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Giving Your Participants                  Experience



What do you recall...

• About a recent pleasant customer service 
experience?

• Did you tell anyone?

• About a less than pleasant customer service 
experience?

• Did you tell anyone?





The Impression Starts Earlier than You Think



Let’s Consider...



And Compare...
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Responding to Potential Participants
How quickly should you respond to an inquiry about your study?



When you screen someone for a study and they are not eligible...



Cherish feedback, learn from it, 
and say, “Thank you”

Use it to improve your service, fix a 
problem, and provide that person and 
others with an improved experience.



Participant Satisfaction Survey



Taking Care of Our Internal Customers...

is the best way to assure the external customer is well treated.
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