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INTRODUCTION

Two questions, two
- Trigger-based answers "how was that?" — narrow, immediate,
I n Stru m e ntS operational. Relationship answers "how are we doing?" — broad,

periodic, strategic. Almost every mature programme needs both, but
Almost every CX programme runs both kinds of survey, but very few teams the failure mode is using either of them for the wrong question.
have a clear doctrine about when to use which. The result is a quietly
expensive mistake: transactional surveys being asked to do strategic work,
or relational surveys being asked to drive operational fixes. Both end in
disappointment.

The short version

Part of the problem is terminology. The CX literature uses "trigger-based",

"transactional”, "event-driven" and "in-the-moment" almost interchangeably.
Likewise, "relationship”, "relational”, "periodic" and "baseline" tend to blur.
This paper uses just two terms — trigger-based and relationship — and
treats them as two genuinely different instruments serving genuinely

different purposes.

The argument is straightforward. They are not substitutes; they are not
redundant; they are not even competing for the same budget. They are two
different tools, and once you know which question each of them answers,
the design decisions become much easier.

What you will get out of this paper

By the end of fourteen pages you should be able to:
« Define both kinds of survey precisely, and name the question each one
is best at answering.

 Plot both onto a customer journey map and see why they cover
different territory.

« Apply a five-question decision framework to any new survey idea in
your programme.

* Spot the six most common ways teams use the wrong instrument for
the job.

« Design a sensible mix of the two for a typical mid-market B2C or B2B
portfolio.

© InsightSofa - insightsofa.com 3
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PART I

The two species, side by
side

Trigger-based

A survey fired by a discrete event in the customer's journey — a purchase
completed, a support ticket closed, a delivery received, a feature first used.
The trigger is usually an automated event from a system of record; the
survey itself is short (1-3 questions), tightly scoped to that event, and arrives
within minutes to days of it.

The question it answers

"How was that specific moment — and what, if anything, do we need to fix
about this single interaction?" The answer feeds an operational loop: a
complaint to investigate, a process to refine, a staff member to coach. The
output is local and tactical.

Typical metrics

CSAT, CES, transactional NPS, FCR (first-contact resolution), single
open-text "what could we have done better?"
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Relationship

A survey fired by the calendar rather than by a specific event — quarterly,
biannual or annual. It asks the customer to step back from any single
interaction and rate the relationship as a whole. It is longer (5-10 questions),
broader in scope, and aimed at strategic insight rather than operational
fixes.

The question it answers

"How are we doing overall — and what is the trend in our customers' loyalty,
trust and willingness to recommend us?" The answer feeds a strategic loop:
portfolio decisions, executive priorities, brand investment. The output is
global and slow-moving.

Typical metrics

Relational NPS, brand trust index, OES (Overall Experience Score), share of
wallet, structured open-text on the relationship.
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PART I

Where each lives on the customer journey

The clearest way to see the difference is to plot both kinds of survey onto a typical customer journey. Trigger-based surveys land on specific touch-points;
relationship surveys land on the calendar. The diagram below shows a year in the life of a typical mid-market customer.

RELATIONSHIP SURVEYS — fire on the calendar (quarterly here)

Q1 relationship Q2 relationship Q3 relationship Q4 relationship
survey survey survey survey

THE CUSTOMER JOURNEY

Awareness Purchase Onboarding First value Active use Renewal Expansion Repeat /| Referral

TRIGGER-BASED SURVEYS — fire on specific events

Post-purchase Onboarding Post-expansion

CSAT Referral feedback

First-value NPS Support-ticket CSAT (xN) Renewal NPS

CSAT complete

Reading the diagram. The four green markers above the bar are relationship surveys — they fire each quarter regardless of what the customer has done. The seven
gold markers below the bar are trigger-based surveys — they fire only when a specific event happens. Most journeys have several triggers per quarter, which is exactly
why an unmanaged programme accumulates so many surveys.

© InsightSofa - insightsofa.com 5
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PART Il recovery call. The whole point of trigger-based is that it plugs cleanly into

operational automation.
When to reach for "
trigger-basecl What trigger-based is NOT for

Strategic decisions, brand investment, executive reporting,
longitudinal trend analysis. If anyone tries to use a transactional
CSAT for any of those, push back. The instrument is wrong, and the
wrong instrument will give wrong answers with high confidence.

Trigger-based surveys are the right instrument whenever the goal is to make
a single interaction better, faster or more reliable. The five situations below
cover almost every operational use case we see.

1. You can identify a discrete moment

There is a clear before-and-after — a transaction that completes, a ticket
that closes, a milestone that is reached. If you can timestamp it in a system
of record, you can trigger a survey from it.

2. The feedback is actionable within days

The team owning the moment can do something with the answer within the
same week. A coaching conversation with a support agent, a process tweak
in delivery, a wording change in onboarding — fast, local, specific.

3. Memory decay is a real risk

Customers forget details within hours of an interaction. If the value of the
answer depends on accurate recall ("how long did you wait?", "was the
agent friendly?"), trigger-based is the only honest instrument.

4. Volume is high enough to read trends

Trigger-based surveys need volume to be useful. A touch-point that
produces 30 events per year will not give you anything readable. As a rule of
thumb, fire only on triggers that produce at least 200 events per month for
the surveyed segment — otherwise the noise dominates.

5. The answer informs an automated workflow

A detractor on a post-support survey can be routed automatically to a team
lead for follow-up. A low CSAT on a delivery can trigger an outbound

© InsightSofa - insightsofa.com 6
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PART IV

When to reach for
relationship

Relationship surveys are the right instrument whenever the goal is to
understand the cumulative state of a customer's view of you — across every
interaction, across many months, across a portfolio of products. They feed
strategy, not operations.

1. You want to see the trend, not the event

Single events are noisy; a customer can have a bad day and a great
purchase at the same time. Relationship surveys average over that noise
and surface the slower-moving signal underneath. Quarterly cadence is
usually enough.

2. You need a single executive number

Boards and exec teams operate on simple, comparable metrics. Relational
NPS, OES, brand trust — these are the numbers that make it onto
leadership dashboards and stay there. A trigger-based metric, by design,
cannot fill that role.

3. You want segment-level comparability

Comparing the relational view across regions, business units or customer
tiers requires identical questions asked at identical cadence. That is the
natural shape of a relationship programme; it is not the natural shape of a
trigger-based one.

4. You need to ask broader, slower questions

Some things — willingness to recommend, perception of value-for-money,
brand association — do not have a single triggering event. They live in the
customer's overall impression and can only be surfaced when you ask the
customer to step back.
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5. You are running longitudinal benchmarks

Comparing your scores against industry benchmarks (Forrester, Bain) or
against your own history requires a stable, identical instrument used at
predictable intervals. That is exactly what a relationship survey is built for.

What relationship is NOT for

Fixing a specific problem at a specific touch-point. A relationship
survey will tell you that customers are unhappy about onboarding; it
will not tell you what to change by Wednesday. For that, you need a
trigger-based survey on the onboarding moment itself.
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PART V

A decision framework

Whenever someone proposes a new survey, run it through the five questions below. If most answers point to one column, the choice is made. If they split evenly
between the columns, you almost certainly need both — designed deliberately rather than by accident.

Question Use TRIGGER-BASED when... Use RELATIONSHIP when...

1. What is the unit of analysis? A single interaction or transaction. The customer's overall view of the firm.

2. Who acts on the answer? A specific operational team within days. Leadership, within months.

3. How quickly does the customer forget? Within hours — accurate recall is critical. Memory of details doesn't matter; impression does.
4. What is the response time horizon? Minutes to days after the event. Quarterly, biannual or annual — calendar-driven.
5. What kind of metric do you need? Operational KPI (CSAT, CES, FCR). Strategic KPI (NPS, OES, brand trust).

When the answers are mixed

If two of the five questions point one way and three point the other,
you are looking at a programme that needs both instruments running
in parallel — one on the trigger, one on the relationship — measuring
overlapping but distinct things. That is the normal state for mature
programmes; the rest of the paper is about how to design the mix
well.

© InsightSofa - insightsofa.com 8
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PART VI

The complementary model

Almost every mature CX programme we have worked with ends up needing
both kinds of survey, deployed in parallel. The reason is not that the two are
interchangeable — they are not — but that they answer different questions
that the same business needs to ask at the same time.

How they reinforce each other

The relationship survey gives you the strategic signal — "loyalty is drifting
downward" — but does not tell you where to act. The trigger-based
programme gives you the tactical signal — "the new onboarding flow
generates a noticeable spike in detractor CSAT" — but cannot tell you
whether that local damage is causing the bigger trend.

Together, they form a loop: the relationship survey identifies that something
is wrong; the trigger-based surveys help diagnose where; you act; and the
next relationship survey confirms whether the fix landed. Neither half of this
loop works without the other.

A simple visual of the loop

RELATIONSHIP signal

"Loyalty is drifting."

|

TRIGGER-BASED diagnosis

"Onboarding CSAT is the source of the drop."

OPERATIONAL action

|

"Redesign the third onboarding step."
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!

RELATIONSHIP confirmation

"Next quarter's score recovers — fix worked."

Budgeting between the two

Once you accept that both belong in the programme, the question becomes
how to share the customer's limited survey tolerance between them. Our
default heuristic, for a mid-market B2C programme, is to spend roughly
two-thirds of the survey budget on trigger-based (because the events are
frequent) and one-third on relationship (because the cadence is slower). For
B2B, the ratio inverts — relationship surveys carry more of the weight,
because individual events are fewer and bigger.

The bonus benefit: triangulation

Running both kinds of survey on the same customer base lets you
triangulate. If the transactional CSAT for support is stable but relational NPS
is falling, the problem is not in support — it is somewhere else (product,
billing, brand perception). If both are falling together, you have a coherent
operational problem with a single root cause. Either insight is impossible
with only one instrument.

A useful rule

If you cannot draw the loop above for your own programme —
relationship — trigger — action — relationship — you do not have a
CX programme; you have two disconnected data-collection
exercises.
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Six common mistakes

1. Using transactional NPS as if it were
relational

Asking "how likely are you to recommend us?" 30 seconds after a support
call is not a loyalty measure — it is a satisfaction-with-this-call measure that
looks like NPS. Treating its score as a trend in relational NPS is the most
common analytical error we see in CX dashboards.

2. Trying to force operational action out of
relational data

When a quarterly NPS drops three points, the temptation is to demand
immediate operational fixes. But the data does not point at any single
moment that needs fixing. The relational signal needs the trigger-based
programme to translate it into a specific action.

3. Running relationship surveys too often

Monthly NPS is not seven times more useful than quarterly NPS; it is the
same insight at seven times the customer cost. The right cadence is the
slowest one at which leadership still pays attention to the result — for most
companies, that is quarterly.

4. Firing trigger-based surveys without a
closed loop

Triggers that go into a void rapidly become a fatigue problem. Every
transactional survey should be wired to at least one downstream workflow —
detractor follow-up, complaint logging, agent coaching. If you cannot draw
that wiring, do not fire the survey.

5. Asking the same question twice in different
surveys

© InsightSofa - insightsofa.com
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Many programmes ask "how satisfied were you with the support team?" both
in the post-call CSAT and in the quarterly relational survey. The two answers
are not comparable and not additive; they just add noise and burn budget.

6. Letting departments own surveys without
central coordination

Product, support, sales and marketing all need feedback; without a single
owner of the total survey load, each adds their own trigger or relational
survey and the customer ends up over-surveyed. The solution is
governance, not more dashboards.

10
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PART VI

Worked example — Northwind Apparel

Northwind Apparel is a fictitious mid-market omnichannel fashion retailer: 320,000 active customers, 22 physical stores, 65% of revenue online. The CX team
inherited a programme of seven separate surveys, all running independently, with no doctrine about which type each one was. The redesign below uses the
framework in this paper to rebuild the programme from first principles.

Touch-point Survey type Question Cadence Primary metric Downstream action
count
Post-purchase (online) Trigger-based 3 Every transaction CSAT + open-text Detractor — service recovery within 24h
In-store checkout Trigger-based 1 Every store visit (sample  Single CES Manager dashboard, weekly review
20%)

Post-support contact Trigger-based 3 Every closed ticket Transactional NPS + Agent coaching loop

FCR
First-order delivery Trigger-based 2 First purchase only Delivery CSAT Operations weekly trend
Relationship — quarterly Relationship 8 Quarterly Relational NPS + OES Executive dashboard, board pack
Brand health — biannual Relationship 12 Biannual Brand trust index, ad Marketing strategy review

recall

Four trigger-based surveys handle the operational signal, all wired to specific downstream actions. Two relationship surveys handle the strategic signal, with a
comfortable cadence gap between them. Every survey has a single, named question it answers, and the total annual exposure per customer stays inside the safe
budget described in the previous whitepaper.
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PART VIl (continued)

When and why

Northwind — what the redesign produced

The principle behind the redesign was strict: no survey survives unless it is clearly one of the two types and clearly tied to an action. Four legacy surveys were
retired outright. Three were merged. Two new ones were added (the biannual brand-health survey and the first-order delivery survey). Below are the headline

outcomes after twelve months.

/7 - 6 +19 pp

38%

Total surveys live. One less, but better Response rate improvement on the quarterly Reduction in average resolution time for
orchestrated — and each with a clear single relationship survey, from 21% to 40%. detractor recoveries, because triggers now
purpose. feed directly into workflows.

The key design decisions

Three decisions did most of the work. First, every trigger-based survey was
capped at 3 questions; questions beyond that were either moved to the
relationship survey or retired. Second, the relationship survey was
rescheduled from monthly (where it was being treated as a transactional
metric) to quarterly. Third, a single CX owner was made accountable for
the total survey load across all six instruments.

© InsightSofa - insightsofa.com

What the team also got

Beyond the headline metrics, the redesign produced a clearer narrative
for the leadership team. Instead of "NPS this month was 42", the
conversation became "the quarterly relational view is improving, here is
what the trigger-based data tells us is driving it, here is what we are doing
next". This is the kind of conversation that secures continued CX
investment.

12
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PART IX

Implementation
considerations

Cadence and timing

Trigger-based surveys should fire within hours of the event for transactional
contexts, and within 1-3 days for considered ones (post-delivery,
post-installation). Anything later, and customer recall has degraded enough
that the data quality suffers. Relationship surveys should fire at predictable
points — "the second Tuesday of the quarter's first month" — so
respondents anticipate them and the data is comparable across periods.

Channel choice

Trigger-based surveys live well in the channel of the event: SMS or
WhatsApp after a service interaction, in-app after a feature use, email after
an order. Relationship surveys live best in email, because their length and
seriousness do not fit a transactional channel. Al feedback terminals work
well for trigger-based moments where the customer is physically present
(in-store, on-site).

Sampling vs. census

Trigger-based surveys can usually run as a census on the event, because
the event is infrequent enough per individual customer not to fatigue them.
Relationship surveys almost always should be sampled — even at quarterly
cadence, surveying 100% of a large base is wasteful and contributes
nothing statistically beyond a properly stratified sample of 400-600 per
quarter.

Question count and design

Trigger-based surveys: 1-3 questions, one of which is open text. Anything
longer drops completion rate sharply and damages the very moment you
were trying to learn about. Relationship surveys: 5-10 questions, including a
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couple of open-text questions, plus the core metric. Above 10 questions,
even relational surveys start to fatigue.

Wiring to action

Every trigger-based survey needs a named downstream owner before it
goes live — the person who actually receives detractor responses and is
accountable for the recovery. Every relationship survey needs a named
leadership recipient who reviews the result and decides whether to act.
"Send and report" with no named owner is the most common cause of
programmes that look impressive but produce no change.

Frequency capping across the whole
programme

A central rule is that no individual customer should receive more than N
surveys in any rolling 60-day window — typically N = 2 for B2C, N = 1 for
B2B. Without this cap, the trigger-based and relational programmes will
collide on power users, who fatigue first and whose response quality matters
most. The cap should be enforced at the platform level, not by individual
programme owners.
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CLOSING THOUGHTS

Right instrument, right
question

The choice between trigger-based and relationship surveys is, in the end, a
choice between two different kinds of question. Tactical or strategic. Local or
global. Fast or slow. The mistake is not in choosing one over the other — it
is in pretending the two are the same, or trying to make one of them do both
jobs.

Three principles to take away

Match the instrument to the question.

Decide what question the survey is supposed to answer first; then pick the
instrument that is best for that question; then design. The most common
path to a wasted survey is starting from "we have a CX platform, what
should we measure?"

Most programmes need both, designed together.

Trigger-based surveys without a relationship view miss the strategic picture.
Relationship surveys without trigger-based data cannot diagnose what to fix.
The interesting design work is in the seam between the two.

Govern the total load.

Whatever mix you choose, a single owner has to be accountable for the
cumulative survey burden on the customer. Departmental autonomy on
survey design is fine; departmental autonomy on survey frequency is not.

© InsightSofa - insightsofa.com
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How InsightSofa can help

InsightSofa is built to run both kinds of survey natively, in a single platform,
with the frequency capping and closed-loop wiring this paper describes. The
platform treats trigger-based and relational programmes as first-class
citizens — not as different products, not as different add-ons, but as the two
halves of a single discipline.

Where teams typically start with us:

* Programme audit — apply the Part VV framework to every existing
survey.

» Survey consolidation — collapse redundant or mis-classified surveys.

* Trigger-based instrumentation — wire CRM, support, e-commerce
and in-app events to survey triggers, with closed-loop workflows on each.

* Relationship cadence — quarterly relational programmes with
sampling, segmentation and benchmarking.

» Executive reporting — strategic dashboards that combine both data
streams into a single coherent narrative.

Start with the audit

If you would like us to run the Part V framework on your current
survey portfolio, the engagement is typically two weeks and produces
a clear "keep / change / retire" verdict for every existing survey.
Reach us at +420 777 661 368 or info@insightsofa.com.

Sources referenced in this paper. Fred Reichheld & Rob Markey, The Ultimate Question 2.0
(Harvard Business Press, 2011). Forrester research on transactional vs. relational CX
measurement. Qualtrics XM Institute on closed-loop programmes. Various InsightSofa client
engagements (anonymised). Northwind Apparel in Part VIl is illustrative; the numbers are
realistic but not drawn from a specific client.
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