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“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.

@els_aerts



Surveys?



Surveys suck.



Surveys suck.



Most surveys suck.
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Surveys can be

good user research.
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Don’t think quantity.

Think quality. 

@els_aerts



7 tips for

survey and interview questions



Ask the right people

Ask the right people
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Ask the right questions

Ask the right questions
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Don’t ask about 
the future
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Don’t ask leading questions
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o Enestående

o Fantastisk

o Strålende

o Veldigt bra

o Fenomenalt

How brilliant would you say 
Conversion Jam was? 



How good or bad would you say 
Conversion Jam was? 

o Very good

o Good

o Neither good nor bad

o Bad

o Very bad



How would you rate Conversion Jam? 

o Very good

o Good

o Neither good nor bad

o Bad

o  Very bad







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



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
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Don’t ask loaded questions
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How do you rate superstar host John Ekman?

(5 = Very good 4 = Good 3 = Average 2 = Poor 1 = Very poor)

o 5 o 4 o 3 o 2 o 1



Which word do you think describes
Business Insider best?

o Surprising
o Useful
o Fun
o Reliable





Practice good question hygieneGood question hygiene
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Specific tips for web surveys



Get your time & place right
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Pop-up survey decision chart



Pop-up survey decision chart

Why? When? Where?





Pop-up survey decision chart

Why? When? Where?

Top tasks Upon entry Middle





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: 

in-page





Specific tips for interviews





“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.
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Listen.



Specific tips for user testing



Echo
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Boomerang
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Columbo

Photo by AustralianOrigns.com

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


Photo by Evan Dennis on Unsplash



Thank you very much!
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