
8/18/2011

1

SURVEYS

THE GOOD, THE BAD, THE UGLY

ASFPM Committee Chairs Retreat
August  31, 2011

ASFPM Surveys 

Surveys ASFPM Conducts 

 Certification

 Chapters

 Membership

 Projects

Methods of Assessment

 Metrics

 Benchmarking

 Focus Groups

 Interviews

 Direct Observations

 Survey
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Survey Advantages

 Quick

 Cheap

 Broad coverage – people, locations

 Easy to quantify

 Anonymous

 Consistency

Survey Disadvantages

 Survey fatigue

 Time consuming

 Confusing

 Garbage in, garbage out

 Symptoms vs. Root Cause

 Overwhelming amount of data

Survey Process Model

1. Planning

2. Development

3. Design

4. Implementation

5. Analysis

6. Action
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Planning

 Purpose of Survey

 Define Objective

 Identify Pool

 Resources: time, people, information

 Stakeholder buy-in

Development

 How / Which results will be shared

 Clear language: acronyms & jargon

 Code for easy grouping / tabulating

 Only ask what you can act on

 Design so data collected is actionable

Design

 10 questions / 5 minutes or less

 Quantitative vs. Qualitative Data

 Avoid Leading Questions

 Short list of choices (3-7 options)

 Rating vs. Ranking

 Not Applicable & Comments?
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Quantitative vs. Qualitative

QUANTITATIVE

What type of assistance 
do you think would most 
help you quit smoking? 

a) Medication

b) Counseling

c) Both

d) Neither

e) Other: 

QUALITIATIVE

What type of assistance 
do you think would most 
help you quit smoking? 

Leading Question

BAD

Do you feel the new process is more 
effective than the old? YES / NO

BETTER

Which process do you feel is more 
effective? Process A / Process B

Rating vs. Ranking

RATING
Communication at work 
is good.

a) Strongly Agree

b) Somewhat Agree

c) Somewhat Disagree

d) Strongly Disagree

RANKING

Put the following items in 
order with 1= most 
important & 5 = least 
important

__ Communication

__ Salary

__ Benefits

__ Flexible Schedule
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Not Applicable

What brand of computer do you own?

a) IBM PC

b) Apple

c) Other

Implementation

Pre-announce survey

Build in Survey Monkey

Test on small group first

Choose a Contact for Troubleshooting

Distribute with Instructions & Deadline

Send Reminders

Analysis

Analyze / Summarize data

Interpret / clarify

No “default” coding of skipped answers

Correctly worded to get right data?

Representative sample?

Significant response?
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Action

Confirm agreement on action items

Communicate results & actions

Develop list of action / tasks / owners

Monitor & report progress

Celebrate progress with credit to survey

Summary & Conclusion

Surveys aren’t always appropriate

Existing survey data & resources are available

Only ask if you intend to act

Executive Office is here to help! 

Email Kait@floods.org, 608-274-0123
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Survey Job Aid 
 

ASFPM Surveys 
• Certification Survey (~every two years) 

• CFM Survey 
• Reliability & Validity Survey 

• Membership Survey (~every three years) 
• Chapter Survey (annually) 

• Webinar Topics 
• Finances & Budget 
• Communications 
• Insurance / Tax Exempt Status / Incorporation Status 
• Training 

• Projects Surveys (as needed) 
• 2010 State & Local Programs 
• FEMA Digital Mapping 
• CTP – Enhancing state capability 

• Conference & Workshops (ASFPM sponsored) 
 
Avoid over-surveying respondents. If respondents get multiple surveys in a short period of time, they 
become increasingly less likely to respond. Surveying respondents implies that you’re asking for a 
reason and you plan to take action. Be careful what you ask about. Check with the Executive Office 
before sending out a survey to avoid over-surveying.   
 

Survey vs. Other Assessments 
Methods: 

• Metrics: measures documented behavior / actions, # members, # communications, etc. 
• Benchmarking:  compares measured data against like organizations / groups 
• Focus Groups: expensive, time consuming, greater respondent commitment 
• Interviews: expensive, time consuming, no anonymity 
• Direct Observation: expensive, time consuming, can be skewed 
• Survey: easy / cheap to conduct & quantify, accesses larger pool, more anonymous 

(Quantitative) 
 
Advantages of Surveys: 

• Efficient – can reach larger groups across multiple locations 
• Quantification – produces numeric / statistical results 
• Anonymity – controversial or sensitive issues 
• Consistency – every candidate gets same question asked the same way 

 
Disadvantages of Surveys: 

• Results are only as good as the question construction and survey administration 
• May get at symptoms rather than root cause 
• Overwhelmed with interpretation of data 

 
 

Qualitative  
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Remember…  BAD SURVEY QUESTIONS = BAD DATA! 
Garbage in, Garbage out 

 
 
 
Tips for Effective Surveys 

• Plan in advance to allow adequate time – surveys don’t happen over night 
• Check with Executive Office to see if survey was already done on your topic / are planning to in 

near future 
• Only ask about what you plan to act on and whether you have the appropriate power to influence 

this area 
• Ask questions that provide you with data in the right format- when testing your survey enter  

“dummy” data and ask yourself how you would use this data, does it indicate a specific action or 
just that you should act? Can you re-word the question to get better data? 

• Form your objective then write your questions 
• Test survey before sending  
• Include  N/A and Comment options 

 
Testing Your Survey 

• Do the respondents understand the Survey’s objective? 
• Do the respondents feel comfortable answering the questions? 
• Is the wording of the Survey clear? 
• Is the time reference clear to the respondents? 
• Are the answer choices compatible with the respondents’ experience in the matter? 
• Do any of the items require the respondent to think too long or hard before responding? Which 

ones? 
• Which items produce irritation, embarrassment, or confusion?  
• Do any of the questions generate response bias? Which ones? 
• Do the answers collected reflect what you want in regards to the purpose of the survey? 
• Is there enough diversity in the answers received?  
• Is the Survey too long? 
• According to your test audience, have any other important issues been overlooked? 

 
Response Rates 
 

# Completed Surveys  
# Contacted (pool) 

 
 
Average response rates by survey administration method: 

• Mail: 50% adequate, 60-70% good to very good  
• Phone: 80% good  
• Email: 40% average, 50-60% good to very good  
• Online: 30% average  
• Classroom pager: 50+% good  
• Face to Face: 80-85% good  

 
 
  

= Response Rate 
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The Survey Process 
 
Before You Survey 
 Determine if a survey is the best method to obtain the data 
 Only survey if you are committed to accepting the results acting on them  
 Prioritize what you really need to know and survey on that only 
 Define your objective before drafting questions 
 Check with the Executive Office – we’re available to review and help test your survey before 

sending 
 
 

Survey Process Model 
1. Planning 
2. Development & Design 
3. Implementation 
4. Analysis 
5. Action 

 
PLANNING 

1. Clearly define your objective 
a. What do you want to get out of the survey?  
b. What action will this data inform? 

2. What is the timeline for data collection?   
a. When do you need the final response collected by?  
b. What date do you need the results interpreted by?  
c. When do you plan to take action on the results?  
d. Allow for 3 weeks, but give a 2 week deadline to respond. 
e. Allow a minimum of one week for data interpretation and discussion of action items. 

3. Define your survey pool 
a. Who will you get the most relevant data from?  
b. What constitutes a representative sample pool? 

4. Document the purpose, focus, and target of the survey 
5. Identify resource needs and availability: time, money, people, information 
6. Get stakeholder buy-in 

 
DEVELOPMENT 

1. Get stakeholder input on survey details  
2. Determine how and which results will be shared with respondents 
3. Provide instructions throughout and group questions by topic 
4. Use simple clear language - keep acronyms and jargon out of the survey 
5. Code questions for easy tabulation – qualitative (essay) questions are hard to summarize. 
6. Don’t ask for personal information unless you need it  
7. Only ask about things you can act on, not just because you’re interested in knowing – asking 

implies you intend to do something with the data. 
8. Ask one question at a time. 
9. Keep it short – 10 questions or less done in 5 minutes or less 
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DESIGN 
1. Avoid leading questions that imply an opinion. Instead of asking, “Do you feel the new procedure 

is more effective than the old procedure? Yes / No” ask “Which is procedure do you feel is more 
effective? Procedure A / B” 

2. Provide a short list of choices (3-7) to choose from rather than long lists.  Provide 
“other” option with fill-in space to include other choices. 

3. Rating scales indicate strength of feeling/preference, Ranking scales indicate priority 
of items in a list. 

a. Scales with even number of choices (4 or 6 point scale) will force respondents 
to pick a side and avoid “middle of the road” answers that are difficult to act 
on and interpret. 

4. When providing multiple choice answers, keep choices in a consistent format. 
Example: If you ask about length of time something takes provide all choices in the same unit of 
measure  (don’t provide two choices in hours, and a third in minutes) 

5. Provide an “Not Applicable” or “N/A” option to allow for situations you can’t anticipate 
6. Provide at least one “comment” question or ask, “What else do you think we should know?” to 

provide respondents a place to voice a concern not covered by other questions. 
7. Tell respondents how long the survey will take to complete and provide instructions along the way 
8. Tell respondents what you plan to do with the data and how they can get a copy of the results (if 

applicable) 
9. Thank respondents for their time 
10. Draft survey, have stakeholders review before testing 

 
IMPLEMENTATION 

1. Communicate about survey to the pool 
2. Pre-announce 

a. Why / How / What / When 
b. Deadline for response 
c. Reminder two days before deadline 
d. Reminder one week after deadline (if more time is needed) 
e. Thanks 
f. Results 

3. Determine who the contact will be for issues with the survey and include that information  
4. Test survey on a small practice group before sending to entire survey pool 
5. Revise after testing 
6. Issue survey to pool with instructions 

 
ANALYSIS 

1. Analyze data, interpret / clarify – 
a. If a question is skipped- don’t code as a “default” answer for all non-responses (e.g. blank 

= “agree”), this will skew the results 
b. What does the data tell you? Was the question worded correctly to elicit the correct data? 
c. Was the sample size representative and significant?  

2. Present the data in a graphical chart 
3. Report data to stakeholders 

 
ACTION 

1. Confirm agreement and prioritize action items – not everything can / needs to be addressed 
2. Communicate results and action items to respondents 
3. Designate action and assign tasks 
4. Monitor and report progress to stakeholders and respondents  
5. Celebrate progress (credit the survey as motivation for this outcome)  
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Survey Question Examples 
 

Rating Scales 
 

It’s important to have a balance when using scales. Each end of the spectrum should have equal representation. 
Use scales with an even number of choices to force respondents to pick a side (and avoid neutral or middle of the 
road answers). Use scales with an odd number of choices to provide a neutral or middle of the road option. 
 
BAD (unbalanced: 3 positive, 2 negative, 0 neutral) 
Poor            Average    Good   Very Good  Excellent  
   1                  2                        3                         4                         5  
 
GOOD (balanced: 2 positive, 2 negative, 1 neutral) 
Very Poor  Poor   Average  Good  Excellent  
        1                 2                          3                        4                          5  
 

 
Structure Questions According to Your Objective 

 
Question #1 below is least specific, Question #3 is the most specific. Your objective will guide the level of 
specificity.  If the objective was to determine the average use of SurveyMonkey by respondents, Questions #2 and 
#3 provide the best data. Question #3 will require more work to interpret results (numeric, word, or essay 
responses) but will capture more detail about frequent users. 
 
Question #1: Have you used SurveyMonkey in the last year to send out a survey?  

 Ye s   
 No  
 Not Applica ble  - I don’t use surveys  

 
Question #2: How many times in the last year have you used SurveyMonkey to send out a survey?  

 Not Applica ble  - I don’t use surveys  
 Ze ro  
 Once   
 Twice   
 More  tha n 3 time s   

 
Question #3: If you had to estimate, how many times have you used SurveyMonkey to send out a survey? (Please 
write in an estimate number) __________ 
 
 

Leading / Loaded Questions 
 

Questions should not lead the respondent toward one direction or another. 
 

BAD (implies new procedure is more effective) 
Do you feel the new procedure is more effective than the old procedure?  

 Ye s   
 No  

 
GOOD (neutral) 
Which is procedure do you feel is more effective?  

 P roce dure  A  
 P roce dure  B  
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Clear, Concise Question Wording 
 

Questions should be clearly worded, easy to understand, and only ask one thing at a time. 
 
BAD  
What would be your primary motivation to participate in an online learning experience? (Select your top 3 
reasons) 
 Greatest motivation Motivating Somewhat motivating 

Lack of access to 
training locally 

  Lack of access to    
      training locally 

  Lack of access to    
      training locally 

  Lack of access to    
      training locally 

Limited travel budget 
to attend training 

 Limited travel budget  
    to attend training 

 Limited travel budget  
    to attend training 

 Limited travel budget  
    to attend training 

Schedule (timing) of 
class is convenient for 
me 

 Schedule (timing) of  
     class is convenient for  
     me 

 Schedule (timing) of  
     class is convenient for  
     me 

 Schedule (timing) of  
     class is convenient for  
     me 

Good past 
experiences with 
online training or 
classes 

 Good past experiences  
     with online training or  
     classes 

 Good past experiences  
     with online training or  
     classes 

 Good past experiences  
     with online training or  
     classes 

 
GOOD 
How likely are the following factors to motivate you to participate in an online learning experience? 
Very Unlikely          Somewhat Unlikely          Neutral            Somewhat Likely        Very Likely 
           1   2       3            4      5 
 

Lack of access to training locally 1 2 3 4 5 
Limited travel budget to attend training 1 2 3 4 5 
Schedule (timing) of class is convenient for me 1 2 3 4 5 
Good past experiences with online training or 
classes 

1 2 3 4 5 

 
  

Answer Choices – Only 1 Correct Answer 
 

Answer choices should be coded so there can only be one correct answer. For the example below, if 
your community had a population of 100,000 people, which choice would you select in the BAD 
example?  

 
BAD 
What size community do you serve? 

a) Less than 10,000 people 
b) 10,000 - 50,000 people 
c) 50,000 – 100,000 people 
d) 100,000 – 500,000 people 
e) 500,000 – 1,000,000 people 
f) >1,000,000 people 

 

GOOD 
What size community do you serve? 

a) Less than 10,000 people 
b) 10,000 – 49,999 people 
c) 50,000 – 99,999 people 
d) 100,000 – 499,999 people 
e) 500,000 – 1,000,000 people 
f) >1,000,000 people 
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Certification Reliability & Validity Survey Summaries – Detailed  
By Audience 

 
http://www.floods.org/index.asp?menuID=462 
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