
Surveys are Selfish
Practical guidance to increase user research, improve 

accuracy and understand the service experience.

“The surest sign of a cutting edge research strategy is to 
not send a survey”



a colleague whose team was missing their goals because service was fitting their needs.

The trauma
of an irate internal customer; 



How can we get the power 
without the pain?



Why do we
send surveys?
1. Measure & Report in order to

2. Analyze & Understand in order to

3. Learn & Change



Customer 
Satisfaction

CSAT is a great measurement, if only 

it were accurate. 

Please rate today’s service

7.2
Average Customer Satisfaction



Customer 
Effort Score

Asking a customer to rate their effort has, in 

essence given them additional effort.

How much effort did you need to put forth 
to resolve this issue?

5.2
Customer Effort Score



Net Promoter 
Score

NPS doesn’t work when your customer have 

no other choice, or are using a service they 

literally could not recommend.

How likely are you to recommend using 
this Service to friends and family?

31.3
Net Promoter Score



QSTAC: 
Quality, Speed, 
Technical 
Knowledge, 
Approachability and 
Communication

QSTAC is a fresh idea, but is still 

flawed in so many ways.

Please answer these five questions.

4 Quality

3 Speed

10 Technical Knowledge

2 Approachability

5 Communication



Metrics, KPIs 
and 
Measurements

eXperience Level Agreement (XLA)

vs.

Service Level Agreement (SLA)

How easy was it to get help today?

❏ Just right
❏ Could be easier
❏ Difficult
❏ Very Difficult



Strategy
Measure current tactics and input for strategy 

shifts. Inform technology investments, project 

prioritization or other high level goals.

Process
Learn where the process doesn’t fill the 

needs of the participants. Look for 

opportunities to improve the flow of work.

Procedures
Operational execution and individual performance. 

Soft-skills, training, escalation and service thresholds 

can be finely tuned.

Communications
Are we, as a team, effectively communicating and 

hone our messages to improve the emotions, actions 

and outcomes of customers positively.

Tooling and Tech
From hold music to self-service portals, we want to tune 

our technology to the achieve the best results for our 

customers and our company.

Looking for opportunities and measuring current efforts

Improvement Targets

Loyalty and Retention
Whether it’s keeping staff happy to retain 

their employment or customer loyalty - we 

want to keep people around.



Understanding
People
There is no better way to 
understand if a Service is 
fulfilling the needs of an 
individual than asking them.



Did you like today’s hike?



Map it
Look at the experience
Great for understanding key 

touchpoints, gaps and opportunities

Visualize
Display the data
Research walls, review 
meetings, creating 
personas

How to 
Analyze

Insight Search
Review data as a team
The best way to understand people 

collectively is to collectively understand 

people







So now what?
Is my advice to stop doing surveys?



When to send a
Survey
The quantity and timing of sending surveys 

depends upon the service, context and goal(s) for 

which the survey is sent.

Generally, only send as many surveys on which 

you are able to act upon.



Not a Survey

Low Friction

Just the facts

What they value

Simplify to the max
Remove email and extraneous 

systems wherever possible

One-Click
By making a response as easy as one click, you will 

greatly increase the odds of collecting the right point

Minimize
Happy/Sad + Text Option seems to be just enough 

information to act on and also analyze for insights

Importance
If your users don’t value it you have no reason to ask and 

they have no reason to respond

The survey interaction details will influence 
response rates

What to send



WIIFM
What’s in it for me? 

Why should I give you feedback?



Closing the loop
You’ve got the data, you’ve got the stories - now what?



Some other crazy ideas to improve the 
research, insights and outcomes of your 

efforts.

The last

Radical
ideas to improve 

surveys



Start with Context
Be aware of the service provided and leverage already 

documented information prior to sending

Focus on Impact
If you’re sending a survey, make certain 

that the results will inform change

Analyze the Results
Don’t waste the value of 

responses! Share them.

Understand the Experience
Surveys, feedback and tickets are all part of the 

employee experience. Be aware of journey!

01

02

03

04

You are having a conversation with 

your customer, so don’t ask obvious 

questions.

Be human

To maximize the usefulness and 

spread understanding, survey 

results should be shared in 

workshops and as part of daily 

work.

Analyze as a Group

The best incentive to fill out a 

survey is seeing the impact of 

your last survey put into practice.

Act on Results

Protect the Service 

Experience, it will impact 

survey results!

XP+



Make Surveys your 
LAST RESORT.



thank you
it has been my pleasure to research, explore and present this topic

matt.beran@invgate.com

TwitterLinkedInSlides


