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Key Topics

e Survey Methods & Internet Survey Software

* e-Government Joint Venture Committee
— Municipal Web Template
— Transaction Services Assessment
— Electronic Council
— e-Voting
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Survey Methods

 Best Practices
Planning and Approach
Structuring Surveys
Case Study Examples
Overview of Municipal Survey Service
Survey & Research Resources
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Surveys — The Why Nots

e A survey Is a survey — right?
* How tough can it be to ask a few questions?

e Why should I bother to ask when | can’t do
anything about fixing it?

» Everybody’s bombarded with surveys — no
one wants to be bothered by another one

* What does all this data mean?
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Surveys — The Whys (Wise)

* If you don’t measure it — it doesn’t get done
..and if it does — it may not get done right

Even if you don’t fix it right away — it helps
to understand what needs fixing

Make it part of your business planning
— Data to support resource allocation

Customers do like to be asked!
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Planning & Approach*

e Plan

e Construct
e Conduct
* Analyze
* Act

* - Instititute for Citizen-Centred Service
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Planning and Approach

e Plan

— Consider organization’s readiness to receive
feedback

— Establish clear objectives
» How feedback will be used & who will use it
— Is this 1-time or series of surveys
 Need for comparative data over time
— Define and know your audience
— Decide on core questions (align with objectives)
— Consider need for confidentiality
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Planning and Approach

e Construct
— Determine data collection mechanisms
 Focus groups, telephone, mail surveys, online
— Determine sample size
— Question design critical
— Develop questions
* Major groupings
e Gap Process (positive — negative)
e Use benchmark questions where possible
* Consider analysis phase in the beginning
— Sample test group for questions
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Planning and Approach

e Conduct

— Consider logistics
» sample size, data entry, mode of collection
* tracking processes, training
e Impacts on response rate
* Incentives
* Follow-up is often required
* e.g. placement on web site

— Appropriate sample time
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Planning and Approach

e Analyze
— Use tools to speed process
— Provide analysis training if required
— Look at sub-group analysis
— Look for the expected and unexpected

— Consider adequacy of results
» Sample size, response rate, consistency of results
 Objectivity can affect quality of data
— Comparative analysis may be critical
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Planning and Approach

e Act
— Use the results to act on your objectives
* Reward for good results
* Short term and long term improvements
— Service, communications, policy development
— Share Results!
 Packaging information is important
» Even “bad” results are powerful — results in change
— Post survey review
» What changes do you need to make next time
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Structuring Surveys

 Design Considerations

— Clearly stated opening and instructions
* Need an attention grabber
» Why should | spend my time?
— Order of importance
e Don’t waste space/time with “interesting” questions
 Driven by objectives
— Pre-test your questions
 Allows for fine-tuning, improves ease of use
— Avoid leading/biased questions
e Or consider that aspect during analysis
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Structuring Surveys

» Design Considerations (cont’d)

— Avoid ambiguous or “double-barreled”
questions
* e.g. “Would you say that our service is accurate and
efficient?”
— Be aware of “halo” effect

* e.0. “Do you agree with Mayor I. W. Z. Elected that
citizens should have access to municipal services 24
hours a day, 7 days a week?”

Service Nova Scotia
and Municipal Relations

Structuring Surveys

» Design Considerations (cont’d)

— Responses — Neutral Bias

* Scales of “Strongly Agree, Agree, Neutral, Disagree,
Strongly Disagree” tend to be biased towards the
middle

 More specific terms such as “Excellent, Very Good,
Fair, Poor” are better

* Numeric scales (5-6 point) are best
— 5 point common
— 6 point forces a decision (no middle point)
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Structuring Surveys

» For example...

O Strongly Agree
() AQree

O Neutral

O Disagres

O strongly Disagree

Versus...

y level of satisfaction with how municipal services are delivered is:
O Excellent
O very Good
O Good
O Fair
O Paar

hat is your opinion on:

i =Excafiant, 9=Foar
12 3 45

How wall municipal services are delivered O O O O O
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Structuring Surveys

» Design Considerations (cont’d)
— Avoid overlapping responses

ow much do you spend online every year?
O $1to $100
O $100 to $200
O $200 to $300
O $300-400
O $400 ar mare

— Watch for “dead ends”

low much do you spend online every year?
© Didn't spend anything
O $1 1o 100
© $100 0 $200
O $200 to §300
© $300-400
) $400 or more
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Structuring Surveys

» Simple words — plain language

» Consistent scales and response measures
— Use groupings

* No “tricky” scales, terms, jargon

» Small/organized groupings of questions
— Stick to your objectives

» Thank your participants!
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Uses of Surveys

Customer/Citizen Service Promotion
SatISTaC“O” Training Evaluation
Quality Assurance Website Feedback
Employee Satisfaction Website Usability

Employee . _
Development Information Sharing
Entertainment

Policy & Planning
Business Planning
Business Development
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Website Survey — Case Study

» Valuable to manage time invested resources
» Make sure citizens like what they use

e Provides the basis for continuous
improvement
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Overview of SelfSurveys.com

o Internet-based survey site
» Allows flexible surveys styles

* Provides comprehensive reporting and data
management
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SelfSurveys.com Internet Tool

Comprehensive Internet Survey Software
Easy to Use — Flexible Survey Styles
Subscription Service (2 Years)

Use Available Free to ALL Municipalities

Released to e-Government Joint Venture
Committee (June)

Released to Other Municipalities (August)
Information Coming via AMANS Listserve
Service Nova Scotia
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D Universal | Responses Corporation presents English
w -t " - - Wiew our site in:
F ”:) ury ﬂ‘ju-com The Intelligent Survey Tool™

Home | About Us | Contact Us...

REelEr Welcome to SelfSurveys.com
serramne Ernai
To enter your account you have to login,
° If you do not have an account and want to establish one, please click here
ogon to your account
Get a Free
Account now! Username,Email |
SelfSurveys.com Password ‘ ‘

Hews

Sample Surveys
FAQ & Library

Forgaot your password? Click here o get it sent to your email
M, ﬁ address. Send Password

GOLD CERTIFIED
Partner
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Universal Responses Corporation presents
Paaas aas g Vigw our site in: | English v
”:J ury :E‘];a-COm The Intelligent Survey Tool™

Give U abaut th " Horme | unt | About Us
Shortcuts

Welcome Town of Berwick

This is your personal homepage. Here you can keep track, manage your surveys and update your
personal profile information.

Help Documents

« How to Design a Survey
e FAQ & Library

Survey Management

e Design a new Survey with Designerwiz™

M Mo Filter (To Add Mew Filter click...) »

S0 ooE e
8
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Designerwi2™

Step 1 - Input Basic Survey
Properties

Survey Type current Price; §
his is the URL of your survey
Btp S S www. SeliSurveys.comy 14277
Survey Title:
The Swvay Tite s disployed on lf pages of the survey
|Cu9t0mer Service Survey
B Cligk the Giobe to transite...
hat Language is this Survey?
All Survey efemernts (e, Maxt Frewious, sty Buttons ) crested by Desigrnar iz ™ will
be dispizyed it this langusge
English - United States
Ise Security and Encryption (SSL) for the Survey

Al elata wif be enerpoted for Aigh secunity and paivacy
Check our Certifeate here

a5
hen do you want the survey to be not accessable anymore?
Fiagse artar 3 oate wiien the survey will no jonger be accessabie

hoose a Password for the Review-Mode of the Survey
It survay is inactive ad fias not bear sciivated pet the raviewsrs car sooess the
SUPREy by ataring s password, Thay will ses the Survey i1 Rawview mods, wiich
Siaws e to SO6 commats o the Survay,
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Page 1 - Set Visual Attributes
Number Questions
O ves @ Mo
Rotate the Questions on a Survey Page (Advanced Featurel)
aption doar Nof work on pages whare Sioping or branching & wred.

O ves @ 1o
select a Branding Scheme
- Select a Branding - %
Color scheme
Swiact one of ow predesigned Color Schemes for pour Surkey
SelfSurveys Standard Color Scheme v
Enter a link ko your Logo

Tha Logo wilf be displaped on fop of avery page of Ehe Survey.
Enter a valid URL b your loge (size max 128 %128 pixels)

Online Survey Banner v
hover here to preview image
Enter Text to be displayed on First Page

Thi fext will be dispdayed on fop of the fist page of the survey. You do not have fo add the bk of
e survey bacauna i wil be digplayed aufomaticall.

This customer survey for the Town Of Berwick is
being conducted to help us measure and irr{prnve our
service £o customers over our webhsite.
P _Click the Sinbe te tranate...
Cancel/Banner URL
CRE il be wred f the wear s the cancef button.

v

Mext == Finish Cancel
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DesignerWIZ™

Step 2 - Create the Survey

.. click here to add a new Question/Response to your survey
.. click here to import a previously created SelfSurvey

.. Click here to start with or add a Survey Template

... click here to preview this Survey

Go back to your Account

ight click™ here to delete this

Any Helr text pou enter will be shown here... @
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Custormer Sewice Evaluation -To gather feedback directly from the. ..
Employee Satisfaction - To assess employee satisfaction with the ..
Mew Product Development - To gather feedback directly from the ta...
OrganizationalMork Climate Surey - To assess the organizations .
Trade Show Evaluation - 1- (Business Surveys)

Trade Show Evaluation - To gather feedback directly fram the visi...
Training Effectiveness - To gather feedback directly from the peao..
Weh site Feedback - To gather feedback directly from the site vis.
Wehinar Evaluation - (Business Surveys)

Course Evaluation-To gather timely feedback directly from the stu...
Web Site Feedback - To gather feedback directly from the site wis. .
|S0-9001 Medical Device Survey - (IS0-Quality Related Surveys)
|S0-9001 Product Sumey - (1IS0-Cuality Related Surveys)

IS0-3001 Serice Surey - (1S0-CQuality Related Sumeys)

|S0-9001 Training Surey - (1IS0-Cuality Related Survays)

|50-9001 Telecam Sumey - (1IS0-Cuality Related Survays)

360 Employee Assessment (General Business) - (General Supveys)
Continual Training - (General Surveys)

Course Evaluation (Education) - (General Surveys)

Custamer Satisfaction (General Business) - (General Surveys)
Customer Semice - (General Sureys)

Custarmer Sewice (General Business) - (General Surveys)

Delivery - (General Survays)

Developrment Tools for Mobile and Embedded Application Whitepaper ..
Ermployee Satisfaction (General Business) -
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o
2 Add a Sample Survey...

Select a Survey template
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i~
Step 2 - Create the Survey

Service Nova Scotia
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Which of the following activities do you do on the Internet?
[ Send ar receive mail
[ Gather infarmation for business or schoal
[0 Track finances
[ Trade stocks
[ Bank online
[ Purchase items
O Participate in auctions
[ Tnwestigate products and services priar t purchase
[] Baok travel/airline tickets

Service Nova Scotia
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. How many times in the past 30 days have you visited (site name)? #

3 Question/Response Designer ID-52537

Choose the A

Basic Settings Advanced Settings

Question wording:

|HDm many times in the past 30 days have you visited (site name)? :\

Help Text

Default Answrer

Field Prefix Field Suffix

Question Flags

This Flags determine how the feid & being rendered on the soreen
Show this guestion v

Apply ][ Save H Close ]

Service Nova Scotia
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2} Question/Response Designer ID=-52537

Choose the Resporse Typpe for your Question:
Open-end (Single Line) Box A

Basic Settings | Advanced Settings

Question wording:

|F’aragraph VHFom vHSize V” Color vHHighhghl V|
v B I U < i= ¥ i<
L—(ow mary times in the past 30 days have vou visited the Town of

) ‘f‘fe\ﬁ;‘f;xfn h

Default Answer

Field Prefix Field Suffix

Question Flags

This Slage determing how the Field iv being rendered on Ehe screen
Show this question v

Apply ][ Save ” Cloze ]
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2. How many times in the past 30 days have you visited the Town of Berwick
Website? &

2. What was your main reason for visiting this site on your most recent visit? #
Flagse sefert oy one srswer 8

Gather information about the products @

Check out the cormparny &
Compare prices &

Make a purchase @
Request infor mation &

Service Nova Scotia
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‘A Question/Response Designer ID=52538
Choose the Response Fype for your Question:

i

Basic Settings Advanced Settings

Question wording:

|Uhac was vour main reason for wvisiting this sice on your most

Fiefp Text

Please select only one answer

Branching Instructions...

Find out information about Berwick
events

Click here to select

How to pay my utility, tax bill Click here to select

Check out recreation programs Click here to select

Just browsing for general information Click here to select
Other (please specify) Click here to select

Add Mew...

(Adwanced Wersion Sonus)
Shawe an entry figld For "Other, "

[ClEnatle Answer Rotation (Order of Answers will be randomized)
Question Flags v
it

ke e bl Sl i e nm am e n ninnn TR TS
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2. How many times in the past 30 days have you visited the Town of Berwick
Website? #

3. What was your main reason for visiting this site on your most recent visit? @
Plagse salect oy are arswer @

Find out information about Berwick events#@
How o pay rmy utility /ftax bill@

Check out recreation programs@

Just browsing for general information@

Cther (please specify)@

Service Nova Scotia
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Overall, how would you rate your most recent experience with the site?
W

Why did you give the site that rating?

Please rate the site on the following attributes:
i=Tarrible OQutstanding=5
1 2 3 45

O O © © OEase of getting around the site

O O O O Ovisual appeal

O O O O OSpeed of downloads

OO O O O sbility 1o quickly find what you were looking for
O O O O OUsefulness of the site

O O O O Osearch capability of the site

If you were in charge of improving this site what would you do first?
Plegse fie g5 speciic 35 you can

Service Nova Scotia
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5'|_:_ ryey
'
NOVA'S
Customer Service Survey

This survey iz in PR 2, [n Pretest/Pilot Mode you can add comments 1o a an
ehicking e the quasstion with the Fisht rouss Button, Tha Survey-Adminktrator cae ten ook 3t you
comments and act aocordingly.

Thee purpose of e PretestPilol Mode s 1o double dhecd:

» thee Larut ol the sunary
= the Quastions themsabes (Spalling, grammar, contant)
w e ther eweral dppead of the surey

Select A language for the Freview Mode:  English

Thiss eustramior surviyy for e Town O Brrwick & bring concctied 1o bk s e and irprovn oo
Service o customers over our website,

| Serd or recetve mail
[] Gather nformaton for busness or school
[ Track finances
[ Trade stocks
O mark onlrm
L] Purchuras e
L] Participate in suctons
] irwestigate products and ssrvices prior o purchass
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What was Yyour mamn reason lor visiting IS SIte 0oN your most recent visite
Plegse select Oy 0ne Srswer

O Find out infarmatian about Berwick events
O How ta pay my utility/tax bill

O Check out recreation programs

O Just browsing far general informatian

O other (pleass specify) ‘

Dverall, how would you rate your most recent experience with the site?
v

hy did you give the site that rating?

Please rate the site on the following attributes:
I=Tarrible Outstanding=5
1 2 3 45

O O © O OEase of getting around the site

O O O O Ovisual appeal

O O O O OsSpeed of downloads

O O O O O ability o quickly find what you were looking for
O O O O Ousefulness of the site

O O © O O search capability of the site

If you were in charge of improving this site what would you do first?
Plasse ba 55 speciic 55 Fou can
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Welcome Town of Berwick

This is your personal homepage. Here you can keep rack, manage your surveys and update your
personal profile infor mation.

Help Documents

« How to Design a Survey
« FAQ & Library

Survey Management

s Designh a new Survey with Desigherwiz™

M Mo Filter (To Add Mew Filter click...)

s - o
a

E 14277 CUstomer Service Customer Service Town of $3795
D SUMVEY. Survey.,, Berwick

RS e SelfEurveys com L4277 RS : ) i SelfSureys com L4277
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Welcome Town of Berwick

This is your personal homepage, Here you can keep track, manage your surveys and updsts your
personal profile infor mation.

« How to Design a Survey
* FAQ & Library

« Design a new Survey with DesignerWiz™

| Mo Filter (To Add Mew Filter click...) + |

=

- Customer Service Customer Service Town of §2435

: 1427
Activated | M | SUrvey. . Survey... kit
RS f v SelfSurveys com 14277 |nitpS: ffwwwSeliSureys.comi2e?
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Customer Service Survey

This custormer survey for the Town Of Berwick is being conducted to help us measure and improve our
service to customers aver our wehsite,

Which of the following activities do you do on the Internet?
[ Send or receive mail
[ Gather information for business or school
[ Track finances
[ Trade stocks
[ Bark online
[ Purchase items
[[] Participate in auctions
[ Investigate products and services prior to purchase
[ Bock travel/airline tickets
How many times in the past 30 days have you visited the Town of Berwick Website?
!
what was your main reason for visiting this site on your most recent visi
Please select only one answer
O Find out information about Berwick events
O How to pay my utility/tax bil
O Check out recreation programs
© lust browsing for general information
O other (please specify)
0w would you rate your most recent experience with the site?

Service Nova Scotia
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Why did you give the site that rating?

Please rate the site on the following attributes:
1 =Tarrible Qutstarging=5
1 2345
O O O O OEasa of getting around the site
C O O O Ovisual appeal
© O O O OSpeed of downloads
O O O O O ahbility to quickly find what you were looking for
O O O © Oussfulness of the site
O O O O Osearch capability of the site

If you were in charge of improving this site what would you do first?
Flease be a5 speciic s pou can

Finish || Reset

This Surwey was generated using: "hitp: ffwwys SelfSurveys.com - The Inteligent Survey Tool"
(Copyrights () 2000-2002 by Universsl Responses Corporation™
Oy Privacy Statemen
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o Mg
P HEHERS

[Tt Kl

Thank you for your participation!

e are laoking Forward to ses you back here at http: ffwww selfsurveys.com,
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@ Welcome Town of Berwick

This is your personal homepage. Here you can keep frack, manage your surveys and update your
personal profile information,

« How to Design a Survey
* FAQ & Library

+ Desigh a new Survey with Designerwiz™

Mo Filter {To Add Neur Filter click...) .. .

e ~ ~ AGalert a Surver -
L oy Customer Service Customer Service Town of §2435 | S = o
Srves Survey.., Berwick il =

hitpS  ffunw SelfSurveys.com 14277 hitpS: ffww SelfSurveys com /14277
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@ Survey Results Management

Survey Location: https:/ / www.SelfSurveys.com/ 14277
Survey Title: Customer Service Survey

Select a Survey:

(Custumer Service Survey (14277) Vl

Survey Participation Summary
The data was uEdaltd on: 617 /2004 9:46:42 AM

Successful submitted Surveys | 100]

Incomplete Surveys

Reviewed Surveys
e p——— [10

Questions answered {Complete Surveys) | 100]

[Questions answered (Incomplete Surveys)

Questions in Reviewed Survey
otal Questions Answered | 100]

Survey Hits (Displayed to Customers) 1 [ | 100)

[Design Time Hits 1}

Service Nova Scotia
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Customer Service Survey

@ ReporterWIZ™ Results:
o

Upddate the Survey Result Snapshot

whe

esadls Managenent

Send or recebe mail

Gather information for business or schodal

Track finances

Trade stocks

Bark onbre

Purchase fems.

Participate in auctions
00, .
Irrvesstigiite produts and strvices prier 1o purchasg

Baok travelfarling tickets
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3. What was your main reason for visiting this site on your most recent visit?
Flagse salact only one answar
Base=1
Find out infor mation about

100
Berwick events IS -
How to pay my utility/tax bill 0.0% -
Check out recreation prograrms 0.0% -
Just browsing for general 0.0% -
infar mation
Cther {please specify) 0.0% -
Second enfries
Base=1
Mo Answer given 100% - 100
lick. here for more details...
4. Overall, how would you rate your most recent experience with the site?
Base=1
Cutstanding 0.0% -
Great 100% - 100
Good 0.0% -
Mot very good 0.0% -
Terrible 0.0% -

5. Why did you give the site that rating?

Base = 1
I 1

100%

Service Nova Scotia
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6. Please rate the site on the following attributes:
1=Tarribie Outstanding=5
Cwerall-rean of this Rating-Scale = 4.2
2 3 4 5 Mean

? Ease of getting around the site

Yisual appeal

Speed of downloads

4 Ability to quickly find what you were looking for

‘: Lsefulness of the site
? Search capability of the site
7. If you were in charge of improving this site what would you do first?
Plagse be 35 specific &5 you carr
Baze =1
0.0%
Click. here For details...
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Other Reporting Features

» Cross-Tabulation Report
 Extract to database/spreadsheet format
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Survey Resources

* |Institute for Citizen-Centred Service (ICCS)

— WWW.ICCS-isac.org
— Common Measurement Tool

— Publications
» How to Conduct Customer Surveys, etc...

 SelfSurveys.com

— www.selfsurveys.com

— Tips, Do’s Don’ts

— Research & Reference Book Listings
Service Nova Scotia
and Municipal Relations
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