question and Questionnaire
Design” in Handbook of Survey Research (2nd Edition) James D.

Wright and Peter V. Marsden (Eds).

— http://comm.stanford.edu/faculty/krosnick/Handbook%200f%20Survey%20Resea
rch.pdf

— Literature review, comprehensively referenced

« Barnum, C. M. (2011) “Usability Testing Essentials: Ready Set, Test”
Morgan Kaufmann
— Thorough but approachable book on how to do usability testing
« Groves, R. M. (2004) “Survey errors and survey costs” Wiley

— More detail about this book here:
http://www.rosenfeldmedia.com/books/survey-
design/blog/survey book of the month_may 2/
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g that Work

Designing Web Forms for Usability

Caroline Jarrett » Gemry Gaffney

pMc

Surveys that work
(in progress)
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