
Gathering 
The Feedback 
That Matters



Agenda

• Why gather feedback?

• How to gather feedback

• Using: building evaluation form

• Using: reporting on evaluation form



Why Gather Feedback?

1. Gain an understanding of your learners 

2. Help you improve your training for future participants

3. Re-confirm that you’re getting your training right

4. Provide evidence that your training is adding value, or isn’t…



How to Gather Feedback: Best Practice

1. Workflow Survey Reminders

2. Workflow Survey Response 

as trigger for Certification



How to Gather Feedback: Best Practice

4. Avoid leading questions

5. Ask one thing per question

6. Use more interval questions

1. Use simple, direct language

2. Be specific

3. Break down big ideas into 

multiple questions



How to Gather Feedback: Best Practice

1. Avoid bias

2. Avoid framing

3. Avoid incomplete options



How to Gather Feedback: Question Types

1. Categorical questions

2. Ordinal questions

3. Interval questions



Categorical Questions

• Understanding Your Learners

• Re-confirm that you’re getting 

your training right



Ordinal Questions

• Understanding Your Learners

• Improve your training

• Re-confirm that you’re 

getting your training right



Interval Questions

• Re-confirm that you’re getting your 

training right

• Help you improve your training for 

future participants

• Provide evidence that your training is 

adding value



Using: evaluation form report

• Percentage Based Reporting

1. Gain an understanding of your learners 

2. Help you improve your training for 

future participants

3. Re-confirm that you’re getting your 

training right



Using: evaluation form report

• Score Based Reporting

1. Help you improve your training for 

future participants

2. Re-confirm that you’re getting your 

training right

3. Provide evidence that your training is 

adding value, or isn’t…



Q&A



Up next:

Mapping a Customer Experience Strategy

Gainsight, specialists in customer success 
will share best practice with you and give 
you insight into developing a successful 
customer experience strategy.


