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Introduction

=Past research has shown that the design
and presentation of survey
communications can affect survey
response rates

= Much of this work has focused on mailed
prenotifications and invitations

=|_ess research has focused on design
decisions in email communications and
the Iimpact on response rates to web

SUrveys
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Introduction

*This study builds on findings from our
previous research — Falcone, Thomas,
and Mack (2012) — which looked at
invitation length and location of web
survey consent button on the survey
landing page
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Background: Previous Experiment

*In the previous study, respondents were
randomly assigned to one of four groups:

* Short email & consent at top of landing page
* Short email & consent at bottom of landing page
 Long emall & consent at top of landing page

* Long emall & consent at bottom of landing page
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Background: Previous Experiment

= Results:

*No difference in survey link click rate
between long and short emails

*No difference in consent button clicks
between those with button at top and
those with button at bottom of landing
page

*Those with long survey invitation emalil
and the button at the top of the landing
page were significantly more likely to
complete survey than other three groups.
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Web Survey URL — Top or Bottom?

=Guidance on location of web survey URL

supports putting the link
email communication to
scrolling (Couper, 2008).

*Findings from our past s
outting link at top of land

=However, 2012 study by

near the top of
avolid the need for

tudy supported
Ing page.
Kaplowitz, Lupl,

Couper, and Thorp founc

higher response

rates from faculty and students who
received email with link at bottom, no

difference among staff.
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Maybe Long Emails Aren’t So Bad

=Guidance on the length of emails typically
supports keeping them short and to the
point (Dillman, Smyth, and Christian, 2009).

=However, our previous study found that
those with the long emaill invitation were
more likely to complete the survey.

*And the 2012 study by Kaplowitz, Lupi,
Couper, and Thorp found higher response
rates for faculty and staff sent longer
Invitations, no difference among students.
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Can We Eliminate Landing Page?

=Glven some evidence of positive, or at
least no detrimental, impact of long emails
on response rates, we wondered can the
anguage that we typically include on the
anding page be moved from the landing
page to the email?

*[f we can eliminate the landing page,
respondents only have to decide once to
participate, rather than twice by:

1) clicking link in email, and then

2) clicking consent on landing page
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What’s on the Landing Page?

*Federally sponsored surveys:

- Office of Management and Budget (OMB)
Standards and Guidelines for Statistical
Surveys requires that researchers notify
respondents of a number of factors,
including the OMB control number

*In addition, Human Subjects Protection and
Internal Review Boards (IRB) require
voluntary consent language
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Current Experiment:. Methodology

*|In this study, we look at:
*Email length:

—Does the length of an email invitation or
reminder, short with a landing page
versus long without a landing page,
affect response rates?

*Web survey URL location:

—Does the location of the web survey URL,
at the top or bottom of an email invitation
or reminder, affect response rates?
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Current Experiment:. Methodology

*Respondents were randomly assigned to one

of four groups:

« Short email & URL at top of email directed to web
survey landing page

« Short email & URL at bottom of email directed to
web survey landing page

*Long emall & URL at top of email directed to first
page of survey questions

*Long emall & URL at bottom of email directed to
first page of survey questions
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Long Email, Survey Link at Top ICF

INTERNATIONAL

You have been selected to participate in an important web-based survey on your experiences with the Substance Abuse and Mental Health
Services Administration (SAMHSA) Disaster Technical Assistance Center (DTAC).

Please read the information below. To complete the survey, please click on the following link or copy and paste it into your web browser:

https://spss.icfsurveys.com/mriWeb/mriWeb.dll?].Project=SAMHSACSS&ID=100004BL

SAMHSA DTAC supports SAMHSA’s efforts to prepare states, territories, and local entities to deliver effective behavioral health (mental health
and substance abuse) responses to disasters.

The purpose of this survey is to assess users’ satisfaction with SAMHSA DTAC to ensure high quality customer service and impr ove future
services that SAMHSA DTAC may provide. This survey takes about 15 minutes to complete.

You have been asked to complete this survey because you have either requested technical assistance from SAMHSA DTAC in the past 12
months or you are subscribed to one of SAMHSA DTAC’s e-communications (The Bulletin or The Dialogue). The survey asks questions about
your experiences and satisfaction with SAMHSA DTAC technical assistance, the SAMHSA DTAC website, and SAMHSA DTAC e-
communications.

Participation in this survey is completely voluntary. You can decide whether or not to take the survey and which questions to answer if you decide
to take the survey. If you choose to participate in the survey, any information you provide will be treated as confidential a nd all information
collected will be reported only at an aggregate level.

If you have any technical difficulties or questions about the survey, please call the survey helpline toll-free at 1-866-657-2798 or send an email to

DTACSurvey@icfi.com.

For any questions about SAMHSA'’s research on this topic, please contact Nikki Bellamy, Ph.D., SAMHSA DTAC Project Officer, by phone at 240-
276-2418 or by email at nikki.bellamy@samhsa.hhs.gov.

OMB No. 0930-0325

Expiration Date: 06/30/14

Public Burden Statement: Anagency may not conductor sponsor, and a person is not required to respond to, a collection of information unless it displays a currently valid OMB control
number. The OMB control number for this projectis 0930-xxxx. Public reporting burden for this collection of information is estimated to average .25 hours per client per year, including the time
for reviewing instructions, searching existing data sources, gathering and maintaining the data needed, and completing and review ing the collection of information. Send comments regarding
this burden estimate or any other aspect of this collection of information, including suggestions for reducing this burden, to SAMHSA Reports Clearance Officer, 1 Choke Cherry Road, Room

L 7-1044 Raockville Maryland 20857
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Services Administration (SAMHSA) Disaster Technical Assistance Center (DTAC).

Please read the information below. To complete the survey, please click on the following link or copy and paste it into your web browser:

https://spss.icfsurveys.com/mriWeb/mriWeb.dll?].Project=SAMHSACSS&ID=100004BL
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The purpose of this survey is to assess users’ satisfaction with SAMHSA DTAC to ensure high quality customer service and impr ove future
services that SAMHSA DTAC may provide. This survey takes about 15 minutes to complete.

You have been asked to complete this survey because you have either requested technical assistance from SAMHSA DTAC in the past 12
months or you are subscribed to one of SAMHSA DTAC’s e-communications (The Bulletin or The Dialogue). The survey asks questions about
your experiences and satisfaction with SAMHSA DTAC technical assistance, the SAMHSA DTAC website, and SAMHSA DTAC e-
communications.

Participation in this survey is completely voluntary. You can decide whether or not to take the survey and which questions to answer if you decide
to take the survey. If you choose to participate in the survey, any information you provide will be treated as confidential a nd all information
collected will be reported only at an aggregate level.

If you have any technical difficulties or questions about the survey, please call the survey helpline toll-free at 1-866-657-2798 or send an email to

DTACSurvey@icfi.com.

For any questions about SAMHSA'’s research on this topic, please contact Nikki Bellamy, Ph.D., SAMHSA DTAC Project Officer, by phone at 240-
276-2418 or by email at nikki.bellamy@samhsa.hhs.gov.

OMB No. 0930-0325

Expiration Date: 06/30/14

Public Burden Statement: Anagency may not conductor sponsor, and a person is not required to respond to, a collection of information unless it displays a currently valid OMB control
number. The OMB control number for this projectis 0930-xxxx. Public reporting burden for this collection of information is estimated to average .25 hours per client per year, including the time
for reviewing instructions, searching existing data sources, gathering and maintaining the data needed, and completing and review ing the collection of information. Send comments regarding
this burden estimate or any other aspect of this collection of information, including suggestions for reducing this burden, to SAMHSA Reports Clearance Officer, 1 Choke Cherry Road, Room
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You have been selected to participate in an important web-based survey on your experiences with the Substance Abuse and Mental Health
Services Administration (SAMHSA) Disaster Technical Assistance Center (DTAC).

Please read the information below. To complete the survey, please click on the following link or copy and paste it into your web browser:

https://spss.icfsurveys.com/mriWeb/mriWeb.dll?].Project=SAMHSACSS&ID=100004BL

SAMHSA DTAC supports SAMHSA’s efforts to prepare states, territories, and local entities to deliver eﬁewmliﬁml haalth fmantal haalth
and substance abuse) responses to disasters. SU rvey L | n k

The purpose of this survey is to assess users’ satisfaction with SAMHSA DTAC to ensure high quality customer service and impr ove future
services that SAMHSA DTAC may provide. This survey takes about 15 minutes to complete.

You have been asked to complete this survey because you have either requested technical assistance from SAMHSA DTAC in the past 12
months or you are subscribed to one of SAMHSA DTAC'’s e-communications (The Bulletin or The Dialogue). The survey asks questions about
your experiences and satisfaction with SAMHSA DTAC technical assistance, the SAMHSA DTAC websit

communications. / Volun tary Consent

Participation in this survey is completely voluntary. You can decide whether or not to take the survey and which questions to answer if you decide
to take the survey. If you choose to participate in the survey, any information you provide will be treated as confidential a nd all information
collected will be reported only at an aggregate level.

If you have any technical difficulties or questions about the survey, please call the survey helpline toll-free at 1-866-657-2798 or send an email to

DTACSurvey@icfi.com.

For any questions about SAMHSA'’s research on this topic, please contact Nikki Bellamy, Ph.D., SAMHSA DTAC Project Officer, by phone at 240-
276-2418 or by email at nikki.bellamy@samhsa.hhs.gov.
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Expiration Date: 06/30/14
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number. The OMB control number for this projectis 0930-xxxx. Public reporting burden for this collection of information is estimated to average .25 hours per client per year, including the time
for reviewing instructions, searching existing data sources, gathering and maintaining the data needed, and completing and review ing the collection of information. Send comments regarding
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You have been selected to participate in an important web-based survey on your experiences with the Substance Abuse and Mental Health
Services Administration (SAMHSA) Disaster Technical Assistance Center (DTAC).

Please read the information below. To complete the survey, please click on the following link or copy and paste it into your web browser:

https://spss.icfsurveys.com/mriWeb/mriWeb.dll?].Project=SAMHSACSS&ID=100004BL

SAMHSA DTAC supports SAMHSA’s efforts to prepare states, territories, and local entities to deliver eﬁewmliﬁml haalth fmantal haalth
and substance abuse) responses to disasters. SU rvey L | n k

The purpose of this survey is to assess users’ satisfaction with SAMHSA DTAC to ensure high quality customer service and impr ove future
services that SAMHSA DTAC may provide. This survey takes about 15 minutes to complete.

You have been asked to complete this survey because you have either requested technical assistance from SAMHSA DTAC in the past 12
months or you are subscribed to one of SAMHSA DTAC'’s e-communications (The Bulletin or The Dialogue). The survey asks questions about
your experiences and satisfaction with SAMHSA DTAC technical assistance, the SAMHSA DTAC websit

communications. / Volun tary Consent

Participation in this survey is completely voluntary. You can decide whether or not to take the survey and which questions to answer if you decide
to take the survey. If you choose to participate in the survey, any information you provide will be treated as confidential a nd all information
collected will be reported only at an aggregate level.

If you have any technical difficulties or questions about the survey, please call the survey helpline toll-free at 1-866-657-2798 or send an email to

DTACSurvey@icfi.com.

For any questions about SAMHSA'’s research on this topic, please contact Nikki Bellamy, Ph.D., SAMHSA DTAC Project Officer, by phone at 240-
276-2418 or by email at nikki.bellamy@samhsa.hhs.gov.

OMB Statement

Public Burden Statement: Anagency may not conductor sponsor, and a person is not required to respond to, a collection of information unless it displays a currently valid OMB control
number. The OMB control number for this projectis 0930-xxxx. Public reporting burden for this collection of information is estimated to average .25 hours per client per year, including the time
for reviewing instructions, searching existing data sources, gathering and maintaining the data needed, and completing and review ing the collection of information. Send comments regarding
this burden estimate or any other aspect of this collection of information, including suggestions for reducing this burden, to SAMHSA Reports Clearance Officer, 1 Choke Cherry Road, Room

L 7-1044 Raockville Maryland 20857
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You have been selected to participate in an important web-based survey on your experiences with the Substance Abuse and Mental Health
Services Administration (SAMHSA) Disaster Technical Assistance Center (DTAC).

SAMHSA DTAC supports SAMHSA'’s efforts to prepare states, territories, and local entities to deliver effective behavioral health (mental health
and substance abuse) responses to disasters.

The purpose of this survey is to assess users’ satisfaction with SAMHSA DTAC to ensure high quality customer service and impr ove future
services that SAMHSA DTAC may provide. This survey takes about 15 minutes to complete.

You have been asked to complete this survey because you have either requested technical assistance from SAMHSA DTAC in the past 12
months or you are subscribed to one of SAMHSA DTAC'’s e-communications (The Bulletin or The Dialogue). The survey asks questions about
your experiences and satisfaction with SAMHSA DTAC technical assistance, the SAMHSA DTAC website, and SAMHSA DTAC e-
communications.

Participation in this survey is completely voluntary. You can decide whether or not to take the survey and which questionsto answer if you decide
to take the survey. If you choose to participate in the survey, any information you provide will be treated as confidential and all information
collected will be reported only at an aggregate level.

To complete the survey, please click on the following link or copy and paste it into your web browser:

https://spss.icfsurveys.com/mriWeb/mriWeb.dlI?l.Project=SAMHSACSS&ID=100005TL

If you have any technical difficulties or questions about the survey, please call the survey helpline toll-free at 1-866-657-2798 or send an email to

DTACSurvey@icfi.com.

For any questions about SAMHSA'’s research on this topic, please contact Nikki Bellamy, Ph.D., SAMHSA DTAC Project Officer, by phone at 240-
276-2418 or by email at nikki.bellam

OMB No. 0930-0325

Expiration Date: 06/30/14

Public Burden Statement: Anagency may not conduct or sponsor, and a personis not required to respond to, a collection of information unless it displays a currently valid OMB control
number. The OMB control number for this projectis 0930-xxxx. Public reporting burden for this collection of information is estimated to average .25 hours per client per year, including the time
for reviewing instructions, searching existing data sources, gathering and maintaining the data needed, and completing and review ing the collection of information. Send comments regarding
this burden estimate or any other aspect of this collection of information, including suggestions for reducing this burden, to SAMHSA Reports Clearance Officer, 1 Choke Cherry Road, Room
7-1044, Rockville, Maryland, 20857.
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You have been selected to participate in an important web-based survey on your experiences with the Substance Abuse and Mental Health
Services Administration (SAMHSA) Disaster Technical Assistance Center (DTAC).

SAMHSA DTAC supports SAMHSA'’s efforts to prepare states, territories, and local entities to deliver effective behavioral health (mental health
and substance abuse) responses to disasters.

The purpose of this survey is to assess users’ satisfaction with SAMHSA DTAC to ensure high quality customer service and impr ove future
services that SAMHSA DTAC may provide. This survey takes about 15 minutes to complete.

You have been asked to complete this survey because you have either requested technical assistance from SAMHSA DTAC in the past 12
months or you are subscribed to one of SAMHSA DTAC'’s e-communications (The Bulletin or The Dialogue). The survey asks questions about
your experiences and satisfaction with SAMHSA DTAC technical assistance, the SAMHSA DTAC w

communications. / VO | un tary CO ns ent

Participation in this survey is completely voluntary. You can decide whether or not to take the survey and which questionsto answer if you decide
to take the survey. If you choose to participate in the survey, any information you provide will be treated as confidential and all information
collected will be reported only at an aggregate level.

To complete the survey, please click on the following link or copy and paste it into your web browser: / SU rvey L In k

https://spss.icfsurveys.com/mriWeb/mriWeb.dll?|.Project=SAMHSACSS&ID=100005TL

If you have any technical difficulties or questions about the survey, please call the survey helpline toll-free at 1-866-657-2798 or send an email to

DTACSurvey@icfi.com.

For any questions about SAMHSA'’s research on this topic, please contact Nikki Bellamy, Ph.D., SAMHSA DTAC Project Officer, by phone at 240-
276-2418 or by email at nikki.bellam

v Ko, 0830.0325 e _— OMB Statement

Expiration Date: 06/30/14

Public Burden Statement: Anagency may not conduct or sponsor, and a personis not required to respond to, a collection of information unless it displays a currently valid OMB control
number. The OMB control number for this projectis 0930-xxxx. Public reporting burden for this collection of information is estimated to average .25 hours per client per year, including the time
for reviewing instructions, searching existing data sources, gathering and maintaining the data needed, and completing and review ing the collection of information. Send comments regarding
this burden estimate or any other aspect of this collection of information, including suggestions for reducing this burden, to SAMHSA Reports Clearance Officer, 1 Choke Cherry Road, Room
7-1044, Rockville, Maryland, 20857.
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You have beenselected to participate in an important web-based survey on your experiences with the
Substance Abuse and Mental Health Services Administration (SAMHSA) Disaster Technical Assistance
Center (DTAC). To complete the survey, please click on the following link or copy and paste it into your web
browser:

https://spss.icfsurveys.com/mriWeb/mriWeb.dll?1.Project=SAMHSACSS&ID=100004BL

SAMHSA DTAC wants to hear your thoughts about their services so that they can ensure they provide you
with high quality customer service and improve their services in the future.

We’re inviting you to participate in this SAMHSADTAC customer satisfaction survey because you have either
requested technical assistance from SAMHSA DTAC in the past or you are subscribed to one of SAMHSA
DTAC’s e-communications (the Bulletinor The Dialogue). This survey takes about 15 minutes to complete.

If you have any technical difficulties or questions about the web survey, please call the survey helpline toll-
free at 1-866-657-2798 orsend an email to DTACSurvey@icfi.com.

Forany questions about SAMHSA’s research on this topic, please contact Nikki Bellamy, Ph.D., SAMHSA
DTAC Project Officer, by phone at 240-276-2418 or by email at nikki.bellamy@samhsa.hhs.gov.

Please complete this important survey today!

Thank you,
SAMHSADTAC
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You have beenselected to participate in an important web-based survey on your experiences with the
Substance Abuse and Mental Health Services Administration (SAMHSA) Disaster Technical Assistance
Center (DTAC). To complete the survey, please click on the following link or cop ==~ ===*=*"*= =1 web

browser: — Survey Link

https://spss.icfsurveys.com/mriWeb/mriWeb.dll?1.Project=SAMHSACSS&ID=100004BL

SAMHSA DTAC wants to hear your thoughts about their services so that they can ensure they provide you
with high quality customer service and improve their services in the future.

We’re inviting you to participate in this SAMHSADTAC customer satisfaction survey because you have either
requested technical assistance from SAMHSA DTAC in the past or you are subscribed to one of SAMHSA
DTAC’s e-communications (the Bulletinor The Dialogue). This survey takes about 15 minutes to complete.

If you have any technical difficulties or questions about the web survey, please call the survey helpline toll-
free at 1-866-657-2798 orsend an email to DTACSurvey@icfi.com.

Forany questions about SAMHSA’s research on this topic, please contact Nikki Bellamy, Ph.D., SAMHSA
DTAC Project Officer, by phone at 240-276-2418 or by email at nikki.bellamy@samhsa.hhs.gov.

Please complete this important survey today!

Thank you,
SAMHSADTAC
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You have beenselected to participate in an important web-based survey on your experiences with the
Substance Abuse and Mental Health Services Administration (SAMHSA) Disaster Technical Assistance
Center (DTAC). SAMHSA DTAC wants to hear your thoughts about their services so that they can ensure
they provide you with high quality customer service and improve their services in the future.

We’re inviting you to participate in this SAMHSADTAC customer satisfaction survey because you have either
requested technical assistance from SAMHSA DTAC in the past or you are subscribedto one of SAMHSA
DTAC’s e-communications (the Bulletinor The Dialogue). This survey takes about 15 minutes to complete.

To complete the survey, please click on the following link or copy and paste it into your web browser:

https://spss.icfsurveys.com/mriWeb/mriWeb.dlI?l.Project=SAMHSACSS&ID=100005TL

If you have any technical difficulties or questions about the web survey,}&ie call the survey helpline toll-
free at 1-866-657-2798 orsend an email to DTACSurvey@icfi.com. Sy rvey Link

Forany questions about SAMHSA'’s research on this topic, please contact Nikki Bellamy, Ph.D., SAMHSA
DTAC Project Officer, by phone at 240-276-2418 or by email at nikki.bellamy@samhsa.hhs.gov.

Please complete this important survey today!

Thank you,
SAMHSADTAC
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First Page of the
Survey

LONG EMAIL.:
Viewed this page
directly after
clicking the web
survey URL in the
email

SHORT EMAIL.:
Viewed this page
after clicking “I
agree” button on the
landing page

XSAMHSA

Substance Abuse and Mental Health Services Administration

FAMILIARITY AND EXPERIENCE WITH
SAMHSA DTAC

Thank you for taking the time to share your experiences with the Substance Abuse and Mental Health
Services Administration Disaster Technical Assistance Canter.

You may navigate backwards and forwards threugh the survey questions using the buttans near the
batfom of the screen (please do not use the forward and backwards buttons in your Infernet browser).
If you have any guastions as you're completing this survey, please call the survey helpline toll-fres at
1-866-657-2798 ¢ or send an email to DTACHicfsurvays.com.

Before taking this survey, were you aware that SAMHSA DTAC has...?

Yes Ne
A nswers to questions regarding disaster behavioral health
preparedness and response issues
iGuidance on disaster behavioral health funding
mechanisms
lzzistance finding mentzal health and substance abuse
peers and experts in the disaster behavioral health field
SAMHSA DTAC resource collections (s library of over 2,500 &g
Isheets, putlications, studies, and arficles created by Fedem agencies,
|grant=es, nongovermmenial orpanizations, anc scademial
i0nsite consultation
The SAMHSA Disaster Behavioral Health Information Series
DBHIS |{romtains instalimems snd boolidts perfinent to dissster bebaviomal
heatth, and tampets specific populations, speoiic bypes of disaster, and other
fopics neimbed lo alf-hazed's dizasier behavioral hesith preperedness and
re=ponze]
The SAMHSA DTAC Web site ] (]
| 404 | | Previous | | Mot |

Percentage Complate

Conyright 2010 (ICFIL. All rights raserved, Reviged May, 2013,



Current Experiment

=Data from the 2013 Substance Abuse and Mental
Health Services Administration Disaster
Technical Assistance Center (SAMHSA DTAC)
Customer Satisfaction Survey

*Administered to a coordinators and providers of
disaster behavioral health services

=345 customers invited to complete the survey

=Survey contained 32 questions, included skip
logic

*Fielded for 7 weeks, respondents sent a pre-
notification, invitation, and 4 reminders

icfi.com | Passion. Expertise. Results.



Clicks into Survey by Link Location [Tz

NNNNNNNNNNNNN

- Alarger percentage of those with the URL at top of the
email began the survey, however, the difference was not
statistically significant

Percent Clicked into Survey

35.0%

30.0%

25.0%

20.0%

15.0%

10.0%

5.0%

0.0%

Link at Top Link at Bottom
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Response Rate by Link Location

* No differencein response rate by location of URL at
top or bottom of email

Percent Completed Survey
35.0%

30.0%

25.0%

20.0%

15.0%

10.0%

5.0%

0.0%
Link at Top Link at Bottom
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Clicks into Survey by Email Length [[&;

- Larger percentage of those who received the short
email and saw the landing page began the survey,
however the difference was not statistically significant

Percent Clicked into Survey
35.0%

30.0%

25.0%

20.0%

15.0%

10.0%

5.0%

0.0%

Long Email Short Email
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Response Rate by Email Length

* Difference in response rate by email length not
statistically significant

Percent Completed Survey

35.0%

30.0%

25.0%

20.0%

15.0%

10.0%

5.0%

0.0% I |
Long Email Short Email
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Discussion and Next Steps

*The direction of differences in response
rates did not confirm prior research which
supported the long emaill

*Findings for locating web survey URL at top
was consistent with our prior research, not
consistent with Kaplowitz et al. 2012 study

*However, differences were not statistically
significant

icfi.com | Passion. Expertise. Results.




Discussion and Next Steps

*Failure to replicate past research could be
due to sample size, population, study topic

*More research testing the impact of the
design of email communications on survey
response rates is needed: with a larger
sample size, different populations, different
topics to better inform communication
protocols

icfi.com | Passion. Expertise. Results.




Thank youl!

For further information contact:

Amy Falcone
Amy.Falcone@icfi.com

icfi.com | Passion. Expertise. Results.
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