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28 Questions to help buyers of online samples 
 
The ESOMAR 28 was established by the European Society for Opinion and Market 
Research (ESOMAR) a world association for market, social, and opinion researchers. 
It’s designed to provide a standard set of questions a buyer can ask to determine 
whether a sample provider’s practices and samples fit their research objectives. Here 
are our responses to help guide your online sample purchase decisions. 
 

SurveyMonkey Audience company profile 
 
1. What experience does your company have with providing online samples for 
market research? 
 
SurveyMonkey is the world’s leading provider of web-based survey solutions, trusted by 
millions of companies, organizations, and individuals alike to gather the insights they 
need to make more informed decisions.  
 
Established in 1999, SurveyMonkey was one of the first providers of online survey 
platforms and has more than a dozen years of experience in helping customers make 
decisions with online surveys.  
 
SurveyMonkey customers include 99% of the Fortune 500, as well as other businesses, 
academic institutions, and organizations of all shapes and sizes. SurveyMonkey 
Audience, SurveyMonkey’s online market research platform, and SurveyMonkey 
Contribute, its proprietary panel, have been operating since 2011. 
 

Sample sources and recruitment 
 
2. Please describe and explain the type(s) of online sample sources from which 
you get respondents. Are these databases? Actively managed research panels? 
Direct marketing lists? Social networks? Web intercept (also known as river) 
samples? 
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SurveyMonkey Contribute, our proprietary online panel is dedicated solely to supporting 
customers seeking insights from respondents in the United States. We recruit people to 
SurveyMonkey Contribute through a variety of means, the primary method of 
recruitment being SurveyMonkey survey respondents. Over 30 million unique 
respondents answer SurveyMonkey surveys sent out by our subscribers each month.  
 
We have also integrated a variety of third party sample partners into our Audience 
platform. Third party sample partners fulfill customers needs that our internal sources 
cannot fulfill--mainly international sample. 
 
3. If you provide samples from more than one source: How are the different 
sample sources blended together to ensure validity? How can this be replicated 
over time to provide reliability? How do you deal with the possibility of 
duplication of respondents across sources? 
 
We avoid blending sources whenever possible and differentiate by source type for our 
customers in our survey platform. Given SurveyMonkey Contribute’s unique respondent 
recruitment source and charity-based incentive model, we don’t proactively de-duplicate 
when blending with sources which use personally motivating incentives. Contribute 
members are unlikely to be members of other panels due to our unique recruitment 
methodology, so duplication is not a key concern that arises within projects. 
 
4. Are your sample source(s) used solely for market research? If not, what other 
purposes are they used for? 
 
Our sample sources are recruited and used solely for market research purposes. 
 
5. How do you source groups that may be hard-to-reach on the internet? 
 
Our main recruitment source, SurveyMonkey customers, provide a broad spectrum of 
panelists across demographic groups. 
 
Our integrated third party sample partners use a variety of recruitment methods to 
achieve representative samples in international markets. 
 
6. If, on a particular project, you need to supplement your sample(s) with 
sample(s) from other providers, how do you select those partners? Is it your 
policy to notify a client in advance when using a third party provider? 
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We utilize our our third party sample partners when we’re unable to find enough 
respondents or respondents from countries where we don’t currently have an internal 
panel. We evaluate partners based on several items, including: 
 

● Coverage and capacity 
● Available profiled attributes 
● Quality and past experience 
● Cost to the end customer 

 

Sampling and Project Management 
 
7. What steps do you take to achieve a representative sample of the target 
population? 
 
Our Contribute panel is, overall, a diverse group of people and is reflective of the US 
population. When customers use our Audience platform to purchase sample, they’re 
able to select their targeting requirements (e.g., gender, age, income, location). 
Customers can also choose to balance age and gender based on the most recent US 
census breakdown or even select their own age and gender distributions. 
 
The same census and custom balancing options for age and gender are available for 
international sample provided by our third party sample partners. 
 
8. Do you employ a survey router? 
 
Yes, our SurveyMonkey Contribute panel uses our own proprietary routing system. 
 
9. If you use a router: Please describe the allocation process within your router. 
How do you decide which surveys might be considered for a respondent? On 
what priority basis are respondents allocated to surveys? 
 
When a panelist enters the SurveyMonkey Contribute router, the router first looks for 
eligible open surveys based on the panelist’s profiled demographics. Then, the router 
randomly assigns the panelist to an eligible survey. If a customer has purchased High 
Priority Status, their survey goes to the top of the open survey list. Panelists enter High 
Priority surveys first if their demographics meet the need of the high priority survey. 
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10. If you use a router: What measures do you take to guard against, or mitigate, 
any bias arising from employing a router? How do you measure and report any 
bias? 
 
When a survey has enough respondents of a particular demographic (based on the 
targeting and balancing options selected by the customer) additional respondents 
matching that demographic aren’t able to enter the survey via the router. We also have 
exclusion rules in place to make sure a panelist doesn’t take the same survey more 
than once in a 100 day period. 
 
11. If you use a router: Who in your company sets the parameters of the router? 
Is it a dedicated team or individual project managers? 
 
The router parameters are set by our SurveyMonkey Contribute product/engineering 
team and are not manipulated by project managers or customers. 
 
The only option available to customers is the ability to pay for High Priority Status to 
move their survey to the top of the list for routing. 
 
12. What profiling data is held on respondents? How is it done? How does this 
differ across sample sources? How is it kept up-to-date? If no relevant profiling 
data is held, how are low incidence projects dealt with? 
 
We ask Contribute panelists four standard questions when they sign up: age, gender, 
US zip code, and household income range. Panelists are also invited to answer profile 
surveys that contain 10 questions at a time including questions pertaining to: 
employment, marital status, political affiliation, and internet usage (to name a few).  
 
Some questions, like shopping habits, are asked every six months to keep the 
information up-to-date. A more comprehensive list of profiled attributes by country can 
be found in our help center . 
 
13. Please describe your survey invitation process. What is the proposition that 
people are offered to take part in individual surveys? What information about the 
project itself is given in the process? Apart from direct invitations to specific 
surveys (or to a router), what other means of invitation to surveys are 
respondents exposed to? You should note if not all invitations to participate take 
the form of emails. 
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Survey invitations generally ask respondents to provide their valuable insights to help 
companies make better decisions. For Contribute panelists, it’s also common to display 
the charity donation that the panelist will contribute for their participation in the survey. 
There are also clear instructions within the invitation to start the survey which links 
directly to the first page of instructions or questions within the survey.  
 
If the survey has already closed by the time the panelist clicks the link in the invitation, 
the panelist is directed to our Contribute router that will find an open eligible survey for 
the panelist to take. Panelists receive no more than one invitation every 3 days. 
 
Outside of direct invitations, panelists can also log into their SurveyMonkey Contribute 
account directly to start taking surveys. Panelists can take up to 10 surveys per session. 
 
14. Please describe the incentives that respondents are offered for taking part in 
your surveys. How does this differ by sample source, by interview length, by 
respondent characteristics? 
 
In exchange for providing their time and opinions, we provide members of 
SurveyMonkey Contribute with two non-cash rewards. We believe that by offering these 
unique incentives, we limit the problems that can arise from offering cash rewards, such 
as satisficing, and encourage respondents to provide honest, thoughtful opinions. 
 
Each survey respondent who finishes a survey receives: 

● A $0.50 donation to the participating charity of their choice. (SurveyMonkey 
makes this donation on their behalf and has a variety of charity partners which 
members can choose from.) 

● An entry into an instant win sweepstakes to win a $100 Amazon gift card. 
(SurveyMonkey randomly selects one winner per week.) 

 
Our third party sample partners incentivize respondents in a variety of ways depending 
on the market and method of recruitment. 
 
15. What information about a project do you need in order to give an accurate 
estimate of feasibility using your own resources? 
 
The SurveyMonkey Audience platform automatically calculates feasibility and estimated 
completion date based on: 
 

● Number of respondents requested 
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● The length of survey measured in minutes or number of questions 
● Typical demographics being sought (e.g. age, gender, regions) 
● Balancing requirements (e.g. age and gender census balancing) 
● Any non-demographic targeting or behavioral criteria necessary to qualify 
● The incidence or qualifying rate of the target population (if applicable) 
● Selecting High Priority Status 

 
16. Do you measure respondent satisfaction? Is this information made available 
to clients? 
 
The most important measure we use to gauge satisfaction is the volume of churned 
panelists who no longer wish to take surveys. We routinely monitor panel health through 
a variety of metrics, including access rates and active churn counts. 
 
17. What information do you provide to debrief your client after the project has 
finished? 
 
Results and demographic data are available in real time as soon as a project launches. 
Customers can analyze their data at any time during the project while additional 
responses continue to be submitted until they are notified by our systems that the 
project has closed. 
 
For every Audience project launched, regardless of the targeting criteria applied to a 
targeted Audience, we automatically provide demographic information about the 
respondents’ gender, age range, and device used to take the survey. For Contribute 
projects, we also provide household income range and region. Customers can also 
export data using our Analyze feature and have great presentation-ready formats with 
modern graphics and user-friendly layouts in PDF format. 
 

Data quality and validation 
 
18. Who is responsible for data quality checks? If it is you, do you have in place 
procedures to reduce or eliminate undesired within survey behaviours, such as 
(a) random responding, (b) Illogical or inconsistent responding, (c) overuse of 
item non-response (e.g. “Don’t Know”) or (d) speeding (too rapid survey 
completion)? Please describe these procedures. 
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SurveyMonkey employs several unique approaches to combat undesired within-survey 
behavior.  
 

● We do not provide direct monetary rewards for finishing a survey but instead 
offer charitable donations or sweepstakes entries to respondents in exchange for 
their participation.  

● We also limit the number of invitations each member will receive.  
● We provide guidelines for customers when setting up surveys by limiting survey 

length and disengaging question types. 
 
Customers also receive information about survey completion time for each respondent. 
We also have a product specialist team available to help customers with any data 
quality issues they experience. 
 
19. How often can the same individual be contacted to take part in a survey within 
a specified period whether they respond to the contact or not? How does this 
vary across your sample sources? 
 
We invite panelists to take surveys once every three days, but it depends on two things: 
 

● The number of projects launching that week 
● The targeting criteria needed for the projects 

 
It’s possible that some SurveyMonkey Contribute members don’t receive a survey 
invitation in a given week. As more customers use our platform, the likelihood that one 
receives survey invitations each week goes up. From time to time, we may also send 
profiling surveys to build up the coverage of our profiled attributes. 
 
20. How often can the same individual take part in a survey within a specified 
period? How does this vary across your sample sources? How do you manage 
this within categories and/or time periods? 
 
In addition to limiting the number of invites sent to panelists in a given week, we also 
limit the number of surveys a panelist can take to 10 per logged-in session. A panelist 
can only complete the same survey once in a 100-day period. 
 
21. Do you maintain individual level data such as recent participation history, 
date of entry, source, etc., on your survey respondents? Are you able to supply 
your client with a project analysis of such individual level data? 
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SurveyMonkey saves almost all data, although most of this information is not made 
available to customers. Data includes: panelist join date, last participation date, etc. 
Personally identifiable information is never made available as SurveyMonkey adheres to 
strict privacy and confidentiality laws with regards to panel members. 
 
22. Do you have a confirmation of respondent identity procedure? Do you have 
procedures to detect fraudulent respondents? Please describe these procedures 
as they are implemented at sample source registration and/or at the point of entry 
to a survey or router. If you offer B2B samples what are the procedures there, if 
any? 
 
SurveyMonkey has a range of features to deal with professional and/or duplicate 
respondents. We only allow one SurveyMonkey Contribute account per email address. 
Given SurveyMonkey Contribute’s unique respondent recruitment source and 
charity-based incentive model, there’s little motivation for panelists to misrepresent 
themselves. 
 
23. Please describe the ‘opt-in for market research’ processes for all your online 
sample sources. 
 
At the time of panel recruitment, panelists are made aware of the purpose of signing up 
on the panel (i.e. to take part in market research). When invitations are sent out to 
panelists, they’re notified of the confidential nature of their responses and given the 
opportunity to ‘opt out’ of the panel. 
 
24. Please provide a link to your Privacy Policy. How is your Privacy Policy 
provided to your respondents? 
 
SurveyMonkey’s Privacy Policy  is located on panelist invites and is made available on 
the company website in the Policy Center. Our policy is segmented into two sections: 
one for survey creators and one for survey respondents. It covers what information is 
collected, how we use the information we collect, and with whom we disclose this 
information. 
 
25. Please describe the measures you take to ensure data protection and data 
security. 
 

© 2017 | SurveyMonkey Audience Answers to the Esomar 28 Questions   8 

http://www.surveymonkey.com/mp/policy/privacy-policy/


 

Details about SurveyMonkey’s security practices are available in our Security 
Statement . We’re committed to handling personal information and data with integrity 
and care. However, regardless of the security protections and precautions we 
undertake, there’s always a risk that personal data may be viewed and used by 
unauthorized third parties as a result of collecting and transmitting your data through the 
internet. 
 
Other security measures in place include: 

● Access to project information is only granted to the user who creates each 
project 

● Users are automatically logged off after a given period of non-activity 
● Users must sign in using a username and password 

 
26. What practices do you follow to decide whether online research should be 
used to present commercially sensitive client data or materials to survey 
respondents? 
 
SurveyMonkey Audience automatically checks every survey for any personal, sensitive, 
or illegal questions being asked before it is sent to panelists.  
 
Panelists are always able to opt out of surveys, and our best practices advise 
customers to include a disclaimer if sensitive information will be discussed in a survey. 
 
27. Are you certified to any specific quality system? If so, which one(s)? 
 
We are not certified to a specific quality system. As previously mentioned, the unique 
premise of the panel is to provide quality via unique recruitment sources, non personally 
motivating incentives, limited invites, and strict survey content policies. 
 
28. Do you conduct online surveys with children and young people? If so, do you 
adhere to the standards that ESOMAR provides? What other rules or standards, 
for example COPPA in the United States, do you comply with? 
 
SurveyMonkey only conducts online surveys with adults age 18+. 
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