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Case Study:  We Should Conduct a Survey . . .


Your Chief Human Capital Officer calls you in.  She wants to adminsiter a customer satisfaction survey because the Office has been getting a lot of complaints from customers.  She has asked your assistance.
· The Director of the Staffing Division has received a record number of requests—and complaints—from hiring officials.  Because of an impending freeze, the hiring officials want to fill their positions before the fiscal year ends.    

· The Director of Employee Benefits has also seen a rise in the number of customer complaints.  Processing time for record changes is up.  Mistakes are being made.  The Employee Benefits staff is spending so much time answering calls and e-mails that it is cutting into the time they need to devote to processing records.

She wants to “reach out” to customers.  She suggests using a survey designed by a colleague in another agency.  It is web-based so technically, you could have this survey sent out to everyone in the agency by next week.  It is also, in her estimation, short.  It should not take more than 20 minutes to complete.

You are in her office now.  What questions do you ask her?  
Some Questions You Should Answer Before Doing a Survey



1. What are the goals of your survey?

· What broad questions do you want answered?  

· Use of existing programs

· Need for new programs

· How will you use the answers?
· Is this survey mandatory?
2. Where do I fit in?  What tasks will I be performing?
3. What is the time frame for survey project?

· When do you need the answers?

· What other surveys will be taking place at the same time?

· Will recurring events or organizational stressors interfere with the survey?

4. Who will complete this survey?

· Who is the target audience for the survey?

· Target organizations, organizational level

· How many people will be completing the survey?

5. What is the communications plan for this survey?

· How do you plan to announce the survey . . .

· To the chain of command?

· To respondents?

6. How will the survey be administered to participants? 

· Will you require primary and secondary survey delivery strategies?

· Web-Based/e-mail
· Paper & Pencil

· Telephone

· Other?

7. How do you plan to follow up with non-responders?
· What is your target response rate?

· What if you don’t reach it?

· Reminders

· Extension

8. How will incoming data be handled?
· Who will be analyzing the data?
· What software will be used to analyze the data?

· How will the data be maintained?

· Who will have access to the data?

9. What are your plans for reporting the data? 

· Who is the audience for survey results?
· How will results be delivered?

· Formal report

· Conference

· Focus groups

10. Are there plans to follow up?
· Action plans?

· Subsequent surveys?
Demographic Information:  When would you need to ask . . .


1. What is your age?      ________

2. What is your gender? 
( Male ( Female
3. Do you have children living at home? 
( Yes ( No

4. Do you have elderly parents living at home? ( Yes ( No

5. Are you a full-time employee? 

( Yes ( No

6. How long have you worked for the Federal Government? _______

7. How long have you worked for this agency? _______

8. How long have you worked in your current position? _______

9. What is your marital status? (check one)

(
Married/Living with partner 

(
Single 



(
Separated/Divorced 


(
Widow/Widower 


Sample Demographic Categories
	Category
	Sample Stems and Response Options

	Organization
	1. Component (e.g., major organizational division)

2. Sub-Agency/Office

3. Sub-Office

	Current Job
	4. Occupation/Series GS Job Series Number [ 0000-9999]

5.  Supervisory Status

· Manager

· Supervisor

· Group Lead

· Non-Supervisory

	Demographic Information
	6. National Origin

· American Indian or Alaska Native

· Asian

· Black or African American

· Hispanic/Latino

· Native Hawaiian or Other Pacific Islander

· Unspecified

· White

7. Gender

· Male

· Female

8. Age Range

· 25 and Under

· 26 - 30

· 31 - 35

· 36 - 40

· 41 - 45

· 46 - 50

· 51 - 55

· 56 - 60

· Over 60



	Experience
	9. Highest Level of Education

· High School/GED

· Associates Degree

· Bachelors Degree

· Masters Degree

· Ph.D.

· Other

10. Years of Professional Service

11. Years of Government Service

12. Projected Retirement

a. Less than 1

b. 1-3 Years

c. 4-6 Years

d. 7-10 Years

e. 11-20 Years

f. 21+ Years




Guidelines for Good Survey Questions


· Word items as clearly as possible

· Use simple, direct, familiar language

· Provide a frame of reference

· Use unambiguous terms

· Use negatives sparingly; avoid double negatives

· Keep the questions short 

· If it doesn’t fit on one line—it may be too long

· Include only one issue per question

· Tip-offs:  and, but, because

· Absolutely no “double-barreled” questions (i.e., questions that address two contradictory issues)

· Avoid “loaded” questions

· Don’t ask respondents to “tell more than they know”
Guidelines for Good Response Options

· The response should fit the question

· Response options should be on the same continuum

· Don’t make it easy to select the most desirable response

· For example, begin the response options with “1-Strongly Disagree”  rather than “5-Strongly Agree”

· Make the most positive or negative response viable

· If possible, avoid universals -- all, always, none, never

· Use “almost always” or “rarely or never”

· Give respondents an escape hatch

· Does not apply; neither agree nor disagree

· Think carefully about how many options you will include

1. Work delays are uncommon in this organization.

· Strongly Disagree

· Disagree

· Neither Agree nor Disagree

· Agree

· Strongly Agree

2. Little feedback, mostly negative vs.
Timely feedback, both good and bad.

Now:  1  2  3  4  5  6  7  8  9  10

Want: 1  2  3  4  5  6  7  8  9  10

3. Do you believe that there was fair and open competition for the vacancies for which you have applied?

· Always

· Usually

· Sometimes

· Never

· No recent hires or Don’t Know

4. My work unit has enough resources (people and money) to accomplish its major tasks.

· Fully

· Mostly

· Somewhat

· Not at all

· Don’t know

5. In my agency/department

· Plans identify improvement priorities critical to organization’s mission that will be relatively difficult to attain; resources are not allocated to support these objectives

· Plans identify improvement priorities central to organization’s mission; plans aim for higher objectives each year; resources are related to major goals.

· Goals identify quality priorities that may or may not be central to organization’s mission; goals do not require major effort or change in organization.

· Implementation strategy for introducing TQM in organization is underway.

· None of these applies to my agency/organization.

· Do not know whether or not any of these applies.

6. Risk-taking is rewarded in this organization.

· Strongly Disagree

· Disagree

· Undecided

· Agree

· Strongly Agree

7. Are you free to make decisions about joining or not joining a labor union without fear of reprisal?

· Yes

· No

· Don’t know

8. Given a choice, I would rather prefer to stay here than move to a similar job in a different organization.

· Always

· Usually

· Seldom

· Never

· Don’t Know
9. Please consider each option listed below
	
	Are you aware of this option?
	Have you ever needed this option?
	Have you ever used this option?
	When you requested this option, did manage-ment give resistance?
	Do you have an interest in this option

	Telecommuting
	( Yes

( No
	( Yes

( No
	( Yes

( No
	( Yes

( No
	( Yes

( No

	Part-time employment
	( Yes

( No
	( Yes

( No
	( Yes

( No
	( Yes

( No
	( Yes

( No

	Flexible hours
	( Yes

( No
	( Yes

( No
	( Yes

( No
	( Yes

( No
	( Yes

( No

	Work and family options
	( Yes

( No
	( Yes

( No
	( Yes

( No
	( Yes

( No
	( Yes

( No


10. Over the past year I have experienced health related issues as a result of balancing my work and personal life.

· Strongly Disagree

· Disagree

· Can’t Decide

· Agree

· Strongly Agree

11. My supervisor or I conduct trend analyses to proactively identify and address unlawful discrimination trends (e.g. trend analyses of the workforce's composition and reward system conducted by race, national origin, sex, and disability).

· Agree Strongly

· Agree Somewhat

· Neither Agree nor Disagree

· Disagree Somewhat

· Disagree Strongly

· Not Applicable

12. How satisfied are you with the degree of follow-up by our staff to ensure your needs were met.

· Very Satisfied

· Satisfied

· Somewhat Satisfied

· Dissatisfied

· Very Dissatisfied

· Not Applicable (N/A)
13. How important is each factor in your decision NOT to pursue an executive-level position?
	 
	Very Important
	Somewhat Important
	Neither Important Nor Unimportant
	Somewhat Unimportant
	Very Unimportant
	Not Applicable (n/a)

	Did not qualify (not enough experience)
	(
	(
	(
	(
	(
	(

	Eligible for retirement 
	(
	(
	(
	(
	(
	(

	Pay/benefits 
	(
	(
	(
	(
	(
	(

	Location concerns (HQ/Field) 
	(
	(
	(
	(
	(
	(

	Quality of life 
	(
	(
	(
	(
	(
	(

	Mobility requirements 
	(
	(
	(
	(
	(
	(

	Significant other's career 
	(
	(
	(
	(
	(
	(

	Children's school or childcare 
	(
	(
	(
	(
	(
	(

	Family health issues 
	(
	(
	(
	(
	(
	(

	Elder care 
	(
	(
	(
	(
	(
	(

	Significant other's income 
	(
	(
	(
	(
	(
	(

	Real estate market 
	(
	(
	(
	(
	(
	(

	General cost of living 
	(
	(
	(
	(
	(
	(


14. I have received ADR training emphasizing the benefits associated with utilizing ADR.

· Agree Strongly

· Agree Somewhat

· Neither Agree nor Disagree

· Disagree Somewhat

· Disagree Strongly

· Not Applicable
15. I am aware that my organization has an Office of Equal Opportunity (OEO).

· Yes

· No

· Disagree Somewhat

· Disagree Strongly

16. Is your organization satisfied with the employee performance rating system? Please explain.
	


17. On an annual basis, approximately how many times do you receive support from OIT Field Support?
[image: image1.wmf]


Drop down box contains #1 through 100)

18. Please identify specific areas where you would like to see improved service from OIT Field Support. *
[image: image2.wmf]



 
*This question requires a response.

19. Do current scheduling practices allow for the regularization of schedules, enabling rating supervisors to work the same schedules as rated subordinates? 

· Yes

· No
20. Employees understanding the need - Do you understand the benefits, opportunities, and need for [the organization’s] organizational learning and knowledge management competency?  Do you understand what knowledge you create, and what knowledge you consume, routinely in performing [the organization’s] mission?
· Yes

· No
21. Do you have what is expected of you at work?

· Yes

· No
22. Benefits
	[image: image3.wmf]1 = Most Important Reason for Leaving

	[image: image4.wmf]2 = Second Most Important Reason for Leaving

	[image: image5.wmf]3 = Third Most Important Reason for Leaving


Health benefits were unavailable

Health benefits were not affordable

Health benefits - No/not enough participating providers in my area for my insurance plan

Dental benefits were unavailable

Dental benefits were not affordable

Dental benefits - No/not enough participating providers in my area for my insurance plan

Vision benefits were unavailable

Vision benefits were not affordable

Vision benefits - No/not enough participating providers in my area for my insurance plan

Tuition Assistance benefits were unavailable

Parking benefits were unavailable

Parking was not affordable

Transit Assistance benefits were unavailable

What would you present to the Director of Human Resources Management?

· Include major findings and recommendations
	Table 1:  Personal Work Experiences

	#
	Question
	Agency A
	Gov't wide

	

	1. 
	The people I work with cooperate to get the job done.
	82%
	87%

	2. 
	I am given a real opportunity to improve my skills in my organization.
	52%
	66%

	3. 
	I have enough information to do my job well.
	62%
	75%

	4. 
	I feel encouraged to come up with new and better ways of doing things.
	44%
	64%

	5. 
	My job makes good use of my skills and abilities.
	55%
	70%

	6. 
	My work gives me a feeling of personal accomplishment.
	61%
	73%

	7. 
	I like the kind of work I do.
	81%
	83%

	8. 
	I recommend my organization as a good place to work.
	59%
	66%

	9. 
	Overall, how good a job do you feel is being done by your immediate supervisor/team leader?
	60%
	68%

	10. 
	How would you rate the overall quality of work done by your work group?
	77%
	86%

	11. 
	How would you rate your organization as a place to work compared to other organizations?
	45%
	60%


What would you present to the Director of Human Resources Management?

· Include major findings and recommendations
	Table 2:  Job Satisfaction

	#
	Question
	Agency A
	Gov't wide

	

	1. 
	How satisfied are you with your involvement in decisions that affect your work?
	38%
	56%

	2. 
	How satisfied are you with the information you receive from management on what's going on in your organization?
	36%
	49%

	3. 
	How satisfied are you with the recognition you receive for doing a good job?
	40%
	54%

	4. 
	How satisfied are you with the policies and practices of your senior leaders?
	32%
	43%

	5. 
	How satisfied are you with your opportunity to get a better job in your organization?
	31%
	39%

	6. 
	How satisfied are you with the training you receive for your present job?
	50%
	57%

	7. 
	Considering everything, how satisfied are you with your job?
	61%
	70%

	8. 
	Considering everything, how satisfied are you with your pay?
	63%
	67%

	9. 
	Considering everything, how satisfied are you with your organization?
	47%
	60%


1. Nominal Data 

· Data are named, but not ordered (e.g. it makes no sense to state that M > F) 

· classification data, (e.g. M or F)
· arbitrary labels, (e.g., 1=HQ, 2=Field) 

· Permitted Operations: 

· You can determine whether if an observation is equal to a particular value, e.g., gender is a nominal scale variable—you can create subsets based on gender.

· You can count the number of occurrences of each value included in the scale, e.g., can or count the number of males or females in a sample.  However, it makes no sense to state that a value of 1=HQ is less than a value of 2= Field.
2. Ordinal Data 

· Data are ordered, but differences between values are not important 

· Degree of liberalism or conservatism within a political party (3=Strongly Liberal, 2=Moderately Liberal, 1=Weakly Liberal, 0=neither Neither Liberal nor Conservative, etc.)

· Attitudes (e.g., 5-point Likert scale assessing degree of customer satisfaction) 

· Ratings (Number of “Stars” a reviewer gives to a movie, restaurant, or product) 

· Permitted Operations: 

· You can to determine whether the value of one observation is greater or less than that of another observation. 
· You can rank ordinal data, but you cannot quantify differences between two ordinal values
For example, if restaurants are rated on a 5 point scale (5=outstanding, 1=poor), restaurants can be ranked based on their score, and a 4 point rating is superior to a 3-poing rating, but the difference between these two ratings cannot be quantified.  

3. Interval Data 

· Data are ordered on a scale that has constant intervals, but the scale lacks a natural zero 

· temperature (Celsius, Fahrenheit), dates (2009, 2010 . . .)

· Permitted Operations: 

· You can compute differences between interval scale values

· You can quantify the difference between two interval scale values 
For example, temperature scales are interval data.  A temperature of 60° F is 30°warmer a temperature of than 30° F and that 30° difference has some physical meaning.  However, 0° F is an arbitrary value, so it does not make sense to say that 60° F is twice as hot as 30° F.  Similarly, it makes no sense to say that the date 2000 AD is twice as old as the date 1000 AD.
4. Ratio Data 

· Data are ordered, have a constant scale, and have a natural zero. 

· height, weight, age, length
· Permitted Operations: 

· You are allowed to take ratios among ratio scaled variables.  Because distance has a natural 0, it is meaningful to say that a distance of 10 yards is twice as long as a distance of 5yards. 
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