Customer Feedback and
Surveys Checklist - Public

1. Define Your Objectives:

e Clearly outline the goals and objectives of your customer feedback and survey efforts.
2. ldentify Target Audience:

e Determine the specific customer segments or demographics you want to gather feedback from.
3. Choose the Right Survey Tool:

e Select a suitable survey tool or platform to create and distribute surveys (e.g., SurveyMonkey, Google
Forms, or specialized customer feedback tools).

4. Create Survey Questions:
e Craft clear, concise, and relevant survey questions that align with your objectives.
5. Types of Surveys:

e Decide on the type of survey (e.g., online surveys, email surveys, phone surveys, in-person
interviews) based on your audience and goals.

6. Survey Length:
e Keep surveys concise and respect respondents’ time by minimizing the number of questions.
7. Use a Mix of Question Types:

e Incorporate a variety of question types, including multiple-choice, open-ended, and rating scale
questions.

8. Pilot Testing:

e Test your survey with a small group of participants to identify any issues or unclear questions.
9. Survey Distribution:

e Determine the best channels for distributing surveys, such as email, social media, website, or in-app.
10. Incentives:

e Consider offering incentives, like discounts or freebies, to encourage survey participation.

11. Timing:



e Choose an appropriate time to send surveys, such as after a purchase or interaction with your
business.

12. Personalization:

e Personalize survey invitations and questions, if possible, to increase response rates.
13. Mobile Optimization:

e Ensure surveys are mobile-friendly for respondents using smartphones or tablets.
14. Language and Accessibility:

e Make surveys accessible to a diverse audience by offering translations and accommodating
individuals with disabilities.

15. Privacy and Data Security:

e Assure respondents that their data will be kept confidential and used only for research purposes.
16. Thank You Messages:

e Express gratitude to respondents for taking the time to provide feedback.
17. Analyze Responses:

e Collect and analyze survey responses to identify trends, insights, and areas for improvement.
18. Feedback Integration:

¢ Incorporate feedback into your decision-making processes and use it to improve products, services,
and customer experiences.

19. Regular Surveys:

¢ Implement regular feedback surveys to track changes in customer sentiment over time.
20. Follow-Up Actions:

e Take action on feedback received and communicate improvements or changes to customers.
21. Closed-Loop Feedback:

e Establish a closed-loop feedback system where you follow up with customers who have provided
feedback, addressing their concerns and sharing resolutions.

22. Continuous Improvement:
e Continuously refine your survey processes based on feedback and changing customer needs.
23. Reporting and Dashboards:

e Create reports or dashboards to track and visualize survey results for easy data interpretation.



24. Share Insights:
e Share insights and findings with relevant teams within your organization to drive improvements.
25. Customer Appreciation:

e Show appreciation to customers who participate in surveys with discounts, loyalty rewards, or thank-
you notes.
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