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ABSTRACT

We demonstrate that the use of visual cues in reminder emails can elicit increased response rates. Survey demographics and
rep[once rates were drawn from an ongoing survey being conducted within a not-for-profit organisation in Australia. The use
of animals (“fur babies”) has an impact on the younger and older demographics and those without a university education.
These ages and educationally limited cohorts are often seen as problematic to motivate to engage with surveys. For this study,
the optimaltime to elicit most responses was 12 weeks.
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INTRODUCTION

Conducting surveys and obtaining response rates that allow for meaningful conclusions to be drawn is challenging. It is well-
documented in the literature, that increased survey response rates were tied to follow-ups and repeated contacts (Yammarino et
al., 1991; van Mol, 2017). Importantly, it is not uncommon for web-based surveys to have response rates well below 20%, with
many researchers reporting rates of 10% or lower as meaningful to use to develop policy and inform planning decisions (van
Mol, 2017). Furthermore, the reliability of surveys is often an issue as they have an innate bias with respondents seeking to
report acceptable attitudes and behaviours (Singh and Tir, 2021; Butler et al., 2022). There are three factors that have been
identified to be directly linked to survey response rates: the level of workplace deviance; the cognitive ability of the staff; and
the employeesself perceives socioeconomic status (Lallukka et al., 2020; Jenkins et al., 2021; de New & Schurer, 2022).

Institutional responses to online surveys can provide insights into the governance behaviour within an origination. Those who
fail to complete workplace surveys were found to have higher rates of workplace deviance (Jenkins et al., 2021). Those who do
respond to a survey and are Organisational compliance and conflict-averse, are also more liking to respond in ways that they
perceive the organisation’s desires leading to distorted results (Singh and Tir, 2021). Cognitive dissonance theory postulates
thata more compliant employee is likely to undertake actions that reduce conflict and have a belief that is easier to comply and
fill the survey, in contrast to those who do not fill the survey and weigh the risk of consequences for non-compliance, and in
the case of voluntary surveys with no consequence for failing to comply, therefore ignore it (Jenkins et al., 2021). Thus, low
rates of reply implicitly imply that the respondents are the more compliant employees and omit disruptors, and this compliant
demographic is liking to generate a bias in terms of perceived Organisational desired responses. Importantly, noncompliance in
surveys may indicate that there are underlying governance issues at play, and this can lead to direct costs to the organisation in
form of reputationaldamage, loss of business, and regulatory action.

Recent studies indicate the use of surveys as means of measuring cognitive ability. In particular, the performance of a task,
such the effective completion of a survey, can be used to indicate an individual’s personal ability and other skills with high
achievers more likely to respond (Adams & Umbach, 2012; Kautz et al., 2014; de New & Schurer, 2022). Diligence and
willingness to cooperate in a survey are correlated with conscientiousness emotional stability and openness to experience, and
non-compliance is often a marker of noncognitive ability (Hu, 2020; de New & Schurer, 2022). This can be narrowed down to
three measures of cognitive ability to backward digital span, symbol-digit modalities, and national adult reading test (de New
& Schurer, 2022). Surveys have a role in informing on the level of corporate ability, with higher compliance and survey
completion rates indicative of a more cognitively able workplace.
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Social class, measured in terms of socioeconomic position and health, indicate that there is a lower response rate to surveys
from those who self-identify as socio-economically challenged (Lallukka et al., 2020). This can be linked to the form of
employment and the relationship with an organisation that an individual has at the time of the survey, with higher responses
from full-time and those with reduced absenteeism (Lallukka et al., 2020). Therefore, survey response rates may indicate a
snapshot of employees’ self-perceived healthand welfare.

There have been limited studies into the use of visual cues to elicit higher response rates to surveys. In advertising, offering
food cue images to the obese and others with eating disorders stimulus increased interest within those demographics to the
subject matter being presented (Castellanos et al., 2009). However, little is known about the effects of visual cues to elicit an
increase in survey response rates. This study examines the internal survey response rates in a not-for-profit organisation. In
particular response rates to changing reminder formats and visual stimuli are graphically reported. Furthermore, response
timing is matched with demographic information on age and education level.

METHODS

The data used in this paper was drawn from a broader survey with participants from a not-for-profit organisation in Australia
(Ethics Number - H8726). This paper deals with the first 15 weeks of the survey; however, at the time of writing the survey
remains ongoing, and the wording of the email subject changed with each reminder. In seeking to elicit increased survey
response numbers, a weekly email was sent to remind the participants and to highlight the importance of their contribution. As
part of this reminder process, visual cues were included to attract the attention of potential respondents. Visual cues are
classified into three categories: 1) slide — colourful with keywords; 2) video — a video of the primary researcher explaining the
importance of the project; 3) images — images of the primary researcher’s pet dogs, referred to in the remainder as “fur babies”.
A total of 119 responses were received after the 15-week period. A total of 98 valid responses for age and education were
received, although notall respondentsanswered both questions. Responseswere charted by age and educational attainment.

RESULTS AND DISCUSSION

The data indicate that the use of visual cues in emails elicits an increase in the rate of response to the survey (Figure 1). By
week 12, the response rate was near zero, indicating in this case that 12 weeks is the optimal survey period (Figure 1).
Soliciting and recontacting in increased response rates are highly dependent on the subject lines in the emails that are being
sent (Liu, 2020). Using words that imply the importance of necessity to respond has higher rates of engagement than passive
subject lines (Cuciniello, 2013). In this study change in subject only had a marked effect on response rates when the term
“CEO” was included, this term builds familiarity with the sender and simplicity increases the perceived importance of the
survey and triggers increased rates from those less compliant employees. All other subject lines included a combination of the
keywords “HR” + “PhD” + “your opinion” and these did not generate an increase in response rates. It can be argued that to
engage with fewer complaint resonances the subject needs to reflect a level of authoritativeness, in this case from the CEO.
This authoritativeness implies importance to the survey and an implicit increased risk as a consequence of failing to comply
(Jenkins etal., 2021).
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Figure 1: The daily cumulative survey response totals showing the time of stimuli (S = slide; V = video; F = animals) and the
corresponding jump in response number. The first spike (~ week 3) corresponds to a subject change to the email to include the
“CEO- HR survey, the second spike week 11 reflects the engagement of a cohort of staff thathasbeenon leave.
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While the slide and video had some marked effect on the rate, the images of the animals lead to a sharp rise in responses. In
particular, the use of animals engaged the 18-24, 25-34, 55-64 and 65-74 age cohorts, these groups had shown no responses in
the prior three weeks to the animal cues (Figure 2). The 35-44 and 45-54 showed a steady engagement with the survey (Figure
2). The use of animal visual cues also led to an increase in the response rates from individuals who did not have university
qualifications (Figure 2). Reduced rates of response from younger and less educated staff may reflect on their level of
engagement within the workplace with studies indicating that workplace response rates are linked to workplace satisfaction
(Mueller et al., 2011). These cohorts tend to earn less and therefore see themselves as socio-economically challenged, a fact
known to reduce survey response rates (Lallukka et al., 2020). The use of familiar cues, in this case, animals, generates a
feeling of familiarity and this led to increased engagement reflected in the survey response rates after those cues in those
demographics (Miller etal., 2021).
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Figure 2: The weekly survey response rate by age and education demographic cohorts showing the extra stimuli (S = slide; V =
video; F = animals) used as an inclusion in the weekly reminder notice to elicit responses. Images of the animalstimuli are
shown. The disparity in the number of responses between the two cohorts reflects missing response data to the survey question.
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CONCLUSION

The use of emotive imagery and reminders was shown to increase response rates to an organisational survey. Response rates
not only enhance the validity of a survey, but also indicate the workplace deviance demographic, with higher response rates
indicative of more compliance and functional ability within workplaces. Further research is needed in understanding the link
between organisational survey response rates and the level of ability, governance, and compliance within an organisation. If
this link can be established, then running simple surveys across a workforce will provide an insight into the potential for
culturaland deviance issues that may lay hidden within the workforce.

REFERENCES
Adams, M. J. D., & Umbach,P. D. (2012). Nonresponse and online student evaluations of teaching: Understandingthe

influence of salience, fatigue, and academic environments. Research in Higher Education,53,576-591.
http://dx.doi.org/10.1007/s11162-011-9240-5

Butler, T.G., Gullotta, M., & Greenberg, D. (2022). Reliability of prisoners’ survey responses: comparison of self-reported
health and biomedicaldata from an australian prisonercohort. BMC Public Health,22(1), 64—-64.
https://doi.org/10.1186/s12889-021-12460-7

Castellanos, E.H, Charboneau, E., Dietrich, M. ., Park, S., Bradley, B. ., Mogg, K., & Cowan, R.. (2009). Obese adultshave
visual attention biasfor food cue images: evidence for altered reward system function. International Journal of
Obesity, 33(9), 1063-1073. https://doi.org/10.1038/ij0.2009.138

Cuciniello, G. (2013). Get a response to your emails. Training Journal, 66—69.

de New, S.C. & Schurer, S. (2022). Survey Response Behavioras a Proxy for Unobserved Ability: Theory and
Evidence. Journal of Business & Economic Statistics, ahead-of-print(ahead-of-print), 1-16.
https://doi.org/10.1080/07350015.2021.2008404

Hu. J. (2020). Horizontalor Vertical? The Effectsof Visual Orientation of Categorical Response Options on Survey Responses
in Web Surveys. Social Science Computer Review, 38(6), 779-792. https://d0i.org/10.1177/0894439319834296

Jenkins, J.L., Valacich, J. S., Zimbelman, A. F., & Zimbelman, M. F. (2021). Detecting Noncompliant Behaviorin
Organizations: How Online Survey Responses and Behaviors RevealRisk. Journal of Management Information
Systems, 38(3), 704—731. https://doi.org/10.1080/07421222.2021.1962600

Lallukka, T., Pietilainen, O., Jappinen,S., Laaksonen, M., Lahti, J., & Rahkonen, O. (2020). Factors associated with health
survey response amongyoungemployees: A register-based study using online, mailed and telephone interview data
collection methods. BMC Public Health, 20(1), 184-184. https://doi.org/10.1186/s12889-020-8241-8

Liu , M. (2020). Soliciting emailaddresses to re-contact online survey respondents: Results from web
experiments. Methodological Innovations, 13(2), 205979912093723. https://doi.org/10.1177/2059799120937237

Millar, M.M., Hewes, H. A., Genovesi, A. L., Ely, M., Green, B., Schmuhl, P., Polzin, K., Santana, C.R., Minkler, M., &
Olson, L. M. (2021). The Effect of the Familiarity of a Survey Sender on Response Outcomes in a Large-Scale Survey
of Emergency Medical Services Agencies. Evaluation & the Health Professions, 44(3), 260-267.
https://doi.org/10.1177/01632787211030635

Mueller, K., Voelkle, M. C., & Hattrup, K. (2011). On the relationship between job satisfaction and non -response in employee
attitude surveys: A longitudinal field study: Non-response in employee attitude surveys. Journal of Occupational and
Organizational Psychology, 84(4), 780—798. https://doi.org/10.1348/096317910X526777

Singh, S.P. & Tir, J. (2021). Threat-Inducing Violent Events Exacerbate Social Desirability Bias in Survey
Responses. American Journal of Political Science. https://doi.org/10.1111/ajps.12615

van Mol, C. (2017). Improving web survey efficiency: theimpact of an extra reminder and reminder content on web survey
response. International Journal of Social Research Methodology, 20(4), 317-327.
https://doi.org/10.1080/13645579.2016.1185255

Yammarino, F.J., Skinner, S.J., & Childers, T.L. (1991). understandingmail survey response behaviora meta-analysis. Public
Opinion Quarterly, 55(4), 613-639. https://doi.org/10.1086/269284

The 22"¢ International Conference on Electronic Business, Bangkok Thailand & Hong Kong, China, October 13-17, 2022
4


http://dx.doi.org/10.1007/s11162-011-9240-5
https://doi.org/10.1186/s12889-021-12460-7
https://doi.org/10.1038/ijo.2009.138
https://doi.org/10.1080/07350015.2021.2008404
https://doi.org/10.1177/0894439319834296
https://doi.org/10.1080/07421222.2021.1962600
https://doi.org/10.1186/s12889-020-8241-8
https://doi.org/10.1177/2059799120937237
https://doi.org/10.1177/01632787211030635
https://doi.org/10.1348/096317910X526777
https://doi.org/10.1111/ajps.12615
https://doi.org/10.1080/13645579.2016.1185255
https://doi.org/10.1086/269284

