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v1.0: Original document created, reviewed internally. 

v1.1:  

- Removed ‘Footer’ option from previous version.  

- Revised with the addition of two new Options and  

  ‘Recommended Approach’ with links to a supporting article.

Version History
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“How can you get average users to respond? The highest response rates come when surveys are quick 

and painless. And the best way to reduce users' time and suffering is to reduce the number of questions.”   

Survey bloat is a natural consequence of having a diverse group of marketing managers, all of whom 

want customer feedback on their special issues. Please resist the temptation to collect all the information 

that anybody could ever want. You will end up with no information (or misleading information) instead.” 

 - NNGroup  https://www.nngroup.com/articles/keep-online-surveys-short/

Recommended Approach

https://www.nngroup.com/articles/keep-online-surveys-short/
https://www.nngroup.com/articles/keep-online-surveys-short/
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It’s become acceptable for websites ask for feedback in order to improve. It can be incorporated in many ways; 
asking users while using the site, soliciting feedback at the end of a checkout or similar process, or by following up 
afterwards by email with a link to a survey. Some examples where it works well: 

Sonos.com uses a third-party solution to gather feedback, opening a popup (similar to Option 3) where visitors are 
asked 3 questions with multiple choice answers, then finished with an open field asking users what they valued 
most about the website. This approach is good for obtaining feedback on a specific flow, but if we were to 
implement it, we would miss out on feedback on the rest of Compass.  

Telus provides a feedback link on each page of their site (similar to Option 1 and 2), displayed just above the footer. 
Clicking opens a survey in a new window, with questions asking for the reason of their visit,  with multiple choice 
questions on how difficult it was to complete their task or find information,  

Gathering the data:  
- In the spirit of Agile, I recommend keeping the survey short and simple initially, gather replies and then revise 

questions (this isn’t something we do once and forget). When we see trends in the feedback we can update to 
ask for more specific details about any issues raised. 

- Results of the survey can be submitted to a new email mailbox for Compass feedback. 
- There are software solutions that gather the results, but in the end the information will have to be processed by 

staff who are familiar with Compass and understand the context of the questions being asked. Reports will need 
to be created, highlighting the common, most mentioned items. 

Recommended Approach ….continued 
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Option 1: Feedback link displayed as a Tab.

Pros: 

- Button is available for staff to submit feedback easily and at any time (vs 

an approach where the button only appears after completion of a task). 

- Always visible, without need to scroll, in order to see it. 

Cons:  

- Having this so easily accessible could result in an incredible volume of 

feedback that requires a lot of reading, categorization and organization 

into reports before it can be helpful. 
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PEGA UI7, Feedback in a Tab

1. Feedback link available as a tab — PEGA UI7. 
 
Clicking opens a survey in the tab (example mock-up of that on page 8).

1
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1. Feedback link as a tab— PEGA UI6. 

       Selecting the tab displays a survey (example on the following page).

PEGA UI6, Feedback in a Tab

1
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PEGA UI6, Feedback in a Tab, Survey

1

2

3

4

1. Selecting tab displays survey in the tab, within Compass. The feedback tab 

changes its state to show that it is the open tab, in the forefront. 

2. Example survey questions are used here to illustrate possible formatting. Each 

could be answered using an open field….. 

3. Or questions could be answered using a graphical set of buttons representing a 

scale. Or a mixture of both.

4.   ’Back’ and ‘Next’ (or arrow) buttons used if feedback questions are displayed 

across multiple pages. It’s best to keep few questions per screen or users may worry 

about the length and not complete it.  

The Back (left) arrow/button is only active after the first page, if there are multiple 

pages. 

The final Next (right) arrow/button acts as a ‘Submit’ button on the last page, 

submitting the user’s answers. 
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1. Message upon successful completion and submission of answers. 

2. Close button — when feedback is presented in a tab, this returns the user to the open case, or My WorkList tab, if no cases are 
open. 

RECOMMENDATION: Feedback question fields should be treated as ‘optional’ to avoid errors when submitted. Users should be 
allowed to skip fields they do not wish to answer, or feel are not applicable. Having to correct errors and try again would result in 
many users giving up on sending feedback at all.

PEGA UI6, Feedback in a Tab Survey Success

1

2
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Option 2: Feedback link in the existing sidebar.

Pros: 

- Button is available for staff to submit feedback easily and at any time (vs 

an approach where the button only appears after completion of a task). 

Cons:  

- Just like Option 1, having the feedback button so conveniently available 

could result in an incredible volume of feedback that requires reading, 

categorization and organization into reports to be manageable. 

- Having it at the bottom of the screen means it’s not always visible 

unless users scroll to the bottom of the screen.
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PEGA UI6, Feedback link in Sidebar

1. Feedback link in the existing sidebar — PEGA UI6

1
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PEGA UI7, Feedback link in Sidebar

1. Feedback link in the existing sidebar — PEGA UI7

1
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PEGA UI7, Feedback link in Sidebar Survey

1. Feedback link opens a survey in a modal layer over the Compass screen, dimming 

the background to focus the user’s attention on the survey content.  

2. A close button is required to dismiss the modal layer, should the user change their 

mind or click the link accidentally.  

3. Survey questions can be answered in an open field. 

4. Questions could be answered using a graphical set of buttons representing a scale.

1 2

3

4

5

5.   ’Back’ and ‘Next’ (or arrow) buttons used if feedback questions are displayed 

across multiple pages.  

The Back (left) arrow/button is only active after the first page, if there are multiple 

pages. 

The Next (right) arrow/button acts as a ‘Submit’ button on the last page, submitting 

the user’s answers. 
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PEGA UI7, Feedback link in Sidebar Survey Success

1. Modal window with dimmed background. 

2. Close/Cancel button.  

3. ‘Success’ and ‘Thank you’ message, which provides feedback to the user that their submission was successfully received.  

4. Close button (provides same functionality as #2 Close/Cancel) closes the modal layer and deactivates the background 

window dimming, returning the user to the screen, slightly visible in the background. 

1 2

3

4
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Option 3: Feedback CTA at end of a task/flow: 

Pros: 

- Useful for more scenarios than at the end of a completed flow/task 

- Feedback can focus on specific screens. 

- This approach would reduce the feedback to a more focused and 

manageable volume.  

Cons:  

- The Call to action popup could be forgotten in the background, when 

staff get busy and have many windows open, and not be completed.   

- The popup might be dismissed as distracting and closed, resulting in 

lower completion numbers.
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PEGA UI7, CTA Popup mockup

1. Feedback CTA opens in a small window, Answering ‘Yes’ launches the survey in a new window, which 
the user can complete when they have time.  
 
Selecting ‘No’ dismisses the CTA and does not bother the user any further. 
 
A decision would have to be made for when this panel opens, offering the survey based on distinct 
criteria.

1
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Option 4: Feedback CTA at end of a task/flow: 

Pros: 

- Feedback button is only available at the end of a task, which is good for 

asking specific questions about what was completed.  

- Feedback is more helpful in making improvements to specific screens 

and flows. 

- This approach would reduce the feedback to a more focused and 

manageable volume.  

Cons:  

- The feedback button wouldn’t be available to all users unless they 

complete a task/flow where the button is placed at the end. This would 

not allow general feedback and comments on issues where we did 

expect there to be feedback. 
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PEGA UI6, with CTA at end of a flow/task mockup

1. Feedback CTA is displayed at the end of a flow, or when a task is finished, asking the user to give 
feedback on what they’ve just completed.  

2. Message copy gives users an expectation for the length of survey, to encourage participation.

1

2


