Maintaining a healthy Response Rate
The following considerations will help ensure you maintain a healthy response rate and
representative survey sample of your customer population.
1. Placement – Being a self-administered survey system, it’s critical the customer notices the
Opinionmeter device. It’s also very important to have the Opinionmeter device located at
the optimum point in the transaction/service flow – appropriately placed for when you wish
to solicit the feedback. For example: if you wish to capture feedback regarding the
customer’s experience, then the device should be placed in the exit path or discharge area.
If on the other hand you wish to gather pre-visit or data relating to the overall experience
from repeat visitors, then you can take advantage of waiting time and place the device in
the waiting area or queue line.
2. Signage – Along with placement, signage can significantly help draw attention to the
Opinionmeter device. Signage can also be used to effectively communicate the importance
and use of the data being collected, along with any incentives being offered, if any. When
using signage to inform the customer of changes that have or are in the process of being
implemented based on previous survey feedback, it creates a strong sense of ownership and
participation.
3. Staff Involvement – The single most powerful driver of response rate is staff involvement.
At the conclusion of the visit, if staff ask the customer to provide a “minute of their time to
give us their feedback” – a high percentage of customers will do so. It’s also important that
staff be educated about the survey so they do not feel intimidated by the data being
collected (e.g. that they’re being judged negatively by the customer’s responses).
4. Survey Length – The shorter the survey the more likely you will have a higher response
rate. This is always a challenge, balancing the need to ask the required questions to achive
your survey objectives and yet keep the length of the questionnaire appropriate to the
environment in which you are asking participation. This is especially the case in highlytrafficked areas. For example, if you are capturing feedback after a customer’s visit, or have
a kiosk adjacent a queue line, the questionnaire should be quite short. On the other hand, if
your customers are waiting for services, a longer survey instrument may be appropriate.
5. Incentives – Opinionmeter devices have several optional incentive features. The “Winning
Number” feature issues winning notifications to respondents according to a sequence
number you select (e.g. with a sequence number of 50, every 50th respondent would be a
winner). The “Winning Quiz” identifies winners based on how they respond to the survey –
they must answer the survey quiz questions “correctly” to be a winner. These are optional
features which can be fun and increase response rate when used in appropriate settings.
6. Feedback resulting in Action – It’s critical, especially in environments where you have
repeat customers, to inform the customer of the actions that have been or are being
implemented based on customer feedback. This can be done through simple signage placed
at the survey station, on the device, even on the introductory screen of the survey itself or
through a company newsletter, website, etc. Customers need to know their feedback is not
only being recorded, but that their feedback is resulting in actions being taken to implement
change.

