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Webinar Instructions

Technical difficulties? 
• Dial 866.779.3239, or e-mail questions to support@webex.com

Sound Troubles?
• If your sound quality is poor, check your Wi-Fi strength or connect via cable. 
• Call in using the phone number listed under the “Event Info” tab in the upper left-hand corner.

To return to meeting room window:
• If you are in full screen mode, you may return to the meeting room window by clicking the View 

Meeting Room button located at the bottom left corner of your screen.
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Q&A Instructions

• Submit questions through Q&A dialogue box 

• Box is located in lower right corner of screen 

• Do not use the Chat Box

• Be specific

• You may submit your question at any time
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CRP ® & GMS ® Credit Information

This session is available for 1 CRP® and 1 GMS® credit:

• GMS ® designees must add this session to their GMS ® Renewal Application

• CRP® designee attendees will receive credit automatically (within about 1 week) of this session

This session is being recorded and will be archived:

• ALL may access this session until 21 August 2020

• Worldwide ERC® members may access this session until 21 September 2020

• Premium Learning Portal subscribers may access this session until 21 July 2022
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The Virtual Survey Through the Eyes of 
the Transferee. 
• Objectives of the Webinar

• Why does a survey have to be performed?

• The virtual survey redefines a service

• How does the process start, how will I first be contacted?

• Introductions and legal agreements

• The technology

• Preparation of the home prior to virtual meeting

• Crating, high value items and items of significant importance

• The walk through participation

• The survey results 

• Our experience



© 2020 Worldwide ERC®

• The objective of this exercise was to understand the following elements of a virtual survey 
performed by three separate providers. 

• What experience would we encounter via a virtual medium?
• Ease of use for the transferee
• Ability to book the survey on the transferees preferred dates
• Interface to confirm appointment
• Interpersonal connection
• Technology interface

• The providers are all professional virtual survey providers and the questions that need to be answered are:
• Does a virtual survey collect the correct information to meet the needs of the moving company?
• Does the virtual survey replace the future needs of the physical survey?
• How do the personnel that perform the process interact on the moving companies behalf?
• Can the virtual survey have an influence on the relocation experience of the transferee?
• As the adoption has been enforced because of COVID-19, has the rapid deployment maintained quality?

Objectives of the webinar

Our overall objective was to observe and experience, not grade, the virtual survey company 
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Why does a survey have to be performed?

“People buy from people they trust and like.”

• Originally, a  survey was the first face-to-face contact between the transferee and the moving 
company. 

• The survey was generated because the person who wanted to move had been contacted by the 
moving company via “door hangers”, by other direct marketing mediums, or used the yellow pages 
to let their “fingers do the walking” and called the moving company to set an appointment.

• The moving company would use the survey to achieve multiple goals.
• Build a personal relationship with the person buying the service.
• Inspect the home of the transferee to establish weight and volume.
• Sell additional services to increase revenue.

• The surveyor was trained to walk around the home and assess the contents by noting furniture 
amounts and sizes plus checking draws and cupboards to establish the resources required to 
complete the move. 

• The surveyor would also discuss with the transferee the items of significant value that may require 
special handling, or items of personal importance. 

• Most importantly, the Moving company would understand that without a rapport between the 
surveyor and the transferee the chance to book a move was limited, therefore, surveyors were 
trained on transferee service and tableside interpersonal skills. 
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The virtual survey redefines a service

• 2020 is the year of “unprecedented times” and we have all had to redefine our business models. 
Specifically to moving, we have historically required in-home meetings to examine content and establish 
metrics to service the core business. Because of COVID-19, we have had to look for alternative methods.

• The use of a virtual survey has moved from a business alternative (used less than 7% of the time) to an 
immediate requirement and being used greater than 95% of the time.

• The virtual survey successfully eliminates the requirement of the in-home, face-to-face meeting.

• Easily accessible, handheld technology is the only tool needed to record the necessary data .

• The virtual survey was always an option but based upon the transferee’s agreement.

• Previously, the capacity for virtual surveys had not seen any volume constraints.

• The demographic agreeing to the virtual survey were accommodating to the process.

• As the product evolves, we expect the virtual survey will be an automated calculator.

COVID-19 dictated the move from 7% usage to greater than 95%
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How does the process start, how will I first 
be contacted?
 Our objective was to review the processes of three major virtual survey providers.

 Each survey company has a website and App and each have a process to initiate contact and set the appointment.

Vendor A Vendor B Vendor C

Setting the appointment • Direct contact via phone • Directed to survey company website
• Able to choose date and time. Calendar option

• Directed to survey company website
• Able to choose date and time. Calendar option

On-line application • Directed to download the App via an e-mail 
confirmation

• E-mail received after setting appointment 
directing you to the App

• E-mail received after setting appointment 
• Directed to download the app

Application setup • Enter data into the App
• E-mail is sent with unique code

• Enter data into the App and the App creates ID
• Devise requires a restart to complete setup

• Enter data into the App and unique ID is 
created

Day of survey
• SMS message is received directing you to 

the App where you enter the code and the 
survey begins

• SMS message is received with link to the App. 
• The personal ID is required to start the survey

• SMS message received with a hyperlink to open 
the App to start the survey
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Introductions and the legal agreements

• The introductions made by the virtual survey company 
should be organized and curated as pre-written scripts and 
produced in collaboration between the purchasing 
customer, and the RMC that the virtual survey company is 
representing. 

• The initial interaction with the virtual survey via the App 
starts with the necessity to agree to the Terms and 
Conditions. These are to protect the user and the survey 
company and require acceptance. 

─ All three survey companies agree and stated to not distribute 
any gathered information without approval. 

─ If working with a Relocation Management Company, the data 
management of the virtual survey would be appropriate with 
any PII data management as agreed between the RMC and the 
purchasing customer.
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The Technology
• The technology breaks down into three distinct user interfaces.

• The App and the survey company interface to book the appointment and 
carry out a self-survey.

• The use of the handheld device to record the visual data.
• The records of the goods to be moved.

The App

• All three vendors had easy to use apps that were 
available on iOS and android.

• Each downloaded easily; however, some 
required a restart of the device upon loading. 

• All three ask for access to the camera and 
microphone. 

• Within the App there is the capability to: 
• Video Chat with the consultant
• Self-record video of your personal belongings
• Share the video with multiple vendors
• Schedule future video calls with the surveyor or 

mover

Use of the Handheld

• Most corporate relocations expect the 
transferee to communicate with the surveyor via 
the handheld.

• Before the survey begins, the surveyor walks the 
transferee through the process to ensure all 
details are covered. 

• The camera will be turned from face-to-face to 
external facing with the speaker initiated. 

• The recording of the survey is not on the phone 
or tablet itself, but on the survey company 
servers behind the firewall.

The Production of the Results

• The conclusion of the virtual survey is a series of 
questions to ensure nothing has been missed. 

• The surveyor who has been virtually walked 
around the home will have been making notes 
of the goods on a separate screen based upon 
predetermined standards. 

• These standards allow for the survey results to 
be calculated for the van line and transferee to 
receive the results. 

Virtual Survey
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Preparation of the home prior to the 
virtual survey
• All three companies stated that the survey did not require advance preparation; however, they did request 

that the transferee have a tape measure and a flashlight available. This is more to help the surveyor build a 
relationship with the transferee, not to put a burden on the transferee. 

• They do advise that the probability of accuracy is greater if the rooms have some element of organization. 
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Crating, high value items and items of 
significant importance
• As previously stated, all three companies asked for the transferee to have a tape measure available; two 

asked for the transferee to have a flashlight available.

The Custom Crate

• For the production of the crate 
the transferee will need to be 
able to measure the dimensions 
of the object.

When a crate is appropriate

• Crates are expensive and it’s only 
appropriate to crate an item if the 
value is fitting or if the item is of 
sentimental value to the transferee.

• The dialog within the virtual survey 
will try to solicit what is required to 
be crated and the input of the 
transferee is key. 

• However, the results through our 
evaluation showed considerable 
variability. 

The Crating Results 

• Vendor A identified 8 items 

• Vendor B identified 10 items 

• Vendor C identified 9 items 
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The walk through participation
Vendor A Vendor B Vendor C

Introduction • Face-to-Face
• Quick with plate setting

• Face-to-Face
• Thorough review of expectations • Face-to-Face

Starting Point • Inside
• No examination of entrance

• Outside
• Scanned access and entry

• Outside
• Scanned access and entry

Room Review • Quick scan: 1.5 min per room
• Not all closets and cabinets inspected

• Full scan: 10 min per room with questions
• All closets and cabinets inspected • Quick Scan: 2-4 min per room with questions

Dimensions • Minimal dimensions requested
• Asked about original cartons • Requested dimensions of multiple items • Requested dimensions of multiple items

Pictures of Items • Advised at end of survey • Advised when being taken • Did not advise

High Value Items • Not discussed • Fully discussed 
• Discussed items needing special attention • Not discussed

Restricted Items • Minimally discussed • Advised all restricted items • Advised all restricted items

Crating & 3rd Party Services • Not discussed in survey but crates included 
in results • Discussed crating and 3rd party service • Not discussed in survey but crates included in 

results

Additional areas • Attic, basement or storage unit • Attic, basement or self storage • Attic or basement

Appliances • Asked if moving but did not request details • Asked for make & model numbers • Asked if moving but did not request details

Automobiles • Not discussed • Asked if moving auto’s • Not discussed

Additional Instructions or requests • Not discussed • Preparation of lawn mower, freezer, etc. • Asked to provide a count of plastic totes and 
approximate weight of each
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The survey results

Vendor A B C Variance

No of Rooms 21 25 28 33.33%

Weight Lbs. 17,942 18,605 19,907 10.95%

Total Items 375 421 477 27.20%

Carrier Packed Items 197 176 262 48.86%

The financial take-aways are as follows:
• The largest variance for carrier packed items would have a cost variance of $2,320
• The weight variance could have a line haul cost variance of $545
• The crating cost differential = $387 
• Total variance based upon the virtual surveys = $3,252 
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Our experience

Vendor A Vendor B Vendor C

On-Line Application • Easy to use • Easy to use • Problematic 
• Crashed twice during survey process

Survey Process • Short and did not feel complete
• 15 minute process

• Very thorough and informative
• Survey lasted one hour

• Felt rushed and unorganized
• Survey lasted 30 minutes

Surveyor Performance • Pleasant but did not discuss important 
details to the move

• Very professional and knowledgeable
• Gave tips, asked questions and noted 

requirements throughout the process
• Somewhat professional but not thorough

Survey Results
• Included 3rd-party services not discussed
• Paperwork was professional looking and 

easy to read

• Complete and no surprises
• Paperwork was very detailed and easy to 

understand

• Included 3rd-party services not discussed
• Very generic paperwork

Overall Experience • Professional experience but did not feel it 
was thorough

• Very professional. Explained the process in 
great detail. Felt very comfortable and at ease • Not impressed, overall forgettable experience
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Thank you for attending! 
Visit the Worldwide ERC® web site at 
www.worldwideERC.org, or contact 

Worldwide ERC® for more information on these topics.  +1.703.842.3400
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