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DEAR READER
In this e-book we tell you how SurveyXact can safely and effectively support a survey of school canteen 
offers in any Danish municipality.

The case examined is a survey of student satisfaction with their school’s canteen provision.
 

The book focuses on a canteen survey in a municipality and ex-
amines the problems that may be encountered in such a process. 
However, the book also touches on subjects that are relevant in 
other contexts and can therefore be read as an inspiration for 
other types of survey.

The following applies to this survey:

• The target group is children of school age who attend Middle School and High School
• The offer of the survey must be given to several schools in the municipality
• The school's administrators must receive the result digitally via a link

The challenge of such a survey is to reach the canteen’s customers, the students, in the most effec-
tive way possible. Once the students have bought and ate their food from the canteen, they will have 
formed an opinion of the purchase and the food. It has become much easier to reach students digitally 
today than it was just a decade ago. Children often have their mobile phones to hand, allowing their 
data to be collected directly.

Collecting knowledge digitally and handling it is simple and easy in SurveyXact. 

Happy reading!

WHO IS THE E-BOOK AIMED AT?

This e-book is primarily aimed at the users of SurveyXact in the 
municipalities in Denmark who work in the school sector, but it 
contains good advice for processes and considerations that apply 
to surveys in general. 

It can therefore also be read by other SurveyXact users who have 
an interest in getting some inspiration to sit in the respondent's 
place and prepare a survey that precisely fits the target audience.
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PROCEDURE:

The process will be reviewed in the following steps:  

ESTABLISHING A FOUNDATION  
FOR THE SURVEY

The purpose of the survey is to ensure high satisfaction with the schools' 
canteens in the municipality.

In the introduction, we have already established a framework for the survey. 
In this context, the following questions have been prepared to help establish 
a good foundation on which to expand. 

It involves being able to understand the different situations that may arise in 
the process, as it benefits the survey to be alert to possible scenarios. One 
example of a question could be to ask whether the students have their mo-
bile phones on them when they are in the canteen or if they are only avail-
able on these when the students return to the classroom. Another example 
could be to ask whether it is important for the students' response rate that 
the results are communicated back to them either via Aula or in class. 

• Which schools will be included in the survey?
• Which schools have a canteen system?
• Creating a schedule. 
• Is there anything particular that should be taken into account?
• Who approves the question framework?
• �Who is the contact person per school and responsible for implementing 

data collection?
• Distribution plan for school contact persons.
• �Consider what situations the students are in when answering the  

questionnaire. 
• �Compose a communication plan for children in schools  

(preparing flyers, banners, maps, texts for Aula, etc.)
• Who will see the results at each school and centrally?
• Examine and match expectations for displaying the results.
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Findes der én eneste situation, hvor kundernes ærlige mening ikke vil være en 
fordel at kende, når man driver virksomhed eller styrer en organisation? Nej vel. 
Alle medarbejdere – fra gulvet til ledelsesgangen– må være bedst tjent med, 
at de ved, hvordan kunderne opfatter virksomheden. Med afsæt i kundernes 
behov og ønsker kan du optimere og drive forretning ud fra de bedst tænkelige 
forudsætninger. Der er flere gode grunde til at gennemføre kundetilfredshed-
sundersøgelser (KTU’er), og dem fortæller vi om her.



THE QUESTION FRAMEWORK

The question framework is developed with regard to four considerations:

01.	 To take account of the age of the target group. As it is children of 
school age who have to answer the questionnaire, it is a good idea to 
evaluate the questionnaire in relation to children in Middle School and 
High School.

02.	 To ensure that the question framework allows the desired objective 
to be achieved. It must contain the questions for which a response is 
required.

03.	 To consider what information we can add to the survey without the 
children having to supply this on the form – therefore reflections on 
background information. 

04.	 To select the appropriate layout. Which layout is best for the survey 
and who should be the sender?

Children as respondents
The target group in this survey is children in Middle School and High School. 
The main reason for limiting the target group to older children is because 
the children’s reading skills are more advanced which means they are better 
able to understand what is being asked and more capable of completing 
the questionnaire correctly. 

When drawing up questionnaires for younger children, there are other con-
siderations to be taken into account.

What to consider in relation to the target group:

 • �Do the children have their mobile phones with them when they are in the 
canteen?

• �Should there be an alternate way to respond to the questionnaire?  
For example, should the QR code be inserted on the canteen's website, 
displayed in the classroom or on the students' 
intranet?

• �How are the children motivated to respond to 
the questionnaire?

• �Complexity of the question framework. The 
children have a short time to answer the ques-
tionnaire, so the form must be very short and 
contain just a few questions that are formulated 
very simply. 

• �Limit open questions to a minimum if these are 
to be included at all.
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HVAD MÅLES DER PÅ I EN KUNDE
TILFREDSHEDSUNDERSØGELSE?

En KTU måler på, hvor tilfreds en virk
somheds kunder er. Kundetilfredshed kan 
brydes ned på nogle indsatsområder, du 
måler tilfredsheden på, og som formodes  
at have stor indflydelse på kundernes 
samlede tilfredshed.

Typisk er måling af loyalitet også en del af 
en KTU. 
Loyalitet 
måles på 
andelen af 
de kunder, 
der vil 
anbefale 
virksom-

HVAD ER EN KUNDETILFREDS
HEDSUNDERSØGELSE?

En kundetilfredshedsundersøgelse 
(KTU) er en spørgeskemaundersøgelse, 
som afdækker kundernes opfattelse 
af jeres organisation eller virksomhed. 
KTU’ens overordnede mål er at skabe 
grundlag for at øge tilfredsheden 
blandt kunderne og fastholde kunderne.

STYRKER VIRKSOMHEDENS IMAGE

KTU’er styrker virksomhedens image, da det viser, at I tager jeres kunder 
seriøst. Samtidig er markedsføringsopgaven langt nemmere, når marketing- 
eller kommunikationsafdelingen gør en indsats for at forbedre kundernes 
oplevelse og billede af virksomheden. Ved at få analyseret virksomhedens 
image i en KTU sikrer I ligeledes, at virksomhedens kommunikation hænger 
sammen med det image, virksomheden har hos forbrugerne.

CHURN KAN VENDES MED DATA, OG KUNDER FASTHOLDES

Det er langt billigere og nemmere at fastholde eksisterende kunder end 
at tiltrække nye. Derfor er det værdifuldt at arbejde med fastholdelse af 
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Questions with smileys

When configuring questions, it is possible to select different question types 
and setup options. The satisfaction question is a category question where 
the categories are mutually exclusive. It can appear as a slider (with or with-
out smileys) or a regular list view/grid view on the mobile phone (with or 
without smileys) – or alternately as a dropdown menu.

In this survey, it would be advantageous to configure the satisfaction ques-
tion with smileys so that children can quickly decode the positive and nega-
tive response. This also simplifies the response to the questionnaire itself.

A category question with smileys looks like this on a mobile phone:

 

SurveyXact – How satisfied are you with the canteen at your school? 6

Indhold



Content of questions
 
The question framework must contain the information to be answered and 
surveyed.

If, for example, the aim is to divide the students' responses by grade level, it 
is of course important that this question is considered. 

The aim may also be to survey whether frequent purchasers are more sat-
isfied than purchasers who do not buy as often and a question of this type 
should therefore also be included in the question framework.

In addition to questions for the benefit of the analysis and the satisfaction 
questions, there may also be a desire to have an open question at the end 
of the question framework, where the students can indicate suggestions for 
improvement. This can help ensure that students have the opportunity to 
add comments on items on which they want to focus.

The question framework:
• The student’s grade level
• General satisfaction with the canteen (closed question)
• Purchase frequency for the individual student. (closed question)
• Daily purchase  
   (e.g. hot meal – vegetarian meal – salad bar – snacks) (closed question)
• Satisfaction with today's purchase (closed question)
• Suggested improvements (open question) 

 
Background questionnaire

Background information provides the ability to differentiate and divide the 
results so that reports can be drawn up for each school without the student 
having to fill in the school they are attending.

An example of background information in SurveyXact:
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Layout of  
a questionnaire

SurveyXact offers different types of 
layout templates. They are all  
designed as mobile first templates, 
so they are responsive to screen 
size and simply require the  
respondent to insert the  
municipality’s logo and select  
the question framework’s colors.

It is important for the survey that 
the respondent can see the  
questionnaire clearly and distinctly. 
Selecting a high-contrast color is 
therefore one of the considerations 
you can make in relation to WCAG  
– web accessibility.

WCAG (Web Content Accessibility 
Guidelines) is an international standard for web accessibility which, since 
2008, has aimed to give everyone, regardless of impairment or disability – 
the same opportunities to access the internet.

Read more on the subject on the SurveyXact website:
 
https://www.surveyxact.dk/wcag/

This explains in more detail how to comply with the four principles on which 
WCAG standards are based:
 
 

01.	 Perceivable 
 
 

02.	 Operable 
 
 

03.	 Understandable 
 
 

04.	 Robust
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THE COLLECTION PROCESS
 
After the questionnaire has been prepared and tested, the next step is the 
collection process.

For this survey, we have neither email nor mobile phone contact details for 
the respondents. If you do not have contact details for the respondents, you 
can use the self-registration collection method.

Self-registration is a link or QR code giving the student the option to submit 
a response each time they press the link or use the QR code.

Since the primary target group is school children in Middle School and High 
School who have the option of responding via their mobile phones, the col-
lection method will involve self-registration via a QR code. This means that 
students can submit their responses via their own mobile phones.
  

The QR code can be read via the students’  
own mobile phones:

This method allows each school, for example, to distribute via the class 
teacher and the canteen.

Collection by the class teacher/in the classroom
The QR code is displayed in the classroom. It may be the class teacher that 
helps students answer the form and presents the QR code to them. The QR 
code can also be displayed in the classroom, e.g. on a poster, so that it is 
visible to all students.

Collection by notices in the canteen 
The QR code is displayed in the canteen. In this case, it will be more up to 
the students to respond to the questionnaire, which is why it is a good idea 
to consider where the QR code will be most visible. For example, a poster 
can be hung up or a tablet positioned next to the payment solution or at 
the canteen exit. The children can also be handed a flyer with the QR code, 
allowing them to respond to the questionnaire after they have eaten. 

Whether posters are hung up, the QR code is displayed via a tablet or the 
children are handed a flyer with the QR code, discussion of the survey is 
important in order to raise awareness and thereby increase the number of 
responses.

 

03

SurveyXact – How satisfied are you with the canteen at your school? 9

Indhold



Splitting the QR code

If the municipality wishes to distribute the survey to several schools and 
thereby survey the canteens of several schools in the same survey, this can 
be done by splitting the QR code so that each school gets its own QR code. 
This allows the students' responses to be divided based on the school they 
are attending.
The division is performed using a background variable created for this pur-
pose. In this example, it is called b_1.

Anonymous response
The self-registration method makes it simple for respondents to answer the 
questionnaire anonymously, as none of their contact details will be import-
ed into the questionnaire. 

A self-registration link is, by definition, an anonymous collection method.

RESULT & COMMUNICATION

The results can be presented in different ways.

The two main groups are:
• Dashboard view
• Report view

04
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The following example demonstrates how the result can be communicated 
via a dashboard where the question ”How satisfied/dissatisfied are you with 
the food?” is divided by the question ”What did you buy in the canteen 
today?”. To the right of the number of responses is an average calculation 
of the students' answers, where ”very satisfied” has the value 5 and ”very 
dissatisfied” has the value 1.

Dynamic display of different schools
Since the survey contains background information about which school each 
response relates to, it is possible to divide the responses at school level or 
make a dashboard for each school so that they can track canteen satisfac-
tion levels themselves.

The results for each school can be communicated locally and can be digi-
tally and dynamically produced so that the people the dashboard is shared 
with have the opportunity to work with the results. 
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THE FOLLOWING SHOWS WHAT CONSIDERATION CAN BE GIVEN  
TO REPORTING THE RESULTS. 

Participation 
of the  
students.

Use the results as a basis to focus on school meals at the school and in the 
classroom. For example, students could be given the opportunity to comment 
on the results. This gives an insight into the best ways to try and create a good 
canteen. If necessary, show the results to the student council and ask them to 
comment. In order to increase the involvement of the students, the results can 
be divided into grade levels. Extending the period in which the survey runs can 
also increase the number of students willing to participate in the survey.

Decision- 
makers for 
school 
canteens. 

The decision-makers can be very helpful in obtaining a report with results. If 
decision-makers are responsible for several schools, the report may contain all 
the questions divided by the individual schools. If necessary, attach a descrip-
tion of the survey frameworks so that the results are read in relation to these, 
rather than in light of the recipient's own assumptions and requirements.  

School  
management 
and the  
canteen.

Communication of the results to the school management and the canteen is 
important for each school. This allows them to customize the canteen within 
their frameworks. Together with the students, this can create a common 
understanding of the wishes and needs of the school in question.  

Results  
on Aula 

Communication of results on Aula to the students' parents helps to improve 
transparency of the canteen offering. Showing the results to parents also 
obliges administrators to focus on the canteen offering, whether there is 
room for improvement or whether the satisfaction level is high. Let the 
results be part of a comprehensive presentation on the school's canteen 
along with the objectives and frameworks.  

Communication of the results
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ADVANTAGES OF USING SURVEYXACT  
FOR A DIGITAL CANTEEN SURVEY 

By using SurveyXact to conduct a digital canteen survey,  
a number of advantages are achieved:  

ADVANTAGES CLARIFICATION

Security & GDPR SurveyXact ensures that the children's responses are processed securely.

Mobile first The standard layout functions of SurveyXact are developed from a mobile 
first perspective. This means that all question types are responsive and can 
be adapted to different screen sizes based on the screen size of a mobile 
phone.  

Communication of 
results 

SurveyXact offers all customers qualified support to their users, and all 
customers are linked to a SurveyXact consultant so that the communication 
of results can be shared and methodological considerations discussed in the 
user's surveys.

Efficient The collection is carried out uniformly for all schools without placing high 
demands on either the cost component or the time spent in the individual 
schools. 

Anonymous SurveyXact ensures that the collection is 100% anonymous.

Quick results The result is available in the reports immediately after the questionnaire has 
been answered. They can therefore be presented and displayed on an ongo-
ing basis, divided into days, weeks or months, if so desired. 

Ongoing changes  
and adjustments

SurveyXact provides the opportunity to make changes and adjustments to 
the questionnaire on an ongoing basis without affecting previously collected 
data. 

It is always possible to add an extra question, extend the survey to include an 
additional school or something else entirely.

WCAG SurveyXact ensures that users have the opportunity to meet the require-
ments laid down in the WCAG guidelines.
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