
Most large organizations today conduct 
employee surveys to measure employees’ 
opinions regarding the organization and its 
policies and practices. A properly formulated 
employee survey program can represent an 
opportunity to affect and strengthen the 
organization, making it more competitive 
in the marketplace in which it operates. But 
although there are a handful of books avail-
able today to guide the development of survey 
programs, there are none that approach the 
topic from a strategic point of view. Strategic 
Employee Surveys was developed to explain 
the Strategic Survey Model and how it can be 
used to guide the development of employee 
survey programs, ensuring they serve their 
strategic purpose. In addition, this book 
guides organizations in the most effective sur-
vey feedback and action planning processes.

Dr. Jack Wiley explains that survey pro-
gram purpose, survey content, and survey 
follow-up processes should all derive from 
business strategy. In the fi rst part of the book 
he offers specifi c examples of how to measure 
safety, ethics, union vulnerability, work and 
life balance, and diversity. He also reveals the 
drivers of employee retention and employee 
engagement and how to measure them along 
with examples of survey content that best 
predicts customer satisfaction and loyalty 
and other business performance metrics. 
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With each type of survey content, Wiley also 
presents the most recent normative results, 
useful for placing results from any organiza-
tion into the proper interpretative context. 

The second part of the book offers spe-
cifi c guidance on the other key component 
of ensuring employee survey program suc-
cess: the survey feedback and action plan-
ning process. Wiley outlines a time-tested 
seven-step model of survey feedback and 
action planning, explaining each step of the 
model and providing real-life client examples 
that identify the most common pitfalls of the 
overall process. Readers will learn how to 
navigate around these potential problems 
and will receive advice on how to set goals 
for improvement from one survey measure-
ment to the next. The book concludes with a 
discussion of the characteristics of leader-
ship teams whose organizations achieve sus-
tained improvement over multiple iterations 
of survey measurement. 

Praise for Strategic Employee Surveys

“This is a must-read! If you want to bring your employee survey up to the 
next level—if you want to predict and drive your organizational outcomes, 
including customer satisfaction and business performance—if you want to 
move your business strategy and survey program closer together, then this 
is your book.”

—FRANZ G. DEITERING, Ph.D., SAP, and CEO, RACER Benchmark Group; 
former Chairman, IT Survey Group

“[Wiley makes] an excellent, well-balanced approach to making the 
business case for employee surveys and providing reinforcement on the 
essential components—from purpose and development of the instrument 
to results analysis to action planning.”

—LAWRENCE E. MILAN, Senior Vice President, Human Resources, 
ING U.S. Insurance

“This book does not get bogged down in statistical analyses, yet it features 
a healthy mix of the theoretical and the practical that works for the novice 
and the experienced survey program manager alike.”

— THOMAS E. MITCHELL, Vice President,  Northern Trust Company

“The book’s key concepts are illustrated with many specifi cs, especially 
survey content, and lots of fascinating ‘war stories.’ This book will become 
a well-thumbed volume by all who want to make the most of employee 
surveys.”

—ALLEN I. KRAUT, Ph.D., Professor Emeritus of Management, Zicklin School of 
Business, Baruch College, CUNY
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I dedicate this book to Mom and to the loving memory of Dad, 
parents not blessed with the same opportunities they made sure to 

provide their children.
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Preface

This book deals with the subject of how to think about designing 
and implementing an employee survey program. I draw the ideas 
presented from my thirty-fi ve years of experience of doing this 
work. During that time frame, I have supported organizations in 
almost all major industries and in most of the major economies 
around the world. For several years, I have wanted to record 
my ideas about the employee survey process and how to ensure 
its effectiveness, but it was not until 2002 that I developed the 
Strategic Survey Model. The model gave me the framework 
needed for organizing my thoughts and observations.

As both a researcher and a practitioner, I know the employee 
survey process can be a very powerful tool for  organization 
development. In essence, this book speaks to the two elements 
of a survey program that most differentiate between successful 
and unsuccessful initiatives, the two elements that most impinge 
on the power of an employee survey process to bring about 
desired change. The fi rst of these elements is the survey instru-
ment itself. Does the instrument truly measure what is impor-
tant to an organization’s leadership? If it does, leadership will be 
interested in using the views of employees to drive change and 
strengthen the organization. If it does not, the survey results 
will provoke a “so what and who cares” reaction. Under those 
circumstances, nothing or very little will happen because the 
survey did not measure what was important and did not energize 
management to take action. I devote the fi rst part of the book 
to reviewing why organizations conduct surveys and especially 



to connecting survey purpose to the overarching strategy of the 
organization. I present examples of how to measure most of the 
major topics found in employee surveys today.

The survey feedback and follow-up process is the second 
element that most distinguishes between successful and unsuc-
cessful survey initiatives. Organizations should think through 
very carefully the process for how they will use the results of 
a survey, and this should occur well in advance of the launch 
of the survey itself. The survey feedback and action planning 
process is like a tool in the hands of a carpenter. Even a skilled 
carpenter does not master the use of a tool the fi rst time he 
or she picks it up. The same is true for organizations. It takes 
practice to achieve profi ciency in the use of the survey feed-
back and action planning process to drive change. Even so, the 
thoughtful organization can sidestep some pitfalls. Part Two 
of the book is devoted to laying out a time-tested and proven 
approach to survey feedback and action planning. I identify key 
pitfalls to avoid and offer suggestions for how to maximize the 
power of the follow-up process to strengthen the organization.

This book is not about the details of running a survey pro-
gram. There are several good books available on this topic. 
Certainly, the lack of effective project planning can hamper if 
not destroy a survey initiative. One should never underestimate 
the importance of using sound judgment in the overall man-
agement of a survey project. This book, however, is about what 
I believe are the higher-order decisions: ensuring the survey pro-
gram supports business strategy, that what gets measured by the 
survey instrument matters, and using the survey results to make 
lasting improvements.

xii  Preface
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