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BY ELLEN MARTINS AND PROF. NICO MARTINS

ONAL SURVEYS

Role of technology in organisational assessments

Changing technology is driving the next generation of organisational surveys. As more and more
employees are becoming computer literate and have access to PCs, e-mail/web surveys are increasingly
becoming a major alternative to paper and pencil surveys.

Figure 1 of this arti-
cle is available on

our website:
www.osgard.co.za
Click on this

month's cover lo
view it
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ALTHOUGH CHOOSING A METHOD TO ADMINISTER A SURVEY 15 NOT
BASED SOLELY ON THE AVAILABILITY OF EXISTING YECHNOLOGY, E-
MAIL/WEB SURVEYS QFFER POSSIBILITIES THAT FIT IN WITH THE POWERFUL
DEVELOPMENTS IN THIS FIELD.

FACTORS TO CONSIDER IN E-MAIL/WEB SURVEYS
The merging of network mail systems and lelecommunications has
opened this avenue for information flow between remote locations
and has led to the option of conducting surveys via email /web.
One of the latest features of email/web surveys is automatic
data eniry, which saves fime and ensures occuracy. Some factors that
need fo be considered when considering email /web surveys are:
Confidentiality The availability of data gathered from employ-
ees is directly tied lo their perception of trust toward the organi-
sation. Employees want to know whether it is safe to answer sur-
vey questions ruthfully, without fear of retribution or reprisal. In
email /web surveys, responses are usually refurned via e-mail,
which poses concerns about respondents’ identity (linking
employees” e-mail oddresses to their responses]. The problem
can be minimised by making use of an outside consultant to
administer the survey and returning email responses directly to
the consuitant. Even though current e-mail survey systems are
able to remove any resulling footprints from a submitied survey,
some employees remain suspicious.
Flexibility The software that is availeble loday allows for more
flexibility in terms of the format an organisation can choose fo
administer the survey electronically. Some formals that are avail-
able are texi-based, form-based or web-based. The text format is
e-mailed either as port of the e-mail message or as an atiach-
ment, depending on the length of the questionnaire. Employees
would then scroll through the survey to insert their responses and
reply to the message.
E-mail surveys These can also pose an orgenisation’s open-
ended questions lo employees and the information can be easily
saved and translaled into a format for subsequent analysis.
Time and logistics The popularity of alternative survey methods is

due Io the quick feedback they offer to changes occurring both
inside and outside the corporalion. The lime it lakes to survey
employees and analyse the data can be dramatically reduced by
moking use of email /web surveys. These methods analyse the
data in a form that allows for immediate processing of the results.

The downside of making use of email /web surveys are logis:
tical constraints of administering the survey. This is especially true
if access to the technology required is not available 1o everyone
o if the supporting infrasiruciure for the technology does not cur-
rently exist in the orgonisation.

Another imporlant faclor lo consider is employee familiority
with the lechnology underlying the electronic survey, for example,
knowledge of handling attachments, replying 1o e-mails and/or
knowledge of the Internet.

in designing e-mail surveys, differences in technolagy need to
be considered, particularly differences in electronic mail systems.
The duration of the survey development phase will be determined
by the sophistication of the organisation’s existing technology.
Ease of use Fundamenlally successful organisational surveys fac:l
ifale communicalion between people. Therefore, people need 1o
feel comfortable enough with the survey technology that they will
communicate their opinions through it,

Taking an e-mail survey The respondent uses the mouse to reach
the area in which he or she will record a response. The respor-
dent can scroll back through the questionnaire to review previous
responses. Once the survey is complete the respondent simply
uses the reply function to return the survey. Clear and detailed
instructions /directions for completion and submission which fit the
circumsionces of the particulor survey, need 1o be provided.

Facilities and cost The main cost of administering e-mail /web
surveys is associated with the software necessary 1o develop
and distribute the questionnaire. Any organisation that con-
ducts surveys regularly may consider purchasing o software
package and oppoinling an employee whose main responsi-
bility will be conducting surveys. On the other hand an oulside
consuliant who already has the infrastruciure in place and the
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The process of conducting an e-mail /web survey is por-

integrated IR / Succession Planning trayed in Figure 1.
. . The nine-step process shows that most aspects can be
i iew Letters
’ AU UE L L LS managed effectively by means of an e-mail /web survey
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Organisational Survey Tools
for Strategic Change

We conduct surveys on the
following:

cusiomer satisfaction
employee attitudes
employee satisfaction
employment equity
and diversity
communication
organisational

culture and climate
crganisational change
and transformaticn
training needs analysis
360" audits

We also train you to develop
and conduct your own survey

We will assist you to utilise the survey
results to add value by means of:

benchmarking
recommending cppoertunities
for improvemeant

suggesting ways to improve
efficiency

separating facts from opinion
increasing emplcyee
participation

exploring opportunities for
increasing profitability

We supply software packages

that will allow you to continucusly

measure against criteria or

benchmark your crganisation.

Our software allows you ic do

surveys by means of paper,
E-[Tlal.

Organisationa
Diagnostics

Tel: 011 432 2006

Fax: 011 432 4768

E-mail: nicellen@iafrica.com
Web: www.orgdia.co.za
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LESSON LEARNT

A number of companies such as Iscor, Doimler-Chrysler, Deloitie

and Touche and SAP(SA] have embarked on e-mail /web survey:

in the past two yeors. The following are some of the imporian

lessons learnt from these surveys:

> first determine the computer capabiliiies of the organisation;

> involve HR and IT in the planning phase;

> budgst enough time for the iniial testing and setup of the survey

» monilor the survey responses daily and adapt instructions i
needed; and

> il necessary, combine e-mail/web with paper and penc
and PC assistance.

CONCLUSION .

New developments creale new opportunilies for organisation
but also some disadvaniages thal need to be manoged
Overall it appears as if email/web surveys ore the futun
irend and are a cost effective alternalive to the traditionc
poper and pencil surveys. wi  Ellen Mortins is @ Managemer
Consultant with Qrganisational Diagnestics South Africa, and Pro
Nico Martins is with the Department of Indusirial Psycholog;
University of South Africa. E-mail: nicellen@iafrica.com.

TABLE 1: COMPARISON OF SURVEY METHODS

PAPE

Cost + low overall cost = High initial cost o install softvva

R AND PENCIL E-MAIL / WEB

~ Data collection cost increase with + Cost effective distribution and

number of parlicipanls receiving of questionnaires
= Same overall cost for each survey + low cost data collection

+ Decreasing costs ater initial hig

cost
Timeliners ~ Piinting and data capluring time 4+ No printing cost, quick dota
can be significant collection
+ or = Time spent on analysis + Quick analysis and feedback

depends on software used

Accuracy = Depends on key eniry accuracy  + Read in responses, 100% reliat

~ No possibility to return incorrect  + Incormect questionnaires can be
completed questionnaires relurned with new guidelines
Administration + Flexible formats and insiructions  + Flexible formats and instructions
uniil printed + Easy occess 1o all geographic
- Rely on postal service or inlernal  areas
moail + Convenient and comforiable fo
complele

+ = Advanlage
- = Disadvantage
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= logistical constraints of
techrological infrostructure
- Concermns about ideniity
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