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02 Foreword
The Starter Guide to Survey Question Types

Hi there, 

Thanks for downloading The Starter Guide to Survey Question Types. We created 
this resource to help companies get valuable feedback from their customers. At 
Chatter Research, we help businesses collect and analyze feedback from tens of 
thousands of customers every single day. We’ve learned some things along the way 
about asking the right types of survey questions, and we want to share that 
knowledge with you. Whether you’re looking to get customer feedback on a new 
product/service, a singular aspect of your business, or measure overall customer 
satisfaction, these survey question types will help you extract the right type of 
feedback. 

A few things to note before you dive in:

• These example survey questions are meant to guide you in the right direction. 
You’ll have to adapt the language used to suit your business needs.

• The survey question types outlined in this guide should each be thought of as a 
standalone question. Your survey does not need to include every question type. 
With the right mix of questions, you can get all the feedback you need with just a 
few of these example questions.

• The example survey questions are listed in no particular order. Once you’ve 
chosen the right types of questions for your survey, you’ll need to order them in a 
way that makes sense.

• We believe that traditional surveys are annoying and that conversational surveys 
create a better experience for customers. For that reason, we displayed each 
example survey question as a part of a conversational survey. Visit 
ChatterResearch.com to learn more about how we can help your organization 
collect feedback using conversational surveys.
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Use an Intro Message at the beginning of your survey, whether it is initiated by your 
organization (pictured below) or by the customer.

Question Type: Statement & Yes/No

Introduce yourself and 
keep the survey 
experience personalized 
by recognizing things like 
their location, the date, or 
their purchase.

Introduce Yourself Incentivize

Where possible, use an 
incentive to increase 
survey response rates 
and show appreciation.

Be Polite
It pays to be polite. Ask 
for permission to get 
feedback.

Hi, it’s Example Co. Thanks for visiting our 
store on 5th Avenue today!

Can we ask you a few quick questions about 
your experience in exchange for 10% off your 
next purchase?

4:05 PM



04 New vs Returning Customer
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Use this survey question to understand what percentage of your customers are new 
versus returning customers. You can later segment all of your data by the answers to 
this question to see what differences there might be between those two groups.

Pro tip: If the customer is new, ask a Follow Up question (pg. 11) like, “How did 
you hear about us” for marketing attribution. For returning customers, you can 
ask “How long has it been since you last stopped by?” to understand visit 
frequency. 

Question Type: Yes/No

Change wording to reflect 
your business. Ex, “Is this 
your first time using our 
service?” 

Modify Follow Up
Optional follow up 
survey question.

Respond
Make sure that your 
survey software can 
understand replies to 
questions and respond 
accordingly.

Is this your first time visiting us?

Thanks for coming by! How did you first hear 
about us?

4:05 PM

Yah it was
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Use this survey question to understand what products/services your customers came 
to you looking for. This question type can be helpful for discovering a gap in your 
current product/service offerings.

Question Type: Multi-Select and/or Free Text

Insert your different product 
categories / services here. If there are 
too many to list, you can simply use a 
Free Text question type instead. Ex. 
“What were you looking for today?”

Ask Be Conversational
When appropriate, emojis can help 
make surveys more conversational. 

What were you looking for today? 

• Clothing
• Shoes
• Accessories
• Just Browsing 

If you were looking for something 
else, what was it?

4:05 PM
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Question Type: Yes/No and Free Text

Use this survey question to be able to segment responses by purchasers and non-pur-
chasers.

Pro tip: If the customer didn’t buy anything, you can use a Follow Up question 
to understand why that was. It might uncover some issues in your customer 
experience that you didn’t know about. 

Question Type: Yes/No and Free Text

Leave a good impression by letting 
non-purchasers know that you’re not 
angry with them.

Reassure Interpret
Ensure that your survey can 
automatically understand and 
categorize open-ended / free text 
responses.

Did you buy anything today?

That’s ok, maybe next time! Was there 
a reason you didn’t buy anything?

4:05 PM

Nope
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If your customer experience includes an optional activity within it that could impact 
the decision to buy, you might want to ask about it. For example, a clothing retailer 
could ask if a customer tried something on, while a grocery store might ask if the 
customer tried any free samples.

You can also use a Key Activity survey question to measure company initiatives. For 
example, a bank that wants tellers to promote their new app might include a Key 
Activity question in their customer satisfaction survey that asks if the teller 
mentioned the app during their last visit.

Question Type: Yes/No

Did one of our store associates give you a 
demo of any products?

4:05 PM

In order to keep surveys short (and 
keep completion rates high), avoid 
asking too many Key Activity questions 
in a single survey.

Limit Your Questions Ask the Right Way
If your organization has multiple key 
activities, you can change the question 
type to a Multi-Select.

Pro tip: You can compare the responses to this question with the “Purchase vs 
Non-Purchase”  survey question to understand the impact the Key Activity has 
on purchase behavior. 



08 Demographics
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Demographic survey questions can be used to gather information about your 
customers such as age, gender, location, marital status, etc.

This information can be helpful to find out how your customers’ experiences, desires, 
and behaviours vary among different groupings.

Question Type: Multi-Select or Free Text

Asking for personal information like 
age and gender is a sensitive question, 
so it’s good to be clear about why 
you’re asking.

Be Clear Acknowledge
It’s nice to acknowledge responses.

Thanks! That’s really helpful for us.

Just for research purposes – how old are you? 

28

4:05 PM
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Use this survey question type to understand how your organization can improve the 
customer experience. By asking just one question like this, you can uncover what is 
most important to the customer. 

It’s important to let customers answer in their own words here, so as not to limit their 
options. You want honest feedback that truly represents the voice of the customer. 

Since this is a Free Text survey question, it’s important to make sure that your survey 
software can read responses, categorize them by topic, and understand the sentiment 
behind it (positive/neutral/negative). 

Question Type: Free Text

At Chatter Research, we use this type 
of survey question for all of our clients, 
as it uncovers the most valuable 
feedback.

Uncover What Matters Alter as Needed
Change wording to reflect your 
business. Ex, “If you could improve one 
thing about our company…”

 If you could improve one thing at this store, 
what would it be?

4:05 PM
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Think of this as the opposite of the Improvements question. This survey question 
helps you understand what your customers love about you. 

Again, use a Free Text question type here to avoid inserting your organization’s own 
biases into the responses. You might actually be surprised by what you learn!

Question Type: Free Text

At Chatter Research, we tie responses 
from this question and the 
Improvements question to the NPS 
question (pg 12) to calculate the impact 
a particular topic has on Net Promoter 
Score.

Guage Your Topic Impact Alter as Needed
Change wording to reflect your 
business. Ex, “If you had to pick the best 
part about our company…”

If you had to pick the best part about this 
store, what would it be?

4:05 PM



11 Follow Up
The Starter Guide to Survey Question Types

A Follow Up survey question can be used to dig deeper into topics of interest that 
your customers raised. 

For example, if a customer mentions something related to product variety when 
answering the Improvements question (pg. 9), you can use a Follow Up question to ask 
what they were looking for.  

Follow Up questions can help keep your survey short by enabling you to only dig 
deeper into areas that are of major interest to your organization.

Question Type: Free Text

You mentioned earlier that our selection was 
limited.

What exactly were you hoping to find?

4:05 PM

Choose what topics are important to 
your business and only ask Follow Up 
questions when customers bring them 
up.

Prioritize Pricing Example
A Follow Up question about pricing 
might ask what competitors offer a 
better price.



12 Net Promoter Score (NPS)
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Question Type: Scale

NPS shows how likely someone is to recommend your company to friends or family. 
NPS is a key indicator of business growth, because happy customers create a network 
effect as they recommend your product or services to friends and family, resulting in 
exponential growth. NPS can often be used in place of the Customer Satisfaction 
survey question (pg. 13). 

More info: What is NPS and Why Is It Important?

Almost finished!

How likely are you to recommend our store  
to family and friends?  From 0 to 10:
------------------
0= Not at all likely
...
5= Neutral
...
10= Extremely Likely

4:05 PM

It helps to let customers know that 
they’re nearing the end of your survey, 
so that they know what to expect. This 
can increase your completion rate. 

Keep them Aware Emote
When appropriate, emojis can help 
customers easily understand the 
question.
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The Customer Satisfaction survey question (CSAT) measures how happy customers 
are with your product, service, or their overall experience.  The more satisfied your 
customers, the better a job your business is doing. 

Question Type: Scale

The CSAT survey question can also use 
a scale where 0 = Extremely 
Dissatisfied and 5 = Extremely 
Satisfied.

Suit Your Needs Pick One
You probably don't need to use both the 
NPS and CSAT questions in a single 
survey. At Chatter Research, we tend to 
use NPS more often as a KPI.

On a scale from 0 to 10, how happy are you 
with the product you purchased? 

 0 = Not happy at all!      
10 = Very Happy! 

4:05 PM

We’re sorry to hear that! What could 
we have done better?

2

Pro tip: If a customer gives you a low CSAT score, you might want to use a Follow Up 
question to learn more about they weren’t satisfied with their experience. 
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If a customer taking a survey indicates that they had a negative experience, it’s 
important to let them know that you care. Your survey software should be able to 
recognize when something went wrong for them and use the Customer Recovery 
survey question to start the process of resolving their issue. 

Question Type: Yes/No

Offer an apology for the negative 
experience they had and reassure them 
that you’d like to resolve it.

Empathize Inform
Provide a timeframe for when they can 
expect a response.

4:05 PM

We’re sorry to hear that! We’d like to do 
better next time. 

Would you like to be contacted by a member 
of our staff about this?

Ok – someone from our team will get 
in touch within the next 24 hours.  

Yes

Pro tip: At Chatter Research, we like to use this question type when a customer 
answers an NPS question (pg. 12) with a score from 0-4. 



Chatter Research gives organizations real-time insights about their customer 
experience by capturing feedback through AI-powered conversations.

Our AI analyzes customer feedback in real-time to understand how their experience 
can be improved

Discover Customers’ True Feelings

8x more responses than traditional surveys

Increase Response Rates

Stop waiting weeks for data. Get feedback on customer experiences minutes after 
they take place.

Feedback as Experiences Happen

About Chatter Research

Learn More

chatterresearch.com




