As consumers we’re used to giving feedback – just think of Amazon and
Tripadvisor. In fact some of us have grown up with instant two-way
communications – things like texting and online messaging. But as employees,
most of us don’t get the same opportunity to provide regular feedback.
Some organisations are now beginning to recognise its value and are introducing
continuous feedback programmes which enable employees to provide feedback
how and when they want, using web and mobile channels as they do outside work.
They enable businesses to ask any number of questions, tune into employee
views, address issues and engage people.
Always-on platforms are undoubtedly powerful feedback tools which take the
hassle out of surveying and they don’t need to be overly complex. A good supplier
can set one up quickly and host and maintain it to avoid any
demands on in-house IT teams.
The challenge in making a success of an always-on feedback programme is
seldom technical. It’s more about how you introduce it and embed it in the
business in a way that encourages employees to use it and managers to have
confidence that it adds real value.
Here are a few tips on how you can get an always-on feedback process up and
running in your business.

One of the most commonly voiced concerns about introducing an always-on
platform is that the first people to respond may well be those with an axe to grind.
As a result the feedback will be unduly negative and senior managers will be put off
the idea before it’s had chance to get established.
This is an entirely reasonable concern which needs to be dealt with. One way is to
start off with a single topical issue and invite feedback from a specific group. Focus
on eliciting their ideas and suggestions rather than presenting them with a set of
closed questions. Respond to the input. Thank the people who provided it, explain
what you are going to do with it and demonstrate that they have started a positive
dialogue that should lead to some kind of business improvement.

Managers new to always-on feedback sometimes see it as a mini version of a fullscale annual survey. We suggest that’s not the best way to look at it. See it as an
opportunity to start a series of mini discussions on different topical issues.
Make each set of questions short and simple and keep the tone informal and conversational. Put the emphasis on open rather than closed questions and remember, the
aim is to open a discussion that will involve and engage people.

Employee surveys are usually designed to gather feedback in a very structured
way, even when they invite comments. That approach is valuable in the context of
a comprehensive, company-wide piece of research. However, it’s probably not the
best approach to always-on feedback where the aim is to conduct mini surveys,
create conversations and encourage contribution and engagement.

Always-on lends itself to lots of mini projects, often happening at the same time.
Think of all the questions you could usefully ask your people: what they hear
customers saying about your products or service, how well your internal systems are
supporting people, or how a change programme is being received.
You could get feedback from specific groups who have attended a training course or
gain insight into the factors driving a problem specific to a particular location or group.
Invite people to suggest topics. More broadly you could use the platform to run exit
and on-boarding surveys. We recommend you create a project plan which sets out all
the mini feedback projects you want to run and timetable them across the year.

Don’t just put a link on your intranet and wait for people to respond. If you want
feedback from people, you need to ask them directly, especially in the early days
before the platform is well known or established. Text or send an email to people
explaining why you’re asking for their feedback and what you’re going to do with it.
Remember, you need to win their trust.

…and now we have something to show you. Always-on feedback platforms can be
used to initiate and sustain discussions which generate ideas and insight, and drive
continual improvement. Remember that a dialogue is a two-way process so you need
to respond to people’s input, champion good suggestions and acknowledge their
contributions. Welcome further feedback or comments, keep the conversation going
and demonstrate that the process works.

If you’re thinking of introducing an always-on feedback programme in your business
give us a call. We can provide you with the platform, the support and the ideas to
make it a complete success. It won’t take an age to set up, or cost an arm and a leg.

Digital Opinion is a London-based specialist in the design and running of always-on
feedback programmes and employee surveys. Established in 2001 we’ve managed
survey projects in more than 30 countries and 25 languages. Our experience
extends across many business sectors and our clients have included a number of
FTSE 100 companies. We've been working with some of our clients for more than
ten years.
Much of our work has focused on employee engagement: - helping organisations to
measure it, assess its impact on business performance, and running post-survey
action programmes to help them improve it.
If you would like to explore how we might help your organisation give us a call on
020 8546 7243 or email us at sales@digitalopinion.co.uk
www.digitalopinion.co.uk

