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Background

e Our shop

e Need to ‘automate’
— Efficiency

— Effectiveness
e Service
* Performance and feedback
e Staff motivation



Effectiveness and efficiency ...

e Clients
— Dally tracking of study progress and time-line
— Completion rate on daily/hourly basis

— Notes and need to convey specialised
iInformation

 How did we do it before? (labour intensive,
subject to error)

e How do we do it now?



Client: CADI Running Progress
~ AussAStatusRepot

Day _____________ fmonth ________ Jvear __________ |Numberofevents ___Jsample

11 [July 2007 1333 iuSSA Questionnaire |Mail Pre-letter

12 [July 2007 1333 iuSSA Questionnaire |Mail Pre-letter

13 July 2007 1333 iuSSA Questionnaire |Mail Pre-letter

13 [July 2007 3 iuSSA Questionnaire [Return Return To Sender
16 [July 2007 i iuSSA Questionnaire |Special Contact Phone Call

16 July 2007 1333 iuSSA QJuestionnaire |Mail Pre-letter

17 [July 2007 i iuSSA Questionnaire Special Contact Phone Call

17 [July 2007 1335 iuSSA Questionnaire |Mail Pre-letter

18 Puly 2007 3 iuSSA QJuestionnaire |Special Contact Phone Call

18 [July 2007 3 iuSSA Questionnaire [Return Return To Sender
19 [July 2007 i iuSSA Questionnaire |Special Contact Phone Call

19 July 2007 1 iuSSA QJuestionnaire |Return Return To Sender
19 [July 2007 1526 iuSSA Questionnaire |Mail Survey Package
20 July 2007 3 iuSSA Questionnaire |Special Contact Phone Call

20 July 2007 il iuSSA Questionnaire Return Return To Sender
20 [July 2007 2459 iuSSA Questionnaire |Mail Survey Package
23 July 2007 4 %uSSA Questionnaire |Special Contact Phone Call




Client: CATI Outcomes and Progress

Last Case Started At 2007-04-16 19:25:28
Completed cases average time: 56 Minute(s) 43 Second(s)

Last Qutcome

11 - Complete 1133
212 - Break-off 2
220 - Non-contact 26
221 - Respondent never available 0
230 - Other - Refer to supervisor 30
231 - Dead

2
232 - Physically or mentally unable 9
233 - Language 2
235 - CALLBACK ARRANGED 3
311 - Not Attempted {(Not dialled) 0

313 - No answer 54
314 - Answering machine - Not a household

316 - Technical phone problem 0
410 - Qut of sample 72
420 - Fax or data Line 21
432 - Disconnected number 22
441 - Number changed 15
451 - Business, government office, other organisation 13
2112 - Known respondent refusal 20
2221 - Voicemail: Message left 3
2222 - Yoicemail: no message left 57

Jutcome Rate Rate

RR1 0.80640569395
RRZ 0.808540925267
RR3 0.80640569325



Client: CADI Outcomes

Complete 8095
MNon interview: (eqg Dead,Language problem) 142
Refusal 2668

Unknown eligibility (eg Return to sender) 946

AAPOR Outcome Rate Type|value |

0.404345654346
0.404345654346
0. 74232003663
0. 74232003663
0. 74232003663
0. 74232003668
0.75211372294
0.75211372294

Response Rate 1
Response Rate 2
Response Rate 5
Response Rate 6
Cooperation Rate 1
Cooperation Rate 2
Cooperation Rate 3
Cooperation Rate 4

Refusal Rate 1
Refusal Rate 3
Contact Rate 1
Contact Rate 3

Qutcome

0.133266733267
0.24465841 3572
0.544705294705
1

Complete
MNon interview: (eg Dead,Language problem) 36
Refusal 905

Unknown eligibility (eg Return to sender) 321

[ARPOR Outcome Rate Type[value |
Response Rate 1 0. 416629280694



Efficiency and effectiveness...

e Operators
— Displays of dally progress (motivational)
— Performance reports on a regular basis



Operator: Status Pages

NLC Completions This Time Yesterday

4

NLC Completions YESTERDAY

22

NLC Completions Today

3

NLC Cooperation Rate

The percentage of eligible r il who lete the

91.30%



Interviewer: wglen

COMBINED OUTCOMES

Your Results

Potential Interviews:
Claes wihere ol spoke to sommeore who wras elizible to
cortplete 4 Mtervionar.

Leads Created:

Caces wWhers ol amangged 4 callback or setup 4 Mail soey,

Mo Eligible Respondent:

Caces wihiers there wras ho e o coild hueee completed an

Iridertrisar
=l Trying:

Cases whers we are still treing to Teach a respondert.

COOPERATION
Interviews

Leads

Total

HOURLY RATES
Cases per hour

Interviews per hour

Back

Operator: Evaluation

MNLC Questionnaire
INTERYIEWER EV¥ALUATION

For 07-01-01 to 08-01-01

OUTCOME DESCRIPTIONS TOTAL CASES

Completed mnterview, Mail survey, Break-off dunng mtermew, Callback arrange, Eligible respondent refused. 235

Callback arranged, Wlail survey 179

Eefer to supervizor, Physically or mentally unable, Language problem, Fax or data line, Discotmected number, Business or 1145

orgamzation mumber, Mo eligible respondent

Mot avallable when callback made, Number not dialled, Mo answer, Engaged, Answering machine: Mo message left,

. . 1629

Answering mactine: IMessage left
Your Average Evaluation Interviewer Average Top Interviewer
0.08 Above Average 0.07 tgeorge at 0.16
076 Above Average 072 nilias at 0.97
0.84 Above Average 079 niliaz at 0.95
Your Average Evaluation Interviewer Average Top Interviewer
45 66 Above Average 40.37 margyle at 79 84
0.27 Above Average 0.26 smcentee at 0.52



Efficiency and effectiveness...

e Supervisors
— Ease in monitoring interviewer performance

— Can figure out productivity by shift,
Interviewers

— Makes tracking exceptional cases easier



Supervisor: CATI Outcomes

HELP m STUDY MGMT | DATADISSEMIN. | INFRASTRUCTURE | SAMPLEMGMT | STAFF TRAINING | LOADPROJECT | LOADSAMPLE

iss » StudyManagement > SurveyMaonitor > Manitor > quickstats

Quick stats since first case(2006-09-25 11:08:14):

Load Project

Total Accesses:
Last Case Started At:

Completed cases average time:

Completed cases minimum time:
Completed cases maximum time: 199 Minute(s) 30 Second(s)

241665
2007-05-03 13:43:23
1 Minute(s) 14 Second(s)

59 Minutel(s) 37 Second(s)
Curmulative Last Outcome

11 - Complete 3135 3133
212 - Break-off 53 18
220 - Non-contact 4315 1300
221 - Respondent never available 12 8

230 - Other - Refer to supervisor 1410 182
231 - Dead 5 5

232 - Physically or mentally unable 161 161
233 - Language 586 586
235 - CALLBACK ARRANGED 22689 32
311 - Not Attempted (Not dialled) 25 1

313 - No answer 117439 18915
314 - Answering machine - Not a household 19 0

316 - Technical phone problem 83 20
410 - Out of sample 181 73
420 - Fax or data Line 7411 7385
432 - Disconnected humber 2497 2472
441 - Number changed 56 15
451 - Business, government office, other organisation 29291 29262

Check
Check
Check
Check
Check
Check
Check
Check
Check
Check
Check
Check
Check
Check
Check
Check
Check

EEEEEEEEEEEEREREKE

Check




Supervisor: CATI Outcomes by Interviewer

HELP m STUDY MGMT | DATAMDISSEMIN. | INFRASTRUCTURE | SAMPLEMGMT | STAFF TRAINING | LOADPROJECT | LOAD SAMPLE

iss > StudyManagement = SurveyMonitar = Maonitor > interviewar Load Project

onitoring Centre

Back
stats for Wendy Glen
Overall
MNumber of accessed cases: 8229
Max time in case: 107 Minute(s) 31 Second(s)y (639102 Hundredths)
Min time in case; 0 Minute(s) 0 Second(s) (0 Hundredths)
Average time in case: 2 Minute(s) 19 Second(s) (13937.9266 Hundredths)
Total time interviewing: 319 Hour{s) 35 Minute(s) 51 Second(s) (114695198 Hundredths)
This study Gverall (non completions anly)
Mumber of accessed cases: 5352
Max time in case: 67 Minutels) 17 Second(s) (403791 Hundredths)
Min time in case; 0 Minute(s) 13 Second(s) (1356 Hundredths)
Average time in case: 1 Minutels) 8 Second(s) (6855.0293 Hundredths)
This study Completed
Total Completed: 65
Hit Rate; 0.01
Max time in completed case: 107 Minutel(s) 31 Second(s)y (639102 Hundredths)
Min time in completed case: 13 Minutels) 40 Second(s) {76060 Hundredths)
Average time in completed case. 54 Minutelsy 54 Second(s) (323440,0462 Hundredths)

FR1: 0.0238611713666
RRZ2: 0.0238611713666
RR5: 0.0238611713666
FREG: 0.0238611713666

Quick stats since first case{2006-09-27 09:08:24) For interviewer: 'wglen".

Total Accesses: 5417

Last Case Started At: 2007-04-16 20:25:27
Completed cases minimum time: 13 Minute(s) 40 Second(s)
Completed cases maximum time: 107 Minute(s) 31 Second(s)
Completed cases average time: 54 Minutels) 54 Second(s)

Cumulative Last Outcome

11 - Complete 65 65 Check |
212 - Break-off 2 2 Check |




Summary

e Our approach has been to develop tools to
automate many supervisory and client relation
Interactions

e Advantages:

— Clients and operators can access the information in
real time

— Less labour intensive and less subject to error

 Qverall, have less contact with the client once
the study is underway (a good thing or a bad
thing?)



