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Introduc�on
Whenbeginningaresearchproject
todeterminewhatcustomersor
employeesthinkaboutanew
productorservice,or todetermine
theiroverall levelsofsatisfaction,
designingthesurveytooptimizethe
datacollectionprocesscanhavean
enormous impactonthefinal
results. Ifallof theresearch is
conductedonline,at theendofthe
surveytheremaynotbeenough
quotacompletesbecause
representativeresponseshavenot
comein. If theproject isdoneallon-
phone,youhavegreatercontrol
overthetimingsothatyoucan
meetyourdeadline,butthecosts
fordatacollectionpercompleteare
higher.

Aresearchernotonlymustdesign
asurveyandidentifyanaudience,
butmustalsodeterminehowbest
togoaboutcollectingopinions
andfeedbackfromatargetgroup.
Readontodeterminethebest
waytooptimizethedata
collectionprocessandgatherthe
widestpossiblevarietyof
feedback.

PHONE

SURVEYMETHOD QUOTASAMPLE

Choosing The Right Mode
Choosingthebestmodeforasurveyisanimportantdecision.Let’sfocusonthesequantitativemethodsin
usetoday:

•PhoneInterviews(CATI):Usuallyanoutboundcall toatargetrespondent. Interviewersaretrainedto
nurtureacallerthroughtheentiresurvey,whichmakesthismodeidealfor longersurveysandsurveysfor
complexordifficulttopics.Predictivedialingandoptimizedsampleflowkeepinterviewerproductivityhigh,
makingiteasytoreachawiderangeofcustomersinashorteramountoftime.

• IVR: Inboundoroutboundcall toavoice-activatedcomputersurvey. IVRisbestusedforshortsurveys
withanengagedaudience. Inaddition, it isagreatmethodologyforsensitivetopicsandtocapturetheVoC.

•OnlineSurveys:Websurvey,hosted24x7,enablesrespondentswithInternetaccesstoparticipate
wheneverconvenient.HighlyengagingUX,withbranding,gamification,andmediainserts.

Whendesigningasurvey,researchersmustlookatwhichcombinationofmodesisthemostappropriate.
Whynotchoosejustonemode?Often,usingjustonemodewillnotachievethedesiredquotas.Forinstance,
considerwhenrunninganonlinesurveysthatalthoughthemajorityofallUSadultsdohaveaccesstothe
internet,somepercentageoftheU.S.populationover65andofruralareas,minority,highschoolgraduates
andlowerincomegroupshavelimitedInternetaccess.Yet98%canbereachedbyphone.Ifthesecustomers
mattertoyourresearch,thenphone-baseddatacollectionshouldbeconsideredinthemix.
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Surveyscanbedesignedtoallowrespondentstochoosethemodeforansweringthesurveybyselectingfromonline, IVR,
orphone.Asurveycanalsobedesignedtospanmorethanonemode,whichgivesrespondentsachoiceinthemodethey
wanttousetoprovidefeedbackdependingonthequestion.Forexample,retailerscanprovideaURLonareceiptandan
800numbertocall forfeedback.Byofferingachoiceyou’ll increaseresponseratesandcollect insightsfromabroader
audience.

Offer Respondents A Choice

Web Survey

IVR Survey

IncomingCall

Phone
Survey

Phone #

IVR Screen

URL

Invitation

ManyVoiceof theCustomer(VoC) ,CustomerExperience(CX),and
EnterpriseFeedbackManagement (EFM)researchwillbenefit from
providingrespondentswithachoiceof feedbackmechanisms. Insteadof
relyingsolelyonawebsurvey, researcherscannowemployan IVRsurvey
tocollect thesamedatabyphone.Otherresearchthatbenefits froma
multi-modedesign include:

PostTransactionFollowUps -Thesearegenerallyconductedaftera
customercalls intoasupportcenter togethelporan insidesalesdeskto
placeanorder.Withamulti-modesurvey, thecallercanbetransferredfrom
alive interviewertoan IVRsurvey.Alternatively,oncecustomersprovide
their information, their feedbackandanNPSscorecanbecapturedvia IVR.

PointofSaleExperience -Customersarecommonly incentivizedtoprovide
their feedbackoncetheyhavevisitedastoreormadeapurchase.By
printingaURLandan800numberonthereceipt, thecustomer isprovided
twowaystocompletethesurveyandcollect their reward.

LoyaltyProgramMemberSurvey -Memberprofilesoftenallowcustomersto indicatetheirpreferredmethodofcontactandwhenasurveygoesout tothem,theyare
eithergivenaURLor800number.Thesample isdividedbypreferenceandtheoutreach isdoneonthatbasis.

WithourPlatform,regardlessofhowthedata iscaptured, it is collectedandmanaged inonecentral,easytousedashboardsoyoudonothavetoworryaboutcollecting
thedata fromarangeof tools.

Inpar�cular,manycompaniesareusing IVR tocapture feedbacka�er transac�ons.
Respondents canclick tocall intoa surveyquicklyandeasily. Inaddi�on,byaddinga
secondmodeyoucan test foranypossiblemodebias in the responses.



Choosing The Most Cost-Effec�ve Mode

Increase Data Capture From Customers
Bycreativelydesigningasurvey,marketer researcherscancapturemoredata frommorecustomers.For instance,with
thegrowthofmobilecallbacks, it ismore important thanever tocapture inboundcalls.Thisgrowthaccelerates the
needto immediatelyanswerandroutethosecalls totheappropriate interviewers.OurDialer, combinedwiththe
Multi-ModePlatform,canautomateblendingof inboundandoutboundcalls,using interactivevoiceresponse(IVR) to
address thechallengeofmanagingcallbacksquicklyandefficiently.

Collec�ng Mul�-Mode Feedback
Historically,multi-modesurveyshavebeendifficultbecauseeachmoderequired itsowndataset.Butwithoursolutionthesamesurveycanbeusedacrossallmodesand
all theresponsesarestored inasingledatarepository.Onlyonesystemneedstobe learnedand justonesurveyneedstobebuilt,making iteasytoreportonandanalyze
thedata.Researchdatacollectionoperationscannowenableprocessesthatspannotonlymodes,but technology,vendorsandorganizations.Forexample,phone
interviewerscanbe inyourcall center,apartner’scall center,orhomebased.Thedatacollectionprocessescan involveasingletechnologyplatformoryoucanbuild
compositeworkflowsacrossamixofvendors.Regardlessofwhereorhowthedata iscollected, it isall stored inonecentralplace.

Whenfacedwith limitedresources, focusontheopinionsthatcomefromthetypesof respondentswhomeanthemost toyour
business.Theamountyouarewillingtopaytocapturetheir insightswilldifferbytheir strategicvaluetothebusiness.Asbudget
oftendictatesmode,herearesomerecommendations forchoosingthebestmode:

OnlineSurveys
Onlinesurveysworkwell for themajorityof respondents.Onlinesurveyscanbeprintedonreceipts
or invoicesandsharedwithall customers.This is the lowest-costmethod.

AutomatedPhone(IVR)Surveys
IVRbasedsurveysareagoodchoicewhentargetingharder toreach
demographics isapriority. It is thesecondmostcosteffectivesolution,andcan
beusedforboth inboundandoutboundcalls.

Live Interviewer(CATI)Surveys
Phone(CATI) interviewsarethemostcostly,butoftenprovideamore in-depth
picture.CATIgivesresearchers theoptiontogathermoredetailed insightswith
interviewers,probingformore informationandusingtheextendedquestionset.
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Onlyonesystemneedsto
be learnedand justone
surveyneedstobebuilt,
making iteasytoreport
onandanalyzethedata.



Designing And Managing Surveys
Whenit is timetodesignandmanageasurvey, thePlatformgivesresearchersunprecedentedcontrol tomodify livesurveysto
refinequestionsorensurequotasareachieved.OurPlatformhasbeendevelopedtoservetheneedsof themostadvanced
researchprofessionalsconductingstudiesonaglobalbasisandcanperformthemostcomplexofsurveyingactivities. Justsomeof
thefeatures thatprojectmanagerscantakeadvantageof include:

Valuable Customer Insights From Mul�-Mode
Surveys
Aswecansee, therearemanyadvantagestooffering
multiplemodes inonesurveysessionwiththesame
respondent.Thisapproachcanofferamoreholisticand
consistentviewofconsumeroptionsand isespecially
helpful indevelopingnewproductsandservices.

Startbenefiting fromthemulti-modeapproach!Learn
moreaboutyourcustomers in less time,getstartedtoday!
Requestacall fromourexpertatMRC@enghouse.com.

•Utilizing“replicates” tocollectadailysnapshotof results that represent thesamequotamakeupasthefinalproduct
•Utilizing“markets” forquotaattainmentandtime-zonespecificdialingactivities
•Providingsupport for24timezones, includinghalf-timezones
•Utilizingupto960markets forspecial functionsandcall-routingrules, suchasassigning“Special Interviewers”whospeakCantonesetoa
particularmarket

Withoursolutionsdesigningandmanagingamulti-modesurveyhasneverbeen
easier.Market researcherscanachieveprecisequotasandoperationalcontrol that
enablesusers tooptimizetheircomplexor time-sensitivedatacollectionprocesses in
real-timeandperformon-the-flychangesduringa livesurveywithoutdisrupting
operations.The integrationofourpredictivedialerand IVRcapabilitiesmakes iteasyto
buildhighly flexibleoperationsthatcater torespondentpreferences for interview
modes,whileensuringprojectcompletion intheshortest timeandat theoptimalcost.

•Yoursurveycall centerwillhavethesecontrolsavailable
•Leveragemarketweights tocontrol therelativeamountofcallingtoaparticularmarketduringthestudy
•Managingbehaviorby“weightingup”specific samplerecords. If there isashortageofsamplerecords inaparticularmarket’s targetsample, it ispossible topickupmore
recordswithoutcompletelyshuttingdownothermarketsorsettingtheir targetquotasdown
•Makingdynamicadjustments tosampleandcalling instructionsbasedonquotaormarketattainmentwithout takingdownthestudy
•Utilizingexternaldatato identifymobilephonesandtreat themdifferently inyoursamplemanagementprocess,managingthesetwotypes inseparate filesorwithin
thesamefile,andsendingspecific instructionstothedialerbasedontherecordtype.
•UsingDNClistmanagementtoupload,createandupdateDNCfiles thatcanbeselectedforanygivenproject foranygivenproject



info.cee@enghouse.com

MRC

Enghouse Interac�ve (EI), a subsidiary of Enghouse Systems Limited (TSX:
ENGH), is a leading global provider of contact center so�ware, services, and
video solu�ons, serving thousands of customers for over 35 years. Enghouse
Interac�ve solu�ons enable customers to deliver winning customer
experiences by transforming the contact center from a cost center into a
powerful growth engine.

Enghouse Interac�ve’s core values – Reliability and Choice – are key
differen�ators in the global marketplace. Reliability speaks to Enghouse
Interac�ve’s reputa�on for consistently honoring its commitments to its
customers, staff, partners, and investors. Choice is reflected in the unparalleled
breadth of its CX por�olio, which enables customers to choose from a wide
array of solu�ons, whether deployed on-premise, in the cloud, or on a hybrid
pla�orm. By leveraging a broad range of technologies and capabili�es based
on open standards, Enghouse Interac�ve simplifies the advanced integra�ons
customers require.

Respec�ng local regulatory requirements, and suppor�ng any telephony
technology, Enghouse Interac�ve ensures that its customers can be reached by
their customers – any�me, anywhere, and via any channel.


