
CATI surveys in a 
CX environment 



WHY THE
EXERCISE

?



Computer assisted telephone interviewing 
(CATI) has long been a survey method used 

in Traditional research, as a means 
of conducing research. 

Recently, however, it has become 
increasingly used within the automated 

research sphere (defined as CX – Customer 
Experience – at Genex Insights). 

It is for this reason that Genex Insights has 
implemented a new CATI feature in its existing 

platform, to assist clients and Genex Insights 
team members in successfully conducting 
CATIs within the existing CX environment.



CATI stands for Computer Assisted Telephone Interviewing
WHAT IS A CATI SURVEY?



It is a telephonic surveying method in which the 
agent or interviewer follows a questionnaire 

provided by a WEB survey. 

This way, the data capture process is 
fully automated and contained within the real time 

reporting software, with results also available as raw 
data downloads. 

In the CX environment, CATI surveys are a 
structured approach to data collection that are most 

suited to sensitive clients. 

They allow for more qualitative replies and may also 
be used where access to technology is limited.



CATI in CX 
The use of CATI interviews is a more common channel in 

traditional research but it is used by a number of Genex 

Insights’ CX clients and for a number of reasons, which will 

be detailed below. It is therefore a channel type which can 

span traditional and CX research.



Why do Genex 
clients make 
use of CATI?



For use in areas where sample sizes are low:

CATI can allow for a maximum volume of replies to be 

achieved because the interviewer can call many times 

until the participant is reached, or until the participant 

is available or has time to complete the interview. 

It also facilitates better completion rates and reduced drop-offs, 

as the interviewer can ensure that all  questions are answered. 
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For use in areas where further insights need to be unpacked:

It can be used to perform in-depth “deep dive” research into 

interesting insights uncovered in CX surveys, which are 

normally more concise and less detailed.



For real-time feedback and to create the 
opportunity for service recovery, there should 

be as little delay as possible between the 
experience itself and the survey about that 
experience, as well as between the survey 

response and the service recovery intervention 
from the organisation.
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For use in areas where alternative methods of 
surveying are not possible or permitted:
Certain institutions may not allow the sending of links 
via email for security purposes, and therefore CATI 
offers an alternative solution to surveying clients. 
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The new Insights
CATI feature



The feature displays a user-friendly interface for the agent or interviewer to view the 
status of all calls and the progress they have made. Surveys which are completed are 

moved to a separate queue, as are surveys which have been scheduled for a call-back. 
Calls which are unanswered remain in the queue, and are cycled to the back of the queue 
so that newer cases may be attempted, while refusals, invalid contacts, and opt outs are 

allocated to a failed queue. A maximum number of attempts can be set, after which 
“no answer” calls are also moved to the failed queue.

In the past, various methods were used 
to conduct CATI surveys within Genex 
Insights. These processes involved the 
manual splitting of data files and the 
sending of large batches of emails, and 
were inelegant and time consuming. It 
was also required of the agent or 
interviewer to keep manual records or 
spreadsheets in order to monitor what 
was completed or outstanding, or any 
opt-outs or people not willing to 
particiate.

The new feature is a tool within the 
Insights platform that allows agents or 
interviewers to complete interviews 
using an online webform (i.e. WEB 
survey). Surveys are imported from 
automated data and identified as 
telephonic interviews. Instead of an 
email survey going out to the 
participant, a new record is created on 
the CATI page.



For the platform
user, the CATI system 

offers a convenient
& user-friendly
tool to conduct
CATI surveys. 



CONTACT US
South Africa Address: 

Genex Insights Building 7, 

Fourways Golf Park, Roos St, 
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