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Agenda

The Top 7s for Optimized Response Rates & 
Reporting (30 mins)

 Questions Creation Best Practices
 Survey Construction/Execution Best Practices
 Feedback Analytics Best Practices 

J&P Cycles Customer Showcase (15 mins)

Feedback Forum Review (10 mins)

Questions (5 mins)



Top 7 Question Creation Best Practices

1. Short & Sweet
2. Relevant
3. Straight-Forward
4. Use Everyday Language
5. Careful Answer Selections
6. Clearly Defined Labels
7. Watch Open-Ended Questions



Best Practice #1 
Short & Sweet

Question Creation



Best Practice #2 
Relevant

Question Creation



Best Practice #3
Straight-forward

Question Creation



Best Practice #4
Use Everyday Language

Is it conceivable that you will 
eulogize our concoction to a 
compatriot?

Question Creation



Best Practice #5 
Careful Answer Selections

Question Creation



Best Practice #6
Clearly Defined Labels

On a scale of 1 to 5, how satisfied are you with 
the response time of our agents?

1. 2. 3. 4. 5.

On a scale of 1 to 5, how satisfied are you with the 
response time of our agents?

1. Very Dissatisfied

2. Dissatisfied

3. Somewhat Satisfied

4. Satisfied

5. Very Satisfied

Question Creation



Include no more than three to five open-
ended questions – one is usually enough.
Never make open-ended answers 
mandatory.
Don’t use unless you plan to review them.

Best Practice #7 
Watch Open-Ended Questions  

Question Creation



Top 7 Survey Construction/Execution 
Best Practices
1. Be Well-Timed
2. Get to the Point
3. Keep It Personal
4. Take Action
5. Motivate
6. Limit  Frequency
7. Optimize & Test



Best Practice #1 
Be Well-Timed

Survey Construction & Execution



Best Practice #2
Get to the Point

Short vs. Long Surveys

Survey Characteristics Short Long 

Survey length
(minutes) 6 21

Number of Questions 12 23

Completion Rate 31.4% 11%

Survey Construction & Execution



Best Practice #3 
Keep it Personal

Survey Construction & Execution



Best Practice #4 
Take Action

Survey Construction & Execution



Best Practice #5
Motivate

“It’s not that I’m lazy, it’s 
that I just don’t care.” 
Peter Gibbons - Office Space 

Survey Construction & Execution



Best Practice #6
Limit Frequency

No 
thanks

Survey Construction & Execution



Best Practice #7 
Optimize & Test

Those who fail to learn 
from their mistakes 
are destined to repeat 
them.

Survey Construction & Execution

http://leveragesoftware.typepad.com/.a/6a00d83447ad6053ef010536b54343970c-pi�


Top 7 Feedback Analytics Best Practices

1. SCORE!
2. Chart It 
3. Tell a Story
4. Organize 
5. Analyze Free Text Responses
6. Trend it
7. Automate 



Best Practices #1 
SCORE

Feedback Analytics



Best Practices #2
Chart It

Feedback Analytics



Best Practice #3
Tell a Story

Feedback Analytics



Best Practice #4
Organize

Feedback Analytics



Best Practice #5 
Analyze Free Text Responses

Feedback Analytics



Best Practice #6
Trend It

Feedback Analytics



Best Practice #7
Automate

Feedback Analytics



J&P CYCLES

Rich Brecht,
Sr. Call Center Manager



J&P Cycles Overview
Established in 1979, Celebrating our 30th year in 09
Largest provider of Motorcycle Aftermarket Parts and Accessories in the 
World
Multi-Channel Marketer

Catalog

Retail

Web

Event

Best Service in Our Industry
Free Technical Support for Life

24/7 Customer Service

RNT Portal with E-mail Support, Support Videos, Feedback, Web Chat (recent 
launch)

Liberal Returns Policy

98% of our Customers Would Refer us to Friends and Family



100% of Customer Surveys Processed Through RNT Feedback
Web Survey

On-Line General Survey

Manual Survey Cards

Chat Survey

RNT Feedback Adds Value to Every Department in our Organization
Automated Survey Reporting

Participation Trending

Question Trending

Question and Comment Distribution

High Level (Overview)

Departmental Granular

Voice of the Customer is the 
Foundation for our Business



Projecting the 
Voice of the Customer

Indirect Customer Follow Up
E-Commerce (Usability, Functionality)

Purchasing / Merchandising (Quality, Availability)

DC (Shipping, Packaging)

Marketing (Offer Feedback, Catalog Fulfillment)

Showroom (Appearance, Service, Selection)

Call Center (Service, Tech Support)

Sales (Research, Parts Availability, Selection)

Direct Customer Follow Up
100% of Surveys Become Incidents

100% of Surveys Reviewed

100% of Surveys Receive a Response
Canned or Custom Response
Phone Call or E-mail



Survey Responses 
Creates Incidents



Using RightNow Feedback

Summary of Benefits
Organization and Distribution of Survey Feedback

Organizational Process Improvement in All Departments 

Customer Win Back (Estimated 5-10 Customers Saved Per Month)

Cost Reduction ($50K in annual labor cost reduction)

Increased Sales (Estimated $100k in Sales, Yr. 1)

Future Expansion
API Integration

Customized Marketing Strategy

Survey Question Rebuild



Deep dive into a 
few forum posts

RightNow 
Feedback
Forums



Form Support (from Pivotal Veracity)
Email Client/Platform Rendered? Functional? Details
AOL.com √

AOL 9 √ √ *

* Allowed but warns the user that the link has been disabled. This 
is significant because it is reading the form submit button as a link, 
or is making no differentiation. Once you enable links, it opens in 
the AOL browser and takes you to the appropriate resulting page.

AT&T √ 
BlackBerry IS 1.x n/a n/a No HTML support

BlackBerry IS 2.x/ ES n/a n/a No HTML formatting support

BT √ √
Comcast √ √ 
Earthlink √ √

GMAIL √ √ *
* Allows you to access/send information via a form in the email but 
warns the user when the submit button is clicked. 

Hotmail / WLM √
IPhone √ √
Lotus Notes √ √
MAC √
Netzero/Juno √ 
Outlook 2003 √ √
Outlook 2007

Outlook Express √ √ *
* Allows you to access/send information via a form in the email but 
warns the user when the submit button is clicked.

Outlook XP √ √ *
* Allows you to access/send information via a form in the email but 
warns the user when the submit button is clicked.

Thunderbird √ √
Windows Mobile 6 √ 
Yahoo! Classic √ √
Yahoo! Mail √ √



QUESTIONS?
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