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because the device meant to listen isn't working when someone is finally willing to
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Executive Summary

When launching a feedback initiative, organizations face a critical decision: leverage existing hardware (Bring

Your Own Device, or BYOD) to save upfront capital, or invest in a managed hardware solution designed

specifically for public feedback collection.

On paper, BYOD appears to be the more cost-effective strategy. Utilize tablets you already own, pair them with

survey software, and avoid new hardware expenses entirely.

However, operational data from hundreds of deployments reveals a different reality. BYOD is not a cost-saving

strategy; it is a labor-transfer strategy. It shifts costs from a vendor subscription to your internal IT and frontline

staff, often resulting in lower feedback volume and compromised data integrity.

The hidden costs of Mobile Device Management (MDM), IT ticket generation, surprise downtime, and the lack of

warranty support frequently exceed the cost of a purpose-built managed solution. Furthermore, the physical nature of

the collection method dramatically impacts both data volume and data honesty.

This whitepaper outlines the Total Cost of Ownership (TCO) of survey hardware and presents the evidence-based case

for using dedicated Pulse For Good hardware to ensure psychological safety, maximize response rates, and generate

truly actionable insights.

Key Findings

BYOD deployments experience 3-4x more downtime than managed hardware solutions✓

Dedicated kiosks gather approximately 11x more feedback than QR codes or email links✓

Privacy concerns reduce survey participation by up to 30%✓

Self-administered kiosk surveys increase disclosure of sensitive information by 20-40%✓

A single OS update can silently take an entire BYOD fleet offline for days✓
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Part 1: The Operational Reality of BYOD

Many organizations underestimate the labor required to transform a consumer tablet into a dedicated, 24/7 public

feedback station. What appears to be a simple matter of setting up a tablet and loading a survey app quickly becomes an

ongoing operational burden. The following factors consistently lead to program stagnation in BYOD scenarios.

The "Kiosk Mode" Fallacy

Keeping a tablet locked on a single survey screen is deceptively difficult. Consumer tablets are designed to be personal

devices with features that actively work against always-on public use.

Software Instability

Without enterprise-grade Mobile Device Management (MDM) software such as Jamf, Intune, or Hexnode, consumer

tablets routinely drift out of "Guided Access" or Kiosk Mode. Operating system updates, app updates, security prompts,

and even routine battery management can break kiosk configurations. The tablet that was working perfectly last week

may be sitting on a home screen today.

The "Babysitting" Burden

Staff must constantly monitor devices to ensure they haven't been swiped to a home screen, locked due to inactivity, or

stuck on a software update prompt. In many deployments, frontline staff become informal IT support, checking tablets

multiple times daily and restarting the survey app when issues occur.

User Tampering

Savvy users can often bypass basic locks, access browser settings, or change Wi-Fi credentials, rendering the station

useless until IT can physically intervene. Without proper lockdown, a feedback kiosk can become a liability rather than an

asset.

A single unplanned OS update can silently take an entire fleet offline, costing weeks of lost feedback

before anyone notices.

The Infrastructure of "Always-On"

A tablet is only as good as its power source, mounting solution, and physical durability. Organizations frequently discover

that the "simple" hardware setup becomes surprisingly complex.



Cable Failure

In public settings, standard charging cables are the number one point of failure. They get unplugged by cleaning staff,

frayed from constant use, stolen, or simply wear out from being in a high-traffic environment. Consumer-grade cables are

not designed for 24/7 operation.

Mounting Issues

Improper mounting leads to theft, damage, or accessibility issues. ADA-compliant placement requires specific height and

reach considerations. Many organizations resort to "makeshift" stands that invite device theft or physical damage, or

that create accessibility barriers for users with disabilities.

Environmental Wear

Consumer screens are not rated for 24/7 operation with constant touch interaction and cleaning chemicals. Over time,

devices develop "ghost touching," screen burnout, and degraded touch sensitivity. Heat, sunlight, and humidity in many

public environments accelerate this degradation.
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The IT and Administrative Tax

In a BYOD model, your internal team owns every glitch, every outage, and every replacement. This creates a hidden

administrative burden that accumulates over time.

Updates and Downtime

Operating system updates (iOS and Android) frequently break kiosk settings and app configurations. A single update can

take a fleet of survey devices offline for days or weeks, depending on IT bandwidth and priority.

If a single device that normally collects 15 responses per day goes offline for two weeks, that's over

200 lost voices—often without anyone noticing until long after the moment to act has passed.

Ticket Volume

Every connectivity issue, frozen screen, or software glitch becomes an internal IT ticket. This pulls high-value technical

staff away from core projects to troubleshoot and reboot tablets. In organizations with limited IT resources, feedback

devices often sit at the bottom of the priority queue.

No Warranty Strategy

If a BYOD tablet is dropped, the battery swells, or the screen cracks, the cost of replacement and the time spent sourcing

a new device falls entirely on the organization. There is no single point of accountability, no predictable replacement

path, and no warranty support optimized for public-facing deployments.



What BYOD Actually Requires

Enterprise MDM software license ($50-150+ per device annually)✓

Dedicated enclosures and secure mounting hardware✓

Ongoing IT monitoring and troubleshooting✓

Replacement and repair workflow with budget allocation✓

Staff training on device management and troubleshooting✓

Network configuration for guest devices✓

Physical security and theft prevention planning✓
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Part 2: The Science of Data Collection

The hardware you use dictates the quality of the data you get. This is not a minor consideration; it is fundamental to the

success of any feedback initiative. Pulse hardware is engineered to maximize two specific metrics that determine

program success: Volume and Psychological Safety.

The Volume Advantage: Why Kiosks Outperform

Data from Pulse deployments shows that dedicated kiosks gather approximately 11 times more feedback than QR

codes, email links, or text-based survey invitations. This dramatic difference is not accidental; it is the predictable result

of friction reduction and behavioral psychology.

Friction Reduction

Kiosks capture feedback at the exact moment an experience ends, before reflection turns into procrastination. There is

no barrier to entry: no phone to pull out, no camera to open, no URL to type, no login to remember. The survey is simply

there, waiting, when someone is ready to share.

QR codes and email links rely on optional, deferred action. The user must be motivated enough to pull out their phone,

open the camera, scan successfully, wait for a page to load, and then complete the survey. Each step is an opportunity for

abandonment. The people who complete this process are self-selected: typically the very angry or the very satisfied. The

crucial middle ground of nuanced, everyday feedback is lost.

Visibility and Invitation

A physical kiosk serves as a constant, visible invitation to participate. Its presence normalizes feedback as part of the

service experience. In contrast, QR codes are easily ignored as background noise, especially in environments where

people encounter dozens of codes daily.

Kiosks capture feedback at the exact moment an experience ends. No phone to unlock, no link to find

later, no motivation required tomorrow.

Psychological Safety and Anonymity

Why do kiosks produce better quality data? The answer lies in psychological safety. Research consistently indicates that

the perceived anonymity of the data collection method dramatically affects how honest respondents are willing to be.

This is especially critical for organizations serving vulnerable populations, where even a small fear of being identified can

be enough to silence honest feedback.



The Personal Device Fear

Even when explicitly promised anonymity, users often fear that surveys taken on their own phones can be traced back to

them. They are aware that their device carries their identity: IP address, cookies, login credentials, location data, and

browsing history. This creates what researchers call "surveillance concern."

For populations in vulnerable situations—shelter residents, behavioral health clients, individuals in the justice system—

this concern is amplified. Past experiences may have taught them that nothing digital is truly private. The result is

suppressed feedback, sanitized responses, or complete non-participation.
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The Kiosk Advantage

A shared, public kiosk that requires no login and has no camera offers a higher degree of perceived anonymity. It is clearly

separate from the user's identity. Nothing about the interaction is stored on a personal device. The response is

contributed to a communal pool where individual voices cannot be traced.

On a personal phone, every action feels stored. On a shared kiosk, every interaction feels temporary.

Research Validation

The academic literature strongly supports the connection between perceived privacy and survey participation:

Privacy increases participation: When people worry about confidentiality, they are significantly less likely to

participate in surveys at all. Research by Singer et al. found that confidentiality concerns reduce response rates by

10-30% depending on topic sensitivity.

Anonymity increases candor: Self-administered computer surveys (including kiosks) consistently reduce "social

desirability bias"—the urge to present oneself favorably rather than honestly. This leads to 20-40% higher disclosure

rates of sensitive or stigmatized information compared to other methods.

Privacy design matters: How you present privacy assurances significantly influences completion willingness. A

neutral, shared device communicates anonymity more effectively than verbal or written promises on a personal

device.

The Pulse Takeaway: By removing the survey from the user's personal device, we remove the fear of tracking. This

results in data that is not only more plentiful but more accurate. For organizations that need to hear honest feedback

about sensitive services, hardware choice is not a procurement detail; it is a data integrity decision.

Part 3: Total Cost of Ownership Analysis

When evaluating BYOD versus managed hardware, the initial purchase price is misleading. The true measure is Total

Cost of Ownership (TCO): all direct and indirect costs over the lifecycle of the program.



Direct Costs

Cost Category BYOD Pulse Managed

Hardware (per device) $300-800 Included

Enclosure/Mount $100-400 Included

MDM Software (annual) $50-150/device Included

Replacement Reserve (annual) 10-20% of hardware Included

Warranty Coverage Limited/Consumer Full Commercial
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Indirect Costs

The indirect costs of BYOD are often larger than the direct costs, but they are hidden in staff time and opportunity cost:

IT labor for setup, configuration, and troubleshooting (estimated 2-4 hours per device per year)

Frontline staff time checking and resetting devices (estimated 5-10 minutes per device per day)

Lost feedback during downtime (average 15-30 responses per device per day)

Administrative overhead for procurement, inventory, and lifecycle management

Delayed decision-making due to unreliable data volume

The Downtime Calculation

Consider a realistic scenario for a 10-device BYOD deployment:

An OS update breaks kiosk mode on all devices

IT is notified but has higher-priority tickets

Two weeks pass before all devices are reconfigured

At 15 responses per device per day, that's 2,100 lost responses

This is not a worst-case scenario. It is a common occurrence that BYOD deployments experience multiple times per year.

Feedback systems don't fail loudly. They fail quietly, one offline device at a time.

Part 4: The Pulse For Good Managed Solution

Pulse eliminates the variables that cause feedback programs to fail. By bundling hardware, software, and support into a

single managed solution, we shift the risk from the client to the vendor.

With BYOD, every glitch is your problem. With Pulse, uptime is ours.
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Comparative Analysis: BYOD vs. Pulse Hardware

Feature BYOD + Survey Software Pulse Managed Hardware

Setup High effort: IT must configure MDM,

enclosures, power routing, and test lockdown

Turnkey: Arrives configured, locked

down, and ready to plug in

Maintenance Reactive: Staff fixes issues when they notice

them (or when complaints surface)

Proactive: Pulse manages updates and

monitors device health remotely

Downtime Variable: Broken devices may sit for weeks

waiting on budget or IT availability

Minimal: Warranty and rapid

replacement programs keep devices live

Psychological

Safety

Low to Medium: Varies by device type,

camera presence, and privacy

implementation

High: Standardized, no-camera

hardware designed for anonymous

feedback

Data Volume Lower: Downtime and friction reduce

response counts; inconsistent user

experience

Higher: Always-on reliability enables

11x volume compared to QR methods

Staff Impact Negative: Frontline staff become informal

tech support

Positive: Staff focus on service delivery,

not device management

Total Cost Unpredictable: Hardware + MDM + IT labor

+ replacements + opportunity cost

Predictable: Flat subscription covering

hardware, software, and support

Best Fit Very low-traffic locations, tight budgets

with strong IT/ops capability

Medium/high traffic, multiple sites,

mission-critical feedback programs

What Managed Hardware Removes From Your Plate

Hardware arrives purpose-built for public spaces: stable, locked down, and consistent across every location

Warranty and replacement path provides predictable uptime without budget surprises

Fewer dependencies on internal IT means fewer tickets and less coordination overhead

Single point of accountability: when something breaks, you're not triaging vendors, devices, mounts, and policies



The net result: more reliability leads to more consistent staff adoption, which leads to more responses, which leads to

better insights.
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Part 5: Recommendations

The goal of a feedback program is to gather actionable insights, not to manage a fleet of iPads. Hardware should be

invisible infrastructure that enables mission-critical data collection, not a recurring operational burden.

When to Choose Pulse Managed Hardware

We recommend Pulse managed hardware for organizations that:

Need to guarantee uptime and ensure the survey is always available when a client is ready to speak

Serve vulnerable populations where psychological safety is critical for honest feedback

Operate multiple sites where consistency and central management are important

Want to cap costs and eliminate variable repair expenses and internal IT labor drain

Require sufficient response volume to identify patterns and drive decision-making

When BYOD May Be Appropriate

BYOD may be appropriate for organizations that:

Have a single site with very low traffic and minimal feedback requirements

Possess strong internal IT and MDM capability with dedicated device management resources

Are willing to accept occasional downtime and staff intervention as part of the operating model

Face genuine budget constraints that preclude any subscription-based solution

Even in these scenarios, organizations should budget for MDM software, enclosures, mounting hardware, replacement

devices, and staff time for monitoring and troubleshooting.

Conclusion

While utilizing existing hardware appears fiscally prudent in the short term, the operational drag of maintaining a BYOD

fleet often stifles the very feedback loop you are trying to create. Devices go offline. Staff stop promoting a survey that's

"always broken." Response volume drops. And the insights you need to improve services never materialize.

Pulse For Good's managed hardware is not just a tablet; it is an insurance policy for your data. It ensures that when a

client is ready to speak, the device is ready to listen.



When someone takes the risk to be honest, the worst possible outcome is a dead screen.

Pulse ensures that when someone is ready to be heard, nothing technical gets in the way.

Don't build a feedback program only to have it fail because of a loose charging cable or an untimely software update.

Choose the hardware built for the job.

Ready to Guarantee Your Feedback?

Contact Pulse For Good to discuss your deployment needs.

www.pulseforgood.com
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About Pulse For Good

Pulse For Good is a mission-driven technology company that helps nonprofit organizations and social services

providers collect anonymous feedback from the populations they serve. Through purpose-built kiosk hardware

and intuitive survey software, Pulse has collected over 375,000 feedback responses, helping organizations

restore trust in human services by giving voice to the people who matter most.
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