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Five

Of B2B Survey Design



Want to improve your survey? Reach out! p.2

The Big
B2B Problem

https://interactionmetrics.com/contact/
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Many B2B 
customers are 
having poor 
experiences.
• Currently, Survey Monkey shows the NPS

for B2B industries is 32.

• In 2021, ASCI reported the durable goods 
Satisfaction Score was 78, basically a C grade.

• In 2016, McKinsey & Co. found the average B2B 
Satisfaction Score was just 50%.

https://interactionmetrics.com/contact/
https://www.surveymonkey.com/
https://www.theacsi.org/
https://www.mckinsey.com/
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The B2B 
Situation

https://interactionmetrics.com/contact/
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The B2B 
Customer 
Experience 
Has Unique 
Traits: 


Large Spend
B2B customers spend vastly more per sale 
and over time than consumers.


Multiple Decision Makers 
To get to that high spend, many executives 
(both influencers and leaders) are involved.


True Partnership
B2B customers are deeply involved in the relationship, creating an 
ongoing dialogue that affects both parties.


Many Touch Points
B2B customers interact with their providers at many touch points: 
tech support, field service, onboarding, outside sale, etc.


High Expectations
Accustomed to the sleek experiences afforded by consumer giants, 
and their large spend, B2B customers have high expectations. 

https://interactionmetrics.com/contact/
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Principles of B2B 
Survey Design

5 Neutral Wording

Compelling Questions

Rigorous Analysis

Real-Time Graphics

High Response Rate

https://interactionmetrics.com/contact/
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Want meaningful B2B Survey 
data? Eliminate leading 
wording that steers toward 
positive answers. 

Look at how just a small 
change in phrasing removes 
bias and deepens insights. 

1: Neutral 
Wording

BIASED

This question is 
better because it’s 
specific and asks 
about the engineer 
in a neutral way.

This question is 
both vague and 
leading. It assumes 
the customer is at 
least somewhat
satisfied. 

NEUTRAL

https://interactionmetrics.com/contact/
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2:  Compelling 
Questions
Generic questions are rarely 
actionable.

Instead, ask customers 
questions in the context of 
your competitors. 

This is apt to get your 
customers to reflect on their 
experiences and give you 
insights you can use.

Rote 
Question

Explain why you gave us 
that rating.

Is there anything you 
want to add? 

What else can you add 
about our products, 
perhaps what you’ve seen 
<COMPETITOR NAME>
do better? 

Rote 
Question

Compelling 
Question

Questions you see all the time 
create apathy. But the bigger 
problem with this question is 

it puts the customer on the 
defensive.  

Questions that are yes/no 
fail to create the kind of 

engagement that an open-
end question should.

First ask your customer who 
they consider the competitor.

Then pipe that name into the 
next question to create 

meaningful context. 

https://interactionmetrics.com/contact/
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3: Rigorous 
Analysis
Quantify verbatim content using tags 
(here’s how). 

In addition, conduct correlation 
studies to learn what’s driving your 
Satisfaction Scores.

https://interactionmetrics.com/contact/
https://interactionmetrics.com/not-another-word-cloud-please/
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4: Real-Time 
Graphics 
Monitor real-time performance 
with dashboards that include 
customer audio, verbatims, charts 
and infographics.

Dynamic data is the single best 
way to motivate your team to 
improve performance!

https://interactionmetrics.com/contact/
https://app.powerbi.com/view?r=eyJrIjoiMDc5MjMwNWQtNjEzMi00NDI3LTk2MzctOTMyNjE1ZmRlODMwIiwidCI6ImI1ZmU3MjAxLWJiOTktNDQ5Zi1hOTRhLWY1YzRmZGI0MDk1NyJ9
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5: High 
Response Rate

Here is a survey that uses a priority code to boost response. 

The best way to get representative 
data is to get enough customers to 
take your survey. That’s why your 
survey invite should be persuasive. 

For example, a small survey 
incentive engages customers and 
shows that you’re invested. 

Check out social scientist Robert 
Cialdini’s research to learn more 
about persuasion. 

https://interactionmetrics.com/contact/
https://surveys.interactionmetrics.com/s3/EX-Survey-Incentives
https://www.influenceatwork.com/
https://www.influenceatwork.com/
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Don't Settle, Use the Best Metrics
Biased questions are out.

Representative samples are in.
Objectivity is the standard.

Use NPS but recognize its limitations.
Customer verbatims are valued.

Nuanced analysis wins. 

https://interactionmetrics.com/contact/


Never lose a customer to a bad experience. At Interaction 
Metrics, we write objective surveys and use observational 
methods that get to the heart of how customers feel and 
think. We’re researchers using the latest technologies. 
We’re scientific, yet affordable. 

Set a time to see examples here.

https://interactionmetrics.com/
https://interactionmetrics.com/contact/
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