q Accelerate

Intro
. For User Experience measurement we use Customer Effort Score (CES)
including open text. You can analyze open text answers with Al to decide
how and what to improve.
. Add this measurement to relevant places where you are focusing on at
the moment, for example on the check out page.

The survey

Customer Effort Score (CES)
« XXXX made it easy for me to YYYY
. For example: The website made it easy to do the shop check-out.
. Scale 1-5 (Strongly disagree - strongly agree, 3 = neutral)

Follow up question based on score
. Score 5: That's great to hear! Can you name 1 thing that made it so easy
for you? [OPEN TEXT]
. Score 4: Not too bad! Can you give us 1 tip to make it easier next time?
[OPEN TEXT]
. Score 1-3: Hm, that's not up to our standards, sorry! Can you give us 1
tip how to make it easier for you next time? [OPEN TEXT]
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