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C S T S C R E E N

Onscreen  Op in ion  Capture
a t  the  Po in t -o f -Exper ience

w i t h
To u c h s c r e e n Te c h n o l o g y

VIS ITOR
SATISFACTION

“The  Way  To  Your  Cus tomers ’  Hear ts
Is  Through  The i r  M inds”
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In t roduc t ion

Captur ing  a  person ’s  fee l ing  about  the i r  exper ience as  a  cus tomer
at  the  t ime the serv ice  has been de l ivered s t i l l  p rov ides the r ichest
f o rm  o f  f eedback .

The re  a re  two  reasons  f o r  t h i s .

ü The  f i r s t  i s  t he  memory  i s  f r esh ,  t he  de ta i l  accu ra te  and
the  expe r i ence  has  no t  f aded  i n to  t he  memory.

ü The second reason is  the e lement  o f  Act ive Sampl ing.   Act ive
(o r  i n t e r cep t )  samp l i ng  means  ask i ng  someone  f o r  t he i r
op in ion  no t  j us t  re l y ing  on  them to  vo lun tee r  i t .   Th is  avo ids
the inaccurac ies that  inev i tab ly  come f rom any measurement
sys tem based  on  se l f - se l ec t i on .   Se l f -se lec t i on  sys tems
tend  t o  be  b i ased  t owa rds  cap tu r i ng  t he  op in i ons  o f  t hose
peop le  who ,  i n  t he  ma in ,  have  had  a  l ess  t han  sa t i s f ac to r y
cus tomer  expe r i ence .   They  a re ,  t hus ,  no t  r ep resen ta t i ve
o f  t he  expe r i ence  o f  t he  t o ta l  popu la t i on .   Ac t i ve  samp l i ng
however captures the total  customer experience, r ight through
the  spec t rum;  f r om h igh l y  sa t i s f i ed  t o  h i gh l y  d i ssa t i s f i ed .

As  we  say  “Op in i ons  sough t  t end  t o  be  mo re  rep resen ta t i ve  o f
t he  t r u th  t han  op in i ons  vo lun tee red .   And  op in i ons  sough t  a t  t he
t ime the serv ice  is  exper ienced are  the f reshest  and most  accura te
o f  a l l . ”

Data From Act ive  Sampl ing Covers the Ful l  Spectrum of  Guest  Opinions



ACTIVE SAMPLING

       Fast...     Easy...    Convenient...

ü Today ’s  f as t - paced  marke t  env i r onmen t  i s  i n  need  o f  cus tomer
ins igh t s  on  t he  spo t .

ü Touch  sc reen  t echno logy  a i ded  su rvey  resea rch  i s  r ecogn i zed  as  t he
fas tes t  and  mos t  d i r ec t  da ta  co l l ec t i on  me thodo logy  on  t he  marke t
today.

ü Touch  sc reen  su rveys  exce l  w i t h  t he i r  d i r ec tness  and  ease  o f  use .

ü You  can  cap tu re  da ta  t ha t  i s  f r esh ,  unb iased ,  and  r i gh t  whe re  you r
ta rge t  responden ts  v i s i t ,  r e l ax ,  wo rk  o r  pa r t i c i pa te .

ü Tha t  da ta  i s  comp i l ed  i n   r ea l - t ime ,  so  you  can  reac t  qu i ck l y.

ü Sc ien t i f i c  s tud ies  have  shown  tha t  t he  re l i ab i l i t y  o f  se l f - adm in i s te red
su rvey  resea rch  i s  equa l  t o  o r  even  h ighe r  t han  the  re l i ab i l i t y  o f  f ace -
to - f ace  i n te r v i ews .

w i t h  Touchsc reen
    Techno logy

To u c h s c r e e n s

             a r e   F a s t . . . . . E a s y



Kiosks
(customizable graphics)

Handhelds

Counter Models

The Tool That Best Addresses Your
 Specific Needs



Here ’s  How
CSTSCREEN Works

(1) V is i to rs /Gues ts /Passengers  reg is te r  the i r  op in ions
on  a  t ouch  sc reen  mon i t o r.

(2 ) In  t he  case  o f  an  a i rpo r t  ( o r  s im i l a r  f ac i l i t y ) ,  a
l oca t i on  i s  chosen  whe re  po ten t i a l  pa r t i c i pan t s  can
be  app roached  and  reques ted  to  reco rd  the i r
op in ions  ( i . e .  Depar tu re  Lounge) .  I n  t he  case  o f  a
ho te l ,  depa r t i ng  gues ts  a re  asked  a t  t he  f ron t  desk
when  pay ing  the i r  b i l l .

( 3 ) An  a t t endan t / s ta f f  member  i n i t i a t es  t he  p rocess  by
s imp l y  r eques t i ng  t he  v i s i t o r s / gues t s /passenge rs  t o
comp le te  a  t ouch  sc reen  su rvey.

(4 ) The  su rvey  can  be  comp le ted  i n  any  l anguage ;  can
inco rpo ra te  b ranch ing  and  p ip ing ,  f ea tu re
i l l us t ra t i ons ,  v ideo  o r  aud io .

(5 ) The  su rveys  a re  des igned  t o  be  f as t  t o  comp le te  so
they  do  no t  i n te r f e re  w i t h  t he  movemen t  p rocess .
Norma l l y  t hey  w i l l  be  comp le ted  i n  m inu tes .

(6 ) Su rvey  resu l t s  a re  up loaded  au toma t i ca l l y  a t  p re -
de te rm ined  t imes   and  a re  ava i l ab le  to  be  v iewed
on l i ne  th rough  CST In te rna t i ona l ’ s  www. in fo -
me t r i c . i n fo  password  p ro tec ted  repo r t i ng  po r ta l ,
m inu tes  l a t e r.   The  p rocess  i s  i n  f ac t  f u l l y  au toma t i c
bu t  we  sugges t  t ha t  t ime  be  a l l owed  fo r  t he
comp le t i on  o f  r ou t i ne  i n teg r i t y  checks .

(7 ) Su rveys  can  be  a l t e red  remo te l y  w i th  t he  add i t i on  o f
new  ques t i ons  o r  i ndeed  new  su rveys ,  s imp l y  and
inexpens ive ly.
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To u c h s c r e e n

      w i r e l e s s  t e c h n o l o g y



At t r ac t i ons  o f  t he
CST SCREEN Sys tem

Enhanced Integr i ty   because the v is i tors/guests/
passengers ’  op in ions are captured e lect ron ica l ly  i t  is  not
poss ib le  for  o ther  ind iv idua ls  to  in ter fere  wi th  the resu l ts  by
( fo r  example)  remov ing or  a l te r ing  low scores .   Whi le  our
exper ience te l ls  us  that  th is  is  a  re la t ive ly  rare  phenomenon
the fac t  tha t  i t  i s  e f fec t ive ly  imposs ib le  adds fu r ther  comfor t
and assurance.

Language Opt ions  the survey  can be des igned to  a l low
par t ic ipants  to  se lec t  a  par t icu lar  language  to  comple te  the
survey.   They s imply  c l ick  on the appropr ia te  icon and the
se lec ted language loads automat ica l ly.

Dynamic  Response  means the  survey  is  des igned to
a l low quest ions to  change based upon a  Respondent ’s
answers .   Th is  p rocess  is  accompl ished by  e i ther  b ranch ing
or  p ip ing .  Based upon the Respondent ’s  answer  to  a  spec i f i c
quest ion ,  ( i .e .  respond ing tha t  serv ice  was poor ) ,a  subset  o f
quest ions can appear  that  wi l l  p rov ide addi t iona l  deta i led
in format ion  as  to  why the serv ice  was poor. .

Immediacy  o f  Repor t ing  Data  can be  d isseminated
immediate ly  thus avo id ing the lag t ime that  is  normal ly
assoc ia ted  w i th  paper  based sys tems.

Da i ly  A ler ts  can be  incorpora ted  wh ich  sends an  e-mai l
a ler t  to  a  bus iness manager  in  the event  that  a  depar t ing
v is i to r /guest /passenger  ra tes  some quest ion  on the  survey
wi th  a  low score .

Sof tware In ter face  (Pr imar i l y  app l icab le  to  the  hote l
indust ry)  An in ter face can be wr i t ten between the hote l
proper ty  management  sys tem and the  Q-1 tha t  p rov ides  a
guest  spec i f i c  survey.  The guest  i s  asked quest ions  on ly
about  spec i f i c  serv ices  o f  the  hote l  tha t  were  u t i l i zed.
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         i n  m u l t i p l e  l a n g u a g e s



Q u a n t i ta t i v e  R e p o r t i n g  v i a  t h e  w o r l d w i d e  w e b  w i t h  s o  m a n y
b e n e f i ts

SECURITY/CONFIDENTIALITY-   CST In te rna t iona l ’s  on- l i ne  repor t ing  ass igns  each
use r  a  l i s t  o f  enc r yp ted  codes  t ha t  w i l l  on l y  a l l ow  access  t o  spec i f i c  i n f o rma t i on .
Codes  can  be  ass i gned  t o  a l l ow  va r i ous  l eve l s  o f  Manage rs  t o  r ev i ew  t he i r  own
sa t i s f ac t i on  t r ack ing  repo r t s  and  no  o the rs .

CST In te rna t iona l ’ s  on- l ine  repor t ing  da tabase  has  been opera t iona l  fo r  seven  years
and  cu r ren t l y  ho l ds  up  t o  da te  and  h i s t o r i ca l  r epo r t s  on  gues t  sa t i s f ac t i on  t r ack i ng
fo r  c l i en ts  ac ross  Eu rope ,  M idd le  Eas t ,  As ia  -  Pac i f i c  and  A f r i ca .

QUESTION DATABASE-   Ques t i ons  t ha t  add ress  you r  spec i f i c  i n f o rma t i on  needs

Samp le  o f  des t i na t i on  t ype  i n fo rma t i on  ex t rac ted  f rom the  da ta  co l l ec ted :
1 . Top  5  reasons  v i s i t o r s  choose  t he  des t i na t i on  (w i l l  be  se lec ted  f r om a  l i s t ) ;
2 . V i s i t o r  sa t i s f ac t i on  w i t h  t hose  chosen  reasons ;
3 . Reasons  f o r  d i s sa t i s f ac t i on  w i t h  chosen  reasons ,  i f  any ;
4 . Changes  t o  t hose  t op  5  reasons  a t  depa r tu re ;
5 . Ra te  sa t i s f ac t i on  w i t h  se rv i ce  by  20  sec to r  ( pub l i c  &  p r i va te ) ;
6 . V i s i t o r  I n ten t  t o  Recommend  Des t i na t i on ;
7 . V i s i t o r  pe rcep t i on  o f  P r i ce /Va lue  o f  Des t i na t i on ;
8 . V i s i t o r  w i l l i ngness  to  Re tu rn  t o  Des t i na t i on ;
9 . Vis i to r ’s  Overa l l  Sa t is fac t ion  w i th  Des t ina t ion  (EXPECTATION –  EXPERIENCE

= SATISFACTION)

Repor t ing  Cyc les .

Trad i t i ona l  pape r  based  sys tems  gene ra l l y  r epo r t  on  a  mon th l y  o r  qua r t e r l y  bas i s
due  to  t he  d i f f i cu l t y  o f  accumu la t i ng  and  comp i l i ng  t he  su rveys .

CSTSCREEN Vis i to r  Sat is fac t ion  Track ing  Sys tem repor t ing  can be  done on  a  DAILY,
WEEKLY,  o r  on  MONTHLY bas i s .

C S T S C R E E N
 Repor t i ng



has  f ou r  p r ima ry  sec t i ons
1 .  P ro f i l e  Repor t /  Demograph ic -  p resen t s  backg round  i n f o rma t i on  on  t he  t ype  o f
V is i to rs /Guests /Passengers  tha t  comple ted  surveys  dur ing  the  prev ious  week/month .

The  above  i n fo rma t i on  can  be  segmen ted  based  on  the  v i s i t o r :
1 . Age
2. Gender
3 . Nat iona l i t y
4 . Leng th  o f  s tay
5. Number  o f  V i s i t s
6 . Ac t i v i t y  exper ienced
7. S ing le ,  Mar r ied ,  Ch i ld ren
8. Type  o f  v i s i t  (  Bus iness ,
       P l easu re ,  C ru i se  Sh ip )
9 .   Accommoda t i on  t ype

2 .  Trend ing- Trend  g raphs  a re  a l so  p roduced  f o r  each  ques t i on  asked  i n  t he  su rvey
t rack ing  t he  pe r fo rmance  o f  t he  f ac i l i t y  o r  l oca t i on  ove r  t he  p reced ing  mon ths .

C S T S C R E E N
Sat i s fac t i on  Track ing  Repor t



3. Detai l  Rating Sheet  presents passenger/v is i tor /guest responses
by  ques t ion  on  a  sca le  o f  sa t i s fac t i on  w i th  f i ve  response  op t ions .
Al l  Quest ions inc luded in  the survey are l is ted in  the Rat ing Report .

The repor t  deta i ls  the actua l  number of  respondents who answered
the quest ion ,  percentages o f  respondents  by  leve l  o f  sa t is fac t ion .

The  f i na l  sco re  i s  t he  “Ave rage  Sco re ”  wh i ch  i s  a  we igh ted
ave rage  ac ross  a l l  l eve l s  o f  sa t i s f ac t i on  on  you r  sca le .   The
more  response  you  ge t  w i t h  t he  4  and  5  boxes  t i cked  the  h ighe r
you r  ave rage  sco re  w i l l  be  and  conve rse l y  t he  more  responses
you  rece i ve  on  the  1 ,2  and  3  po in t s  o f  you r  sca le  the  l ower  you r
ave rage  sco re  w i l l  be .  The  ave rage  sco re  i s  p r ima r i l y  used  t o

TO SEE AN EXAMPLE OF AN ACTUAL ONLINE REPORT PLEASE
LOG ON TO:  www. i n fo -me t r i c . i n f o .

Use r  name  i s  cs tsample Password  i s  cs tsample

4 .  Go lden  Ques t ions -  They  a re  ca l l ed  “Go lden ”  f o r  one  s imp le
reason ,  they  p rov ide  da ta  o f  rea l  va lue .

The  fou r  p roposed  “go lden  ques t i ons ”  a re :
1 . Va lue  rece ived  fo r  p r i ce  pa id .
2 . Ove ra l l  sa t i s f ac t i on .
3 . I n ten t  t o  r ecommend  to  a  f r i end  o r  bus iness

                        assoc ia te .
4. In ten t  to  re tu rn
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