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ONLINE SURVEY DEVELOPMENT

Types of information.
There are different types of information you might want to learn from people. Here are some of the most common:

· attitude - how people think and feel about something

· perception - the way people receive messages and interpret them

· needs - not only what people need, but what they believe they need; also desires

· decisions - both the choices people make, and how they make them

· behaviour - how people react to situations and opportunities, and also how they think they'd react

· lifestyle - describing people in the context of how they live

· demographics - the categories someone fits into, like age, marital status, business title, industry, and so on

Question types for online surveys.
Close ended questions are more common in surveys. By restricting people to answering yes or no, picking a value out of a scale to represent their responses, or picking from multiple choices, it becomes easier to analyze the results. There are three major structures for close ended questions:

· binary – yes or no? true or false?
· Multiple choice – a, b , or c
· Scale – 1=unsatisfied to 5=extremely satisfied
There is a danger of misusing binary questions if the two choices do not cover the actual range of answers people might give. Subjects end up giving answers they are uncomfortable with, lowering the accuracy of the survey and possibly making the results useless.

Multiple choice questions are in reality a variation on the binary question, but with more allowable answers. Similar to the binary question, accuracy of the multiple choice depends on making the whole range of possible answers available to subjects. It is popular because of its simplicity and applicability to a host of uses.

A scaled question is one in which someone chooses an answer from a scale or range that are all degrees of a response. For example, employees might be asked how they would rate the need for a training program on a scale of 1 to 5, where 1 would be ‘not needed’ and 5, ‘essential’. Consistency is vital in the presentation of scales: a number representing the low end of the scale in one question should not become the high end in another question in the same survey. 

Sometimes a numeric scale is not enough as numbers may be interpreted differently. That is why many surveys use quantitative scales, in which levels are defined. An example is asking whether someone strongly disagrees, disagrees, is neutral, agrees, or strongly agrees with a given statement. 

Asking the right questions.
For any question, you must be sure you are clear in what you ask and how you expect someone to answer. Anyone in the sample must understand the question and possible answers in the same way.

Any question must also use the right language. Technical terminology might be necessary if your sample comprises engineers but will certainly scare off the average consumer. 

Good survey questions share a number of characteristics:

· they are pointed

· as short as practically possible

· single-minded

· well-ordered

A question becomes pointed by getting to the point. Don't beat around the bush. If you want to know what consumers think about quality assurance, come out and directly ask their opinion of your quality assurance.

Blunted Question: What has your experience been with quality assurance?

Pointed Question: Did the quality assurance manual improve the quality of your work?

Questions should be short to help maintain the attention of people being asked and increase the chance of having the survey completed. The wording of one should be just long enough to correctly ask the question. 

To avoid confusion, ask only one thing in any given question.
Ordering questions.
Questions do not exist by themselves in a survey. Think of a survey as an outline version of a conversation. You supply the questions and others offer the answers. As with any conversation, there has to be a natural flow, with transitions between one thought and the next. The answer someone gives to a given question may be influenced by previous questions and answers. It may be easier for someone to take a survey if certain types of questions or topics are grouped together.

While it is important to write good questions, what a good survey needs is an organized body of questions. After developing your questions, try grouping them in different ways. Find an approach that makes it easy to go through the survey.

To create an effective questionnaire, first organize your questions. You may find it easiest to group them by topic. Sometimes, the form of questions may suggest a different structure, where all the questions using a particular scale for response appear together to make the process easier for the subjects.

Be sure to examine your questions for any that depend on answers of others. It makes little sense to ask people to rank training needs if you haven't determined that they require training.

