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Our agenda for today

Why are surveys boring?

User feedback in the product-first age
Examples and best practices

Q&A
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User research has been part of product management
since the role was created

Listening to Customers

In 1957: ‘"HP Way’ policy
THE FUNDAMENTAL BASIS for success in the oper.

ation of Hewlett-Packard is the job we do in satisfying

s. We encourage every o
the needs off)ur CUSEOMCTS; We enconlfRge cvery, g voice of the customer
in our organization to think continually about how his

mandates PMs to represent

or her activities relate to the cencral purpose of sefving

our customers.
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As the product discipline evolved, user research
became a core stage in product development

Most important step in the
traditional waterfall development

method was the first:

requirement gathering and

documentation
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However... as agile/lean methodology took
center-stage, shipping became the focus

Building + Shipping

Ship it culture

Continuous integration, continuous
deployment, continuous testing

Real-time monitoring and analysis

New stack to enable this

SS XN
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User Research

Still at beginning of development process
Individual interviews

Attempts at scale = email blasts for online
surveys

Replaced by quantitative analytics

Outsourced to user research teams



The product-first approach needs continuous feedback

User feedback/research should be collected
continuously throughout the user journey and product lifecycle,
not just in the beginning design phase,

or on a per-project basis.
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This does not mean spamming users over email

Docuﬁ'gry

* 4. What sort of Operational Efficiencies have you ex|

Traditional online surveys
delivered via emails have low
open/start rates and even lower

response rates

g chameleon



Enter the “microsurvey”

g chameleon

NPS Survey Simple Form

How likely are you to recommend us to a friend or colleague? ~
Not Likely Extremely Likely

0 1 2 9

How did we disappoint you and what can we do to make things right?

NPS is a microsurvey that’s
become wildly popular
predominantly due to its

simplicity



Yet the way NPS is conducted today is still basic

Often sent via email (low response rates)
Sent in batches (not triggered based on activity)

Recurrence based on time (not contextualized based on user journey)

X X X X

Single broad question (hard to process)

g chameleon



For better feedback, you need a system that is
contextual, data-driven, and easy to answer

Contextual Data-driven Easy
{ 1 {
In-Product Event-triggered Micro-format
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Some examples of continuous feedback in action

1. Hubspot testing
satisfaction with new UX

43 chameleon

£ Back to app listings

Chameleon

Listing info

Listing info

Name and categorize your app

App information

Public app name *

Company name *

Tagline *

What do you think of the new app

@

listing experience?

e and publish user onboarc

tegrations/hubspot-integra

© Add some basic info

© Upload your logo or icon
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Some examples of continuous feedback in action

2.Segment requesting self-serve feedback on a new feature

List of Destinations

My Destinations

g chameleon
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Some examples of continuous feedback in action

3. Asana running in-product NPS

How likely are you to recommend
Asana to a friend or colleague?

Not at all likely Extremely likely

_ Content Calendar v~ © O Set status
— & Share () Search
List Board Timeline Calendar Progress Forms

Last task completed on Tuesday & All tasks = Filter 1t Sort 4 Rules

9 chameleon
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Some examples of continuous feedback in action

4. PeopIeG rove opt-in for utive Education @ S':/elm Francisco Computer History
. useum
more detailed COVID

su rvey More Info More Info

Devavae~ All

PeopleGrove is dedicated to supporting you
during COVID-19.

Please take this one-minute survey to help us understand

how to help and support you.

SF No thanks o= Yes please!
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Other ideas for microsurveys: beta opt-ins

) Want to beta test a new feature?
Adventurous users wanted to test an experimental
new dashboard...

AN
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Other ideas for microsurveys: beta opt-ins

) Want to beta test a new feature?
Adventurous users wanted to test an experimental
new dashboard...

AN
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Other ideas for microsurveys: PM Fit Survey

9 chameleon
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Other ideas for microsurveys: cancellation feedback

g chameleon
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Best practices for effective microsurveys

e One goal per survey; prioritize ruthlessly

e Ensurerelevancy

e Trigger based on user data, such as action (or inaction)
e Avoid fatigue by limiting cadence and offering gratitude
e Linktoyour analytics system, database and Slack

e Have ateam lead that owns continuous feedback
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Chameleon enables you to easily build in-product
microsurveys without engineering

g chameleon

Install via Segment or JS
Templates to get started
No code Builder

Fully customize design

Dashboard, API, and
integrations for results

Rate-limiting control



Next steps

e frychameleon.com/surveys for info about our microsurveys product

e trychameleon.com/blog for more “continuous feedback” content



http://trychameleon.com/surveys
https://www.trychameleon.com/blog

