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Introduction

This chapter is about turning a list of questions into a 
finished questionnaire to which people can respond 
easily and accurately.

A good questionnaire minimize respondent burden, 
decrease time required by respondent and lastly shows 
respect for them.

Questionnaires may of three types: mail, telephone, and 
face-to-face and each rely on a different way of 
communicating.



Mail questionnaire

Mail questionnaire are unique because they stand on their 
own. No interviewer is present to convince respondents 
that they should fill out the questionnaire.

Motivating people to respond is one of the important goals 
in designing mail questionnaires.

A mail questionnaire should not be too difficult or take too 
long.



A good mail questionnaire

In a mail survey the visual impact is critical

It should have consistent instructions

Instructions should be as many as necessary

They should be laid out clearly and exactly where they 
apply.

The front of a questionnaire should attract people’s 
interest.



Format and printing

The mail survey consists of :

o The front cover: use the front cover to make the 
questionnaire look interesting. 

o It conveys the idea that someone has worked hard to 
develop the questionnaire.

o People remember unusual covers.



Front cover

a well-designed cover includes only four items:

o An informative title that motivates respondents to open the 
questionnaire,

o A graphic design or illustration that helps identify the survey,

o The name of the study’s sponsor, and

o The address where the questionnaire is to be returned.





Front Cover

►Study title: it should be clear and to the point. Good titles 
are memorable but they should not threaten, mislead, 
suggest bias, or sound academic.

►Graphic design: it adds interest to the front cover. It can 
be simple or complex and need not symbolize  the study 
topic.

►Name of sponsor and return address: this information is 
important. If a respondent loses the reply envelope and 
cover letter that comes with the questionnaire, he or she 
needs to know where to return the completed form.



The back cover

The back cover should contain:
An invitation to make comments,
Plenty of blank space where the respondent can write,
A thank you for completing and returning the 
questionnaire.

Sensitive questions about income, political party, or 
religion, for example, are normally placed near the end 
of the questionnaire.







Between the questionnaires

Overall ordering of the questionnaire: respondents are 
told in the cover letter what the study is about and why 
they should respond.

The questions that go last are as important as those that 
go first.
Put questions on the same subject together.
Take advice of potential respondents if you have trouble 
ordering topics within.
Group questions that are similar in structure.



The first question

No questions gets more scrutiny than the very first one 
or two. In the first question :

►Don’t ask  something open-minded

►Don’t ask something difficult

►Don’t ask something embarrassing

►Don’t ask people directly about themselves



Individual page design

The final step is taking all the questions and fitting them 
on individual pages. A questionnaire page should have 
the following features:

ǿ A vertical flow is established.

ǿ The questions are in bold type and the answers in light.

ǿ For questions that don’t apply to everyone, the ‘skip’
arrows are used to show people where to go next.



Contd..

ǿ Brief instructions are given exactly where the information 
will be used.

ǿ Numbers are used for answer categories rather than 
boxes or fill-in-the-blank lines.

ǿ Answer choices are written in such a way that at least 
one applies to every respondent.

ǿ Questions are made to fit each page so that respondents 
will not overlook anything.



Pretesting a mail survey

o The purpose of Pretesting a questionnaire is to find out 
whether it works to your satisfaction or has problems.
The information you get from Pretesting is:

Is each question getting the information it is needed to 
get?

Are all the words understood?

Are the questions interpreted the same by all 
respondents?



Contd..

Do all close-ended questions have an answer that 
applies to each respondent?

Are the questions answered correctly and in a way that 
can be understood?

Are skip patterns followed correctly?

Does any part of the questionnaire suggest bias on your 
part?



Telephone questionnaire

A telephone questionnaire depend entirely on verbal 
communication and must sound rather than look 
professional.

Even the best mail questionnaires don’t work on 
telephone.

In a telephone survey, the person being interviewed can 
and often does ask for more information.

Computer assisted telephone interviewing (CATI) 
systems are efficient but also expensive.







Wording the questions

One of the most important principle for writing a 
telephone survey questions is ‘keep them short and 
simple’.

Questions should have a short series of answer choices.

When it is necessary to have many answer choices, use 
a two step approach.

ask respondents to rate each item individually and then, 
at the end of the question, to choose the most important.



The interviewer’s introduction

The interviewer should completely identify himself or the 
survey. it should include:

o The interviewer’s name

o The organization and city from which he is calling

o A one sentence description of the survey, and

o A conservative estimate of how long the interview will 
take.



Ordering the questions

Start with questions that are topically related to what the 
respondent already knows the interview is about and 
then move to the subjects that are less related.

Group questions according to same topic

Group questions according to same structure.

Avoid situations where respondents have to repeat 
information they provided earlier.



The first question

► The first question should be close ended with no more 
than two or three answer choices.

► The pace with which the questions are asked on the 
phone is important.

► Do not insert critical questions at the start of the 
interview.



Face-to-face questionnaires

Face-to-face questionnaires are similar to the telephone 
surveys.

Face-to-face surveys are different form telephone 
surveys in:

o Interviewers have personal contact with respondents
o Interviewers can use visual aids to make sensitive 

questions less threatening or simple. 



Contd..

Respondents like to follow along the interviewer on a 
blank copy of the questionnaire.

Put see-through plastic covers on the pages so people 
will not mark their answers on the questionnaire.

Put attractive cover on face-to-face questionnaires, 
much the same as we do in mail surveys.
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