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CREATING A GREAT CUSTOMER SURVEY PROGRAM

Developing a client survey is a focused approach to understanding how clients view your products

and services. It also channels your decisions as to what will be offered in the future.

Here are five points to ensure you create a great customer survey program

Define your objectives. What information will you collect? Your survey questions depend on the

company’s strategy, industry and/or economic changes, decrease in market share, Web site relaunch

plans, or a host of other reasons. Decide what critical information is needed from your

clients. Then prepare uncomplicated questions that focus on your goals.

Plan your questionnaire. Prepare no more than 12 questions which can be distributed by mail or

on a Web site page with a URL that’s circulated by postcard or Email. Clients will view the survey

and immediately decide if they’ll participate. Be sure to inform clients how long the survey will take

to complete (5 minutes, etc.).

Provide 3-5 choices in response to each question. Make the last entry a blank line for a written

response when preceding answers are irrelevant. Indicate if one answer is appropriate or if more

than one response is permitted (example: “check one” vs. “check all that apply”).

Collect basic information from respondents. End the survey with questions that compile basic

statistics such as company type (industry), company size (number of employees), and responder’s

position (CEO, CFO, etc.). You’ll use this information for future efforts to design a marketing

campaign to reach similar companies who need your products or services.

Consider deadlines. Give a deadline date to heighten the sense of urgency. Just as you would

write, “I’ll contact you on Tuesday,” in a marketing letter, tell clients when the survey must be

returned. No deadline date results in surveys drifting into port years later.

Use rewards that are meaningful. Offer a worthwhile incentive in the survey’s introductory text to

increase the response rate. If inexpensive pens and calculators don’t move you to action, why

would they entice your clients? Distribute prepaid rental movie coupons or have a drawing for a

weekend at a spa. Remember to request each client’s name and address within the basic

statistics’ section for incentive distribution.

Software products exist in the marketplace to calculate the responses and help you decide what

marketing strategies are working and which should be revamped or discarded.

