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Survey steps 
Determine goals 
Decide: is this the best method given the 

circumstances? 
Design 

Who are you administering it to?  
Method of  administering 

Questions 
Content 

wording 

Logistics 
Analysis (yes, before you administer) 



Uses in UX Research  

Pre-design: survey potential users 
What can potential users tell you? 
(How do you find potential users?) 

Usability testing 
Questionnaire for pre-qualifying participants 
Questionnaire for info before testing (e.g., demographics, experience) 
Questionnaire after testing 
Data collection for automated remote usability 

Post-implementation 
Evaluation of  system 
Get data behavior that is otherwise unobservable  



DESIGNING MEASUREMENTS 



Steps in survey design 

Conceptualization  
Define the abstraction you’re measuring (e.g. satisfaction) 

Identify its aspects 

Operationalization 
Decide what kinds of  questions you can ask to measure the aspects 
with a survey instrument 
How satisfied are you with this product? 

Would you recommend it to a friend? 



What can you learn from a survey? 

Self-reported facts 
Characteristics of  respondents Demographics, experience, employment... 

Self-reported behavior 
This instance 
Generally/usually 
Past 
Anticipated (who will you vote for?)  

Opinions and attitudes: 
Preferences, opinions, satisfaction, concerns, perceptions 
Their expectations of  their future behavior 

Knowledge 
What respondents know about x, y, z 

…and the relationships among them 



Respondent characteristics include: 

Demographics:  
age, sex, race… 
Income 
Family/living circumstances 

Living conditions 
Where 
Urban/suburban/rural 
House, apartment…etc etc. 

Experience, expertise 
Occupation 

Know how you’ll 
use the data.  If 
you don’t need to 
know, don’t ask 



Behavior 

Tasks 
Purpose 
Results 

Usage and activity 
Frequency; common functions 
hard to answer accurately 

Self-reports vs observations 
Competitive products or services 

Time: 
This event 
Today 
The last time you... 
The last week 
The last month 
Generally... 



Self-reported 
behavior 



Self-reported behavior 

Gates Foundation 



OPINIONS, EVALUATION 



Attitudes and opinions 

Product itself  
Content, organization, architecture, interface 
Desires 
Preferences 
Concerns e.g., security 
Perceived needs 
Requirements/suggestions  

Satisfaction 
Ease of  use 
Subdivided by part of  site, task, purpose… 



Opinions 

Pew: What Kind of Tech User Are You? 



Summary evaluation 
and asking for follow-up 



WRITING QUESTIONS: 
EXAMPLES AND GUIDELINES 



A quick list of types of questions 

•  Multiple choice (radio button or checklist) 
•  Likert scale 
•  Rank ordering 

•  Constant sum 
•  Open-ended fields 



Likert scale as matrix 



Writing 
questions 
involves: 

1.  Deciding topics to address 
2.  Writing questions and 

instructions 
One concept per question 
Consistent language  
Relevant and applicable to respondents  

3.  Writing answers to closed-ended questions 

Mutually exclusive* 
Specific  
Unambiguous** 
Exhaustive (but not exhausting!) 

4. Deleting unnecessary questions 
Do you need to know? 
Can you get the information elsewhere? 

Remember 
People skim text 
People answer quickly 

  * Unless you’re using checkboxes, but even then try to keep the 
answers from conceptually overlapping 

** Insofar as that is possible 



Respondent characteristics 

Pew Typology Quiz Burning Man Survey 

What is your gender?     
Male 
Female  

What is your current 
gender?     

Woman 
Man 
Intersex 
Other 



Use standard categories OR  
match the user’s wording 

Pew Burning Man 

What is your race?  
White 
Black or African-American 
Asian or Pacific Islander 
Mixed race  
Native American/American Indian 
Other (SPECIFY) 
Don't know/Refused 

Do you consider yourself  
to be a person of  color? 
Yes 
No 
Sometimes 



Income as ranges 

Last year, that is in 2006, what was your total family 
income from all sources, before taxes?  
1 Less than $10,000 
2 $10,000 to under $20,000 
3 $20,000 to under $30,000 
4 $30,000 to under $40,000 
5 $40,000 to under $50,000 
6 $50,000 to under $75,000 
7 $75,000 to under $100,000 
8 $100,000 or more 
9  Don't know/Refused 

Pew 



Characteristics can be specific 



Consider 
assuring  
privacy 



Internet experience 2 

Gates Foundation 

Anchor self-reported expertise in specifics 





Prompt recognition rather than recall 





You can be open-ended 
We'd be interested in hearing about the most amazing thing that has ever 
happened while you were online.  

It could be a story about how something on the Web changed your life, 
something interesting you discovered on the Web, or something really 
important or even really amusing that happened during an exchange of  
email. 

Gates Foundation 



More guidelines 



Writing questions – some guidelines 



Bad survey questions 
Double barreling: 

Bad: Is this site clear and useful? 
Good: Do you find the information on this site clearly presented?  Is it 

useful to you?  
Even better: How clearly is the information on this site presented? 
 Answer: scale from “not at all clearly” to “very clearly presented.” 

Loose Bundling vs. Anchoring: 
Bundling Bad: How often do you use the internet? 
Anchoring Good: For the following internet uses, please indicate how 

often…LIST: email, online shopping, online banking, reading 
blogs…etc etc 

Assumptions 
Bad: How has blogging changed your life? 
Good: Do you blog?  If  yes, how well does this statement describe 

you? “Blogging has changed my life.”  
Answer: scale from “not at all” to “very well.” 



Not too many items  



Not too many ratings 
No more than 7; preferably 5 or fewer 

Pick a deliberate stance on the inclusion of  a neutral answer 



White space: attractive, easier to read 



Avoid convoluted instructions, 
questions, answers 

How interesting would each of  the following displays be to you? 

    * Historic displays with old-fashioned and famous police 
artifacts from the beginning of  America, through the Wild West, 
to the mobster era and more recent times 

* Modern displays where visitors go behind the badge and 
experience what it's like to walk in an officers shoes today, 
featuring the latest crime-fighting equipment and tactics 



What’s wrong with this picture?  



Questions that all respondents must 
answer should apply to all of them 



Recognition rather than recall •  P 

Please evaluate the topics covered in this workshop:


Topic 1: ____________

How useful was this topic?

How would you rate the presenter?

What did we NOT cover that you were hoping to learn about?


Topic 2: _______________




SURVEY QUESTION 
RESOURCES 

Appendix 



Survey question resources 

Reputable online survey services 
Published studies 
Pew (pewinternet.org) has a question bank 

Volunteer to take a survey 


