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I think I can provide useful feedback that 
other researchers can make use of. On 
these sorts of surveys, we might see items 
such as the ones in Table 4.4.

What does “five or more” mean in 
terms of quantitative information? It could 
mean 5, 6, 9, 27, or some other number. 
We don’t know. In this case, the research-
ers doing the survey should rely on  the 
median response.

How might we calculate a median in 
this circumstance? Let’s consider the top 
portion of Table 4.5, which contains a 
small dataset of customer responses. In 
these data, we see four respondents with 
no one in front of them at checkout, four 
respondents with one person in front of 
them at checkout, and so on. To calculate 
a median, we arrange the numbers from 
lowest to highest. Doing so gives us the 
following:

0, 0, 0, 0, 1, 1, 1, 1, 2, 2, 3, 3, 4, 5, 5

To find a median with an odd number of 
scores, we take the two numbers in the 
middle of the distribution and find the 
mean of those two numbers:

0, 0, 0, 0, 1, 1, 1, 1, 2, 2, 3, 3, 4, 5, 5

The mean of 1 and 1, is, of course 1. Thus, our median is 1. Although not a perfect representation of the data-
set, using the median with an open-ended response range paints as valid of a picture the data as possible.

Table 4.4    Typical Items on Customer Satisfaction Surveys

How many people were in line ahead of you at checkout?

_____ None

_____ One person

_____ Two people

_____ Three people

_____ Four people

_____ Five or more people

Including this visit, how many times have you visited this 
store in the past 30 days?

_____ Once

_____ Twice

_____ Three times

_____ Four times

_____ Five or more times

How many people were in line ahead of you at checkout?

f (frequency)

_____ None 4

_____ One person 4

_____ Two people 2

_____ Three people 2

_____ Four people 1

_____ Five or more people 2

Table 4.5    Frequencies on Typical Items on Customer Satisfaction Surveys


