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Abstract

Purpose - Based on theoretical analysis and case review, the paper aims to reveal the
challenges of respondent selection criteria for customer satisfaction research. In this paper, academic
literature of qualitative and qualitative-quantitative research is analyzed and interpreted, revealing
the importance of respondent selection criteria for customer satisfaction surveys.

Design/methodology/approach - The research paper is based on qualitative content analysis,
synthesis of academic literature, and comparative method.

Finding - The paper showed that carefully considered, selected, and validated respondent
selection criteria are essential for obtaining increased accuracy of customer satisfaction survey results.

Research limitations/implications - This paper has potential limitations due to lacking
bibliometric analysis of qualitative survey methodologies as well as more thorough academic
literature analysis of interlinkage between respondent selection criteria and the accuracy of survey
results. Findings of this paper require to be verified in a wider selection of customer satisfaction
surveys.

Practical implications - The conducted analysis resulted in significant findings towards
reliability and consistency evaluation of customer satisfactions surveys. Findings can also be applied in
practice during qualitative, survey based interviews, related to other areas than customer satisfaction.

Originality/Value - To ensure that the survey is not filled out randomly, but it is filled in
thoughtfully, and that the findings are meaningful, researchers need to select respondents carefully,
with a set of selection criteria. Respondent selection is one of the key aspects of qualitative survey and
is widely discussed in academic literature. The analysis of a set of qualitative customer satisfaction
surveys has shown that respondents sometimes lack consistency in their answers, which may result in
ambiguities of survey results. Therefore, respondent selection criteria are crucial for survey quality
and significance of the results. In this paper, the importance of respondent selection criteria is
demonstrated with the help of a qualitative-quantitative survey method AHP (Analytic Hierarchic
Process). The potential challenges and limitations that interfere with the obtainment of meaningful
results in customer satisfaction surveys are discussed.

Keywords: methodology; customer satisfaction; survey; respondent selection; AHP.

Research type: Case study.

Introduction

Customer satisfaction surveys are one of the most important tools for companies to
improve the quality of their services, to understand their customers' expectations and to
design a strategy to better meet such expectations, leading to customer loyalty (Singh, 2006).
A well-designed survey has a significant impact on the results of customer satisfaction studies
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(Coldwell, 2001). The academic literature widely discusses and describes in detail how to
design qualitative research (Baskarada, 2014; Hanson, Balmer and Giardino, 2011; Alvarez,
Atkeson, Levin, and Li, 2019). Researchers are studying the reliability of respondents’
answers, looking for the most effective survey methods (Kiesler and Sproull, 1986; Ranchhod
and Zhou, 2001; Armantier, Bruine, Topa, and Zafar, 2015). The issue of appropriate sampling
method selection has been studied by academia for a long time from the perspective of
theoretical comparison of methods and verification of methods in practice (Peterson and
O’Dell, 1950; Brown, 1947; Neyman, 1934). A well-conducted survey not only needs to ensure
that the survey is in the right format, but also that the respondents are selected according to
the right criteria. Montabon et al. (2018) raised a similar issue in the field of supply chain
management, examining appropriate sample size for surveys in the field. Nayak and Narayan
(2019) studied suitability of sampling methods in online surveys, concluding that sampling
method selection is indeed an important task, considering that different methods could result
in different advantages and disadvantages. Pierce et al. (2020) argue that convenience
sampling is more suitable for cost-effective, engagement-fostering surveys, random sampling
is recommended for a reduction of bias and a valid statistical analysis, whereas purposive
sampling is exposed to a heightened risk of not forming a sound basis for statistical inference.
The aim of this paper is to examine the impact of respondent selection on customer
satisfaction survey results and examine how statistical reliability of purposive sampling could
be improved.

The following section examines cases of customer satisfaction surveys in the academic
literature, analyzing them through the prism of the impact of respondent selection on the
accuracy and consistency of the responses. The results of the case study are presented, where
customer satisfaction with services was investigated using the qualitative-quantitative survey
method AHP, highlighting the challenges encountered. The paper concludes with a discussion
of the sampling methods and recommendations for surveys, drawing conclusions.

Respondent selection methods, challenges, and limitations

To better understand the importance and implications of respondent selection criteria,
following is an analysis of three studies based on customer satisfaction surveys. The studies
were selected based on type of survey conducted, diversity of respondent selection methods
used, and date published. Following studies are presented and analyzed in chronological
order.

A study by Figler, Sriraj, Welch, and Yavuz (2011) was carried out by selecting
respondents using the random digit dialing method (RDD). RDD has been widely used for a
long time, but nowadays this method may be less reliable in cases, especially as regards the
geolocation criterion for respondent selection. Nowadays, the use of mobile phones is much
wider than that of landline phones, and therefore prefixes and area codes of phone numbers
do not necessarily reveal the location of the call receiver (Brogan et. al., 2001) Thus, when
choosing an RDD approach, it is important to consider whether this type of respondent
selection will enable you to reach the target group of people. Looking at the study by Figler et
al. (2011), which investigated customer satisfaction in public transport services provided by
the Chicago Transit Authority (CTA), the authors did not identify any difficulties in the
selection of respondents related to the geographical selection criterion. However, according to
Maple et. al. (2019), who selected respondents for their study using the RDD method, the RDD
method has the downside that it is not possible to know whether respondents who did not
answer the phone are systematically different from those who did answer the phone and
participated in the survey. Thus, RDD sampling only examines the population that is willing to
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participate in a telephone survey, but does not tell us what is different about the rest of the
population that is not willing to participate in a telephone survey. As suggested before, that
may have an impact on survey's reliability of results.

In a survey by Singh and Kaur (2011), done by using convenience sampling method,
atuhors state that their customer satisfaction survey has limitations due to population
researched. By using convenience sampling, only those respondents that are easily accessible
and readily available to participate in the survey are selected. In this case, respondent
selection criteria (or rather respondent profile) can be described after the whole sample was
surveyed. By using this respondent selection method, the survey results may be vulnerable to
inconsistencies and inconclusiveness. In terms of customer satisfaction surveys, convenience
sampling method’s shortcomings might be overlooked if the purpose of the survey was to do
the initial inspection of the area of investigation. However, to get more detailed and less
ambiguous results from the survey on a particular matter, convenience sampling method
should be combined with other pre-set respondent selection criteria to narrow down the area
of investigation. On the other hand, no additional respondent selection criteria are needed if
the aim of the survey is to investigate customers’ satisfaction with services provided by
particular institutions or in the direction of particular area of services in general (e. g.
banking services of Punjab city in India, as per Singh and Kaur (2011) study).

Another example of respondent selection is a customer satisfaction with liner services
survey done by Yuen and Van Thai (2015). In this case, the authors select respondents based
on their level of managerial involvement in their respective companies, requiring at least five
years of service in the company and to hold a managerial title. According to the authors, with
such respondent selection criteria, the selected respondents can adequately represent the
company they work for and can be called experts. Thus, for the specific study on business-to-
business (B2B) customer satisfaction with liner services, the latter expert selection method
adequately met the study’s need to find the right respondents. However, it is worth noting
that the survey by Yuen and Van Thai (2015) was conducted in Singapore and the
geographical constraint was listed as a limitation to the study rather than a criterion on which
respondents would be selected. In contrast with the convenience sampling method used by
Singh and Kaur (2011), Yuen and Van Thai (2015) used purposive sampling, which, as
described above, lists requirement that respondents must meet to be taken into the
researched population.

As previously discussed, all three studies follow different respondent selection methods,
i. e. RDD, convenience sampling, and purposive sampling. All three surveys were similar in
their purpose - to assess customer satisfaction - but the areas of research differ. Figler et. al.
(2011) studied public opinion and satisfaction with certain city’s public transport, in which
case RDD method is appropriate to select respondents who would represent the majority of
residents. If this study followed purposive sampling, it would otherwise limit the
representativity of survey results. A study by Singh and Kaur (2011) was done using
convenience sampling, which allowed to easily reach the opinion certain banks’ customers
and assess customer satisfaction with banking services. Finally, Yuen and Van Thai (2015)
study’s aim was to assess B2B customer satisfaction with particular services (liner shipping).
In this case, respondents had to be experts on the matter for them to be able to represent
their respective companies. To select competent respondents, purposive sampling method
was used to assess whether the respondent is an expert.

In summary, all previously analyzed customer satisfaction studies followed respondent
selection methods that were best suited for their respective aims. This shows that respondent
selection plays a key role in customer satisfaction studies’ results accuracy and
representativity. To ground the latter statement, further presented is a case of expert survey
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of B2B customer satisfaction with consulting services, incorporating pilot group of
respondents to evaluate the suitability of respondent selection criteria set out for the certain
case.

Case of B2B customer satisfaction with consulting services

The following case study examines customer satisfaction with B2B consultancy services.
The survey was carried out in two phases. That is, the selection of respondents was carried
out by purposive sampling, defining the criteria that respondents must meet to be considered
experts on the subject matter. The aim of the study was to identify which service quality
criteria are most relevant for customer satisfaction with consulting services in B2B setting.
Respondent selection criteria were following:

Respondent must have no less than 5 years of experience of working in B2B

Working on B2B service project during the study

The represented company was founded at least 15 years ago

The represented company relies on B2B services

Respondent is responsible for ensuring the compliance of the services provided by
the supplier and for approving SLA (Service-level agreement)

e Respondent represents managerial position

In this study, respondents were asked to rank service quality criteria based on their
influence on customer satisfaction with consulting services. For the survey, AHP (Wind and
Saaty, 1980) method was used. To rank the criteria, pairwise comparison matrix was
presented to respondents for comparison of each criterion in pairs until the whole matrix was
filled in. After respondents filled in the matrix, answers were calculated, and significance of
criteria was retrieved. What is more important in this case, consistency ratio (CR) was
calculated which indicates the consistency of each respondent’'s answers throughout the
survey. The lower the CR, the more chances the respondent filled in the survey thoughtfully.
Otherwise, if the CR is high, the survey might have been fill out randomly, without proper
judgement.

To determine if the respondents’ selection criteria according to purposive sampling
method were aligned with the aim of the study, a pilot group of respondents were surveyed, of
which the respondents did not meet one or more of the criteria that were set. For the survey
to be valid and results to be accurate, a consistency ratio threshold of CR < 0,5 was set. In this
case, if the CR of a filled out survey sheet is more than 0,5, it is considered inconsistent and
inaccurate. After the pilot group filled out the survey, the CR was calculated. Interestingly,
each respondent from the pilot group showed some level of inadmissible inconsistencies
throughout the survey. Given that the respondents in the pilot group could have been
respondents who did not meet only one of the criteria, there were no respondents in the
whole group whose completed survey met the CR threshold. CR’s of the pilot group survey’s
fluctuated between 0,505 and 1,004. While CR of 0,505 being near the acceptable threshold,
but still inadmissible, everything in between and especially a CR of 1,004 strongly indicates
that the survey might have been filled out completely randomly.

Another group of respondents were selected who met all the criteria listed above. This
group was considered an expert group. This group’s CR was between 0,181 and 0,457. A CR of
0,181 indicates that this particular expert was solid on their judgement when comparing the
service quality criteria in relation to customer satisfaction. At the other end, a CR of 0,457
indicated that the expert was consistent enough with the evaluation, with a room for
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improvement. In this case, based on consistency of the expert answers, the survey produced
accurate results compared to the pilot group.

As this example illustrates, the purposive sampling method by itself does not guarantee
accurate survey results. If one or more criteria were not set, the survey would not have been
acceptably accurate. If it were not for AHP method, where consistency of respondents’
answers were measured, it might have been hard to measure the reliability of the results.
When selecting respondents for the survey, not only the method of sampling is important, but
also the method'‘s application to the particular case. In latter case, using a pilot group of
respondents, the respondent selection criteria were validated as compliant with the aim of the
study. This shows the importance of alignment between sampling method and the usage of
the method.

Conclusions

Based on theoretical analysis, a case study of customer satisfaction surveys has revealed
the importance of appropriate sampling method choice as well as respondent selection within
the sampling method chosen. Due to the nature of qualitative surveys, it is not always possible
to estimate the consistency of respondent answers, as well as the accuracy of survey results.
By combining qualitative and quantitative methods of research, appropriate selection of
respondents for the study can be ensured by introducing an opinion consistency metric. If
respondents meet the criteria set for selection and have consistent opinion throughout the
survey, the study has more potential to produce significant results.

All sampling methods have their own limitations which must be considered during
selection of respondents for surveys. Therefore, respondent selection criteria are crucial for
survey quality and significance of the results. To avoid ambiguities in survey results, carefully
considered, selected, and validated respondent selection criteria are essential.

References

Alvarez, R. M., Atkeson, L. R, Levin, I, & Li, Y. (2019). Paying attention to inattentive survey
respondents. Political Analysis, 27(2), 145-162.

Armantier, O., Bruine de Bruin, W., Topa, G., Van Der Klaauw, W., & Zafar, B. (2015). Inflation expectations
and behavior: Do survey respondents act on their beliefs?. International Economic Review, 56(2), 505-536.

Baskarada, S. (2014). Qualitative case study guidelines. Baskarada, S.(2014). Qualitative case studies
guidelines. The Qualitative Report, 19(40), 1-25.

Brogan, D. ], Denniston, M. M., Liff, ]. M., Flagg, E. W,, Coates, R. ]., & Brinton, L. A. (2001). Comparison of
telephone sampling and area sampling: response rates and within-household coverage. American Journal of
Epidemiology, 153(11), 1119-1127.

Brown, G. H. (1947). A comparison of sampling methods. Journal of marketing, 11(4), 331-337.

Coldwell, ]J. (2001). Characteristics of a good customer satisfaction survey. Customer Relationship
Management, 193-199.

Figler, S. A, Sriraj, P. S., Welch, E. W., & Yavuz, N. (2011). Customer loyalty and Chicago, Illinois, transit
authority buses: Results from 2008 customer satisfaction survey. Transportation Research Record, 2216(1), 148-
156.

Hanson, ]J. L., Balmer, D. F.,, & Giardino, A. P. (2011). Qualitative research methods for medical
educators. Academic pediatrics, 11(5), 375-386.

Kiesler, S., & Sproull, L. (1986). Response Effects in the Electronic Survey. Public Opinion Quarterly, 50.

Maple, M., Sanford, R., Pirkis, ]J., Reavley, N., & Nicholas, A. (2019). Exposure to suicide in Australia: A
representative random digit dial study. Journal of affective disorders, 259, 221-227.

Montabon, F., Daugherty, P. ]., & Chen, H. (2018). Setting standards for single respondent survey design.
Journal of Supply Chain Management, 54(1), 35-41.

22



om’) Social Transformations in Contemporary Society, 2022 (10)
k ISSN 2345-0126 (online)

Nayak, M. S. D. P,, & Narayan, K. A. (2019). Strengths and weaknesses of online surveys. Technology, 6(7),
0837-2405053138.

Neyman, J. (1934). On the Two Different Aspects of the Representative Method: the Method of Stratified
Sampling and the Method of Purposive Selection. Journal of the Royal Statistical Society, 97, 123-150.

Peterson, P. G., & O'Dell, W. F. (1950). Selecting sampling methods in commercial research. Journal of
Marketing, 15(2), 182-189.

Pierce, M., McManus, S., Jessop, C., John, A,, Hotopf, M., Ford, T., ... & Abel, K. M. (2020). Says who? The
significance of sampling in mental health surveys during COVID-19. The Lancet Psychiatry, 7(7), 567-568.

Ranchhod, A., & Zhou, F. (2001). Comparing respondents of e-mail and mail surveys: understanding the
implications of technology. Marketing Intelligence & Planning.

Singh, H. (2006). The importance of customer satisfaction in relation to customer loyalty and
retention. Academy of Marketing Science, 60(193-225), 46.

Singh, ]., & Kaur, G. (2011). Customer satisfaction and universal banks: an empirical study. International
Journal of Commerce and Management.

Wind, Y., & Saaty, T. L. (1980). Marketing applications of the analytic hierarchy process. Management
science, 26(7), 641-658.

Yuen, K. F,, & Van Thai, V. (2015). Service quality and customer satisfaction in liner shipping. International
Journal of Quality and Service Sciences.

@ @ @ This work is licensed under a Creative Commons Attribution-NonCommercial 4.0
International License.

23


http://creativecommons.org/licenses/by-nc/4.0/
http://creativecommons.org/licenses/by-nc/4.0/
http://creativecommons.org/licenses/by-nc/4.0/

