The Lost Art of Asking Questions
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COUNTING TIHINGS

LET'S GET A SHOW OF HANDS..

WHO HERE PREFERS
QUANTITATIVE DATA
OVER QUALITATIVE DATA?

La.s.

\
OK! LOOKS LIKE EVERYBODY!
TELL YE. wiiy DO i
YOU PREFER QUANT?

WELL. QUANT DATA IS
THE ONLY WAY TO
REALLY WNOW..

OH. SORRY-

\
| SHOULD WAVE VENTIONE D
PLEASE ONLY DSE NOM3ERS
IN YOUR RESPONSE.




“You can't just ask people
what you want to know.

(Sorry.)”

Erika Hall

Co-founder of Mule Design Studio
Author of ‘Just Enough Research’ and ‘Conversational Design’



Research question

+

Survey/Interview question



Research question

}

How well does our website answer

prospective customers’ questions?



Survey question

}

What's holding you back from completing

your purchase today?



Interview question

}

Talk me through your most recent

shopping experience on our website.



Surveys and Interviews



Not user testing?



In user testing you don’t ask questions.

You set tasks.







Surveys suck.



Surveys suck.



Most surveys suck.




Surveys can be

good user research.




Don’t think quantity.
Think quality.




7 tips for

survey and interview questions



| Ask the right people
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Don’'t ask about
the future

-
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Don't ask abo'oo distant past
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How brilliant would you say
Conversion Jam was?

o Enestaende
o Fantastisk
o Stralende

o Veldigt bra

o0 Fenomenalt



How good or bad would you say
Conversion Jam was?

o Very good

0 Good

o Neither good nor bad
0 Bad

o Very bad



How would you rate Conversion Jam?

o Very good

0 Good

o Neither good nor bad
0 Bad

o Very bad



Do you love working remotely?




Do you love working remotely?

Yes
No

| never work l'(fl'l'l()tel‘;" @




How hard was it to reach your goal?

Source: https://www.thomasvandenberg.nl/cro/het-jaar-2018-als-croer-bij-centraal-beheer
Thomas van den Berg - @Thomas_vd_berg



How hard was it to reach your goal? It was easy to reach my goal.

Source: https://www.thomasvandenberg.nl/cro/het-jaar-2018-als-croer-bij-centraal-beheer
Thomas van den Berg - @Thomas_vd_berg



Don't askdoaded questions

Photo by Ben White on Unsplash
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CONVYERSIONISTA!

Presents

The

[rowthfather

“Epic!”
* % % %k X

“Conversion Jam
is a must attend”’

Starring
John Ekman
as

DON CONVERTONE

Conversion Jam is an epic tale of
successful digital growth that will leave
no growth marketer untouched
The world's top speakers
reunite to share their

e e FLSAERTS  JORN EKDL




tale of customer
success’




How do you rate superstar host John Ekman?

(5=Verygood 4=Good 3=Average 2=Poor 1=Verypoor)

05 04 03 02 o]



wl Orange B = o7: 11
& businessinsider.nl

BUSINESS INSIDER

Business Insider
Bezoekersonderzoek

Welk oordeel vind jij het beste
bij Business Insider passen? *

() Verrassend
() Nuttig
() Leuk
() Betrouwbaar

Hoe vaak lees je Business
Insider eigenlijk? *

() Dagelijks

() Wekelijks

Which word do you think describes
Business Insider best?

o Surprising
o Useful

o Fun

o Reliable






estion
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Specific tips for web surveys



Get your time & place right
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What = your experience with befghum bo'
Toll wn and participate In ouwr warvey.
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Pop-up survey decision chart



Pop-up survey decision chart




Your amswers = A bettor website

7
yoast A0 A Thede )C.QN'\!‘OII\ 10 HeD IMOrowe our website.
1 ’ oy ‘

If yvou & I wa L0 Aansmer, samply <lose thes window

Do you have the Yoast SEO plugin?

Yes, I've got the Free Youst SEO plugin

I've got the Premiwm Yoas

What Is the purpose of your visit 1o this website? Please be as specific as possible,

Subrmnt ]




Pop-up survey decision chart

Why? When? Where?

Top tasks Upon entry Middle




This course comes highly recommended...

L 8. 8. 6 &

Email Markating Centifcation

4.5 Stars | S02 Reviewn

A udemy

Not for you? Tell us why:

The benefits of learning email marketing witl

Grow you (ateer. JOW & COMmMmmity.



s

Was M! Vour v gast hobbern we sag !
viaage Wat ia de balangris vie reden

waarven u vardawy geen ol wpr aah
mankt?

Wait! Before you go, we
have 1 question for you.
What is the most

Important reason you
didn't make an
appointment today?




Pop-up survey decision chart

Why? When? Where?
Top tasks Upon entry Middle
Reasons for leaving Upon exit Slide-in
Middle



Pop-up survey decision chart

Why? When? Where?
Top tasks Upon entry Middle
Reasons for leaving Upon exit Slide-in
Middle

Another question ? Slide-in



IT DEPENDS!



Confirmation or
thank you page surveys:

INn-page
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Your appointment has been confrmed
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Specific tips for interviews
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4 lessons Rand Fishkin learned from building
a $45M software company




“Lesson #1: Nothing can replace
talking directly to your users”

Rand Fishkin, Founder of SparkToro and Moz
@randfish



Don’t call it an interview.

Call it a chat.



Your interview scenario Is a

coat hanger, not a crutch.






Specific tips for user testing



Photo by Juliana Amorim on Unsplash
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Columbo

Photo by www.time-for-a-correspondence.over-blog.com



http://time-for-a-correspondence.over-blog.com/

e e

Photo by Evan Dennis on Unsplash



Thank you very much!



