CHAPTER FIVE: INTERVIEWER TRAINING

Theinterviewing staff of agtatistica agency isthe backbone of itsdata collection effort. The qudity of
interviewer training isaconcern for host and sponsoring agencies. The Census Bureau, the National
Agricultura Statistics Service, and the Bureau of Labor Staigticsusethelargest interviewing saff among
federal statistical agencies. These agencies collect datafor their own agency surveys and on a
reimbursable basisfor other agenciesand organizations. Ther programsare very different in approach
and nature. Reasonsfor thisinclude the agencies unique training audiences and the disparate nature of
their interviewers work. Interviewersinclude both agency employees and employees of other
organizations. The BoC and BL S hire permanent employees who are dedicated to specific data
collection programswhile NASS usestemporary interviewerswho work on avariety of surveys. The
BoC, NASS, and BLSIooked closdly at their interviewer training programs prior to the introduction
of computer-ass sted interviewing, given thefact that the technology imposed new skill requirements
upon interviewers.

Thischapter offersamore detailed perspective of the training components of the interviewer operations
a theseagencies. Thefirgt three sectionsoutline agency interviewer sdection criteria; training program
design, development, and delivery; survey content training; training eval uation; and therole of quaity
assuranceinidentifying training needs. Thelast two identify interviewer training issues and future
direction. Figure 1 defines commonly used terms relating to various aspects of training interviewers.

Figure 1. Acronymsand Definitions

CAl Computer-assisted interviewing.

CAPI Computer-assisted personal interviewing: a personal visit, using an automated data collection tool
such as alaptop computer to display the questionnaire and enter data directly. Follow-on interviews
may be conducted by phone from the interviewer’s home.

CATI Computer-assisted telephone interviewing: interviewing from atelephone center, using a computer
from which questions are read and in which responses are recorded.

CPS Current Population Survey.

Enumerator  Performs the same duties as interviewer, as well as recording field measurements of crop counts,
collecting crop samples, and observing for non-response. This term is used in NASS instead of

interviewer.
FR Field Representative: an interviewer who works out of his’her home and reportsto afield office.
GIST General interviewing skills and techniques.

I nstrument The survey questionnaire, either paper or electronic.

Interviewer  Anindividual who seeksinformation from selected respondents using a standardized questionnaire
on which the interviewer records and transmits the data for later tabulation. Most inquiries are
initiated by the interviewer.

NASDA National Association of State Departments of Agriculture. NASS and NASDA have a cooperative
agreement in which NASDA employs enumerators for NASS surveys and pays saaries, travel
expenses, and other costs associated with data collection.

Training This chapter discusses training in the context of interviewer training in a structured learning
environment in which stated objectives are designed to produce acceptable interviewer performance.
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1. Interviewer Recruitment and Selection

Census Bureau interviewers are recruited by regiona offices and telephone centersto fulfill specific
program interviewing needs and, after passing quaifying procedures, are hired asagency employees.
NASS interviewers, on the other hand, are contract workers employed by NASDA. Interviewer
selectionistheresponsbility of theNASDA supervisor. For both agencies, training isagency-provided.
Inthe Census Bureaw, interviewer performanceis assessed by theagency, andin NASS, the NASDA
supervisor evaluates the enumerator performance.

For NASS, aninterviewer iseither aNASDA field enumerator or aNASDA state office enumerator.
Because of the specifictermsof theNASSNASDA agreement, NASDA hasthe hiring responsibility
for al interviewerswho collect datafor NASS surveys. Although field and state office enumerators
perform many of the sametasks, there are differencesin how and wherethey performtheir work. Feld
enumeratorswork out of their homeand inthefield. In addition to respondent interviewing, they make
crop countsin designated fields and must also read aerial photographs and grid acreage. State office
enumerators conduct telephone interviewing, prepare survey materias, and may processlab samples
collected by field enumerators.

BLSutilizesthree basic categories of interviewersin the collection of its programs - federal employees,
state employees, and private sector employees. Thefederd employeesarehired by the regiond offices
and include economists, afew statisticians, and alarge number of part-time economics assistants.
Federd employeesare used for the collection of wage and price datafrom businesses, with most of the
Consumer Pricelndex collection conducted by the economic ass stantswho work primarily fromhome.
The voluntary data collections are conducted by personal visit, telephone, or mail.

The state employees are hired by the states and funded through BL S grants. The Data collection
centers under contract to BLS also hire interviewers. State employees and data collection center
employees are normaly involved in tel ephone and written contact with respondentsin support of the
employment related surveysof the Bureau. Thisincludes nonresponse prompting, solicitation of new
respondents, and establishment of routine reporting of databy mail, touchtone dataentry (TDE), CATI,
V oice Recognition, and e ectronic datainterchange (EDI) technologies. Indl of these programs, there
isasignificant element of statistical work at thefirst contact with arespondent. This may include
definition of the digible universe of units, products, jobs, and so forth, followed by a probability seection
to determine the particular items for which data will be collected.

2. Current Interviewer Training Design, Development, and Delivery
Design and Development. Inthe CensusBureau, design and development of interviewer training has
been aone-step operation performed by Census Bureau headquartersemployees. Thetraining outline

isbased on planning meetings and discussions between subject matter experts, instrument authors, field
division statisticians, and mathematical statisticians from Census Bureau's quality assurance and
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evaluation units. Representatives from the agencies sponsoring surveys conducted by the Census
Bureau play amgjor rolein determining what interviewers should know about the survey subject matter
(referred to as* conceptstraining”); how interview questions should be worded; and the order inwhich
they are to appear in the questionnaire or survey instrument.

The actud writing or development of the interviewer training packagesis performed, in most cases, by
headquarters statisticiansand by training specidistslocated in Census Bureau field operations. Some
writing focused on training is devel oped by statisticians and subject matter expertsin other Census
Bureau divisions. Training is generally developed in two formats: self- study and classroom.

InNASS, interviewer training is conducted in conjunction with most surveys. For both general and
survey-specifictraining, NASSusesstate or regiona workshops, individua supervisory groups, one-on-
onesessions, and home study (Smilar to Census Bureau sdf study). Training workshops are designed
to provide the interviewer with background information about the survey and its purpose and to
familiarize the enumerator with survey materials and procedures. To work a particular survey the
enumerator must participate in the training provided for that survey. Limited exceptions based on
unusual circumstances may be allowed.

BL Sdso conductsamulti-faceted training program. Each program liaison function within the nationa
Office of Field Operations contains a training group with responsibility for the development and
mai ntenance of an effectivetraining programfor itssurveys. Regiond BL S staff, supported nationdly,
aso have particular respongibilitiesfor training state staff asstatesdo not maintain training functionsfor
BLSprograms. BL Shasestablished curriculaand, inanumber of cases, specific"certification” training
requirementsfor interviewersboth asthey begin their duties and as a continuing education process.
Thesegenerdly includeclassroomtraining, sudy of materid's, on-the-job training, observations, specific
evauation of live work, with follow-up and advanced work. BL S aso utilizes asignificant amount of
privatevendor training intheregionsto support general systems applicationssuch asword processing
and spreadsheets. These are directed primarily by regional management based on need.

Training Review. Review of training materias cuts across the organization a al three agencies. The
review involvesthose designing thetraining, the sponsor of the survey whether aninterna or externa
organization, and thosewho will conduct thetraining. For dl three organizations, thisreview involves
both headquarters and field staffs. The review addresses both content and presentation of training.

Testingthe Training Package. Many training programs, particularly thosethat involve the execution
of anew survey or mgor changesin the design of an existing survey, aretested witha“dry run.” A dry
runisoneinwhich classroom training isexecuted as origindly designed. Depending on the comments
made by thedry run participants (interviewers, survey sponsor, trainer, etc.) thefina training package
may requiremgjor revison; however, in most cases, only minor revisonsare needed. Thedry run may
also discover changes needed in the final production instrument.

Training Ddlivery. Theddivery of interviewer training isperformed by regiona and tel ephone center
supervisorsfor the CensusBureau. Verbatim training guidesare provided to the survey supervisor who
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servesastrainer and are read from during classroom training. Self studiesare aso generaly paper-
based athough there are some computer-based training (CBT) applicationsaswell asbothaudio and
video training tapes. Only one office within the regional office/ telephone center network has a
dedicated trainer.

Interviewer trainingwithin NASSisperformed by Headquartersand fiel d office personne and NASDA
Supervisors. Enumerator practice exercises are used extensively. Home study prior to structured
trainingisaso routinely used. Home study quizzes are used as ameans to ensure that pre-workshop
study on important items was accomplished.

Interviewer trainingin BLS aso utilizesavariety of techniques, including formal classroom training,
CBT, and individual exercise and self-study work. Formal training of direct BLS staff isgenerally
delivered by headquarters personnel whileboth national and regional personnel havealargerolein
training of state saff working under BLS grants. In addition, BL S maintainsaforma mentoring program
by regiona personnd in the compensation collection activity. Regiona supervisorsareresponsblefor
ensuring that pre-course materia sare completed prior to sending their staff to training coursesand for
identifying particular training needs of employees beyond the sandard curriculum. In particular, regiond
supervisors and administrative officers are responsible for primary delivery of information related to
confidentiality and administrative procedures when interviewers are hired.

3. Interviewer Training Content

The specific content of interviewer training often depends on the level of project funding. However,
initid training for Census Bureau interviewerswho conduct demographic surveysgenerdly followsthe
CPSmodel, shown in Figures 2 and 3 below. The exact amount of time alotted for each exercise may
differ for each survey. Figure 2 describesthefour CAPI componentsfor CPS: pre-classroom generic
self-study, pre-classroom survey-specific self-study, classroom training, and post-classroom practice
interviews. Figure 3 describesthethree CATI componentsaso for CPS: generic CATI introduction,
pre-classroom survey-specific self-study, and classroom training.

The Census Bureau assigns a laptop to anew field representative at the time of initial hire, before
training and interviewing commence. Sincetraining packagesinclude video tapes aswell as audio tapes,
theinterviewer must have accessto the equipment on which theserun. If theinterviewer does not own
the necessary equipment, the Census Bureau reimburses the interviewer for rentals.

Training videosand written materialscomprisetheinterviewer'ssdlf study. The Genera Interviewing
Skillsand Techniques (GIST) video is used to introduce new interviewersto the basic practices of
qudity interviewing. Thevideo coverssix mgor themes. Theseinclude: sampling, knowledge of the
survey, confidentiality, interviewer bias, adherence to question order and wording, non-directive
probing, and techniquesfor interviewing reluctant respondents. Interviewersaretaught how casesare
selected by sampling and why assignments cannot be substituted for neighboring units. Thevideo dso
teaches about the Census Bureau authorizing legidation, Title 13, and sworn oaths to emphasize
confidentidity. A large part of thevideoisdevoted to interviewer behaviorsthat may introduce bias.
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Interviewersaretrained to avoid these biases by using neutral, non-directive probesthat do not lead
respondents. To emphasize the consequence of rephrasing questions, the video includes a
methodol ogica experiment showing how dightly different question wordingscanresultinlarge answer
differences. Techniqueson how to avoid refusals are covered both in the video and again in the
classroom. A new refusa avoidanceworkshop, using role-playsandinteractive skill modding, isbeing
implemented for telephone center interviewing training.

CHAPTER FIVE -54 - TRAINING FOR THE FUTURE



Figure 2. CAPI Training for Current Population Survey

New field representatives and experienced field representatives with no CPS experience.

Location Training Content Al I_otted
Time
Pre-classroom Generic Self-study
Introduction to Census Bureau (video) Segment procedures 10 hoursfor
Confidentiality (video) Data transmission (video) new
Laptop computers (video) Preventing refusals employees,
Typing tutorial Trouble shooting 6 hoursfor
Case management functions Safety experienced
Home Interviewing techniques (W/GIST video)  Payroll employees
Walk-through an instrument (CBT)
Pre-classroom Self-study for CPS
Background of CPS Final review exercise
L abor force concepts Two practice interviews (one a phone 8- 10 hours
More computer operations interview with SFR or case management
supervisor)
Classroom Training for CPS
Review of self-study Practice interviews (paired
Regional Case management (video, exercises) practice and/or audio tapes)
: "Walk-through" interview Day inthelife of a CPS-CAPI 3 days
Office . . .
L abor force concepts SS(video) field representative
Non-interview (video) Troubleshooting
Telephone interviewing skills (video) Function key usage
Post-classroom Practice Interview
Home Audio-taped practiceinterviewsand Reinforcement of concepts 10 hours
telephone interviews with supervisors

Figure 3. CATI Training for Current Population Survey: New CATI interviewers.

. - Allott
Location Training Content 0 ed
Time
Generic Introduction CATI Training
Introduction to CATI CBT: intro to terminal, keyboard
Introduction to Census Bureau and Walk-through interview 10 hours
telephone facility CATI interview techniques, skills
Comparison of personal and phoneinterviews  Probing and biasing the respondent
Pre-classroom Self-study for CPS
CATI . .
Fagilit Introduction to CPS Using your manual 6- 8 hours
y Non-interviews Practice interviews
CPS concepts
Classroom Training
Sel_f-study review Conce_zpts and procedures 215 days
Using the manual Function keys
Walk-through interview
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For CAPI or CATI surveys, classroom training takes placein decentralized locations. Thisenables
interviewersto go through the survey on an instrument designed for training purposesonly. When the
resulting production instrument contrasts sharply with thetraining instrument, headquarters survey
liai sons prepare and distribute amemorandum identifying the changes that need to be brought to the
attention of the interviewer.

NASS usesthe sametraining components, mentioned above, that the CensusBureau does. When an
interviewer isfirst hired, training is provided in interviewing skills and survey and administrative
procedures. Interviewing skillsaddressthetask of gaining respondent cooperation, converting refusals,
interview and call-back procedures, and explanation of the mandatory respondent burden statement.
Survey procedures include requirements for maintaining respondent confidentiality, supervison and
quality control procedures; administrative topics dealt with include procedures for completing time-
mileage-expense sheets, ethical behavior, compensation, promotion and award procedures, survey
evaluations, safety, and grievance procedures. Interviewer training for specific surveyscoverssurvey
purpose, datacollection procedures(including reading aerid photographs), locating survey respondents,
deciding who to interview, laying out objective yield plots (and plant and fruit counts), need for
explanatory notes, and multiple-survey coordination. Telephoneinterviewersareingtructed in genera
computer skills and in the use of computer-assisted survey interviewing software.

BL Straining containselementsof both the Census Bureau and the NA SS approaches. Direct employee
training is centralized while state employee training is geographically dispersed. Most training is
delivered on aprogram-specificbasis. Personnel working on the Consumer Price Index (CPI), for
example, recavetraining primarily related to CPl concepts, procedures, technologies, and outputswhile
those working on other programs receive the training related to those programs. The usua Situation
would be aset of training activities directed to newer employees followed by a series of advanced
courses — directed to more experienced employees — addressing cases of greater complexity or
nuance. Various statistical techniques, such as probability selections on site with respondents, are
generally taught intheir program-specific configuration, athough they are clearly generic techniques.
For example, the Producer Price Index personnel would betrained on product probability selection
cdled "disaggregation” while the Nationd Compensation survey personnel would betrained onasmilar
activity called "probability selection of occupations.”

Thereisaset of common issues (e.g., interviewing techniques) which are covered in dl BLS programs
rather thanin aseparate course. Regiond full-time personne are often rotated for brief periodsthrough
the regiona economic analysis and information unitsto ensure applied familiarity with the full range of
BL S programs and data outputs. This activity specifically supports the effort to obtain voluntary
cooperation of respondents through cross-product marketing of BL S and to teach respondents how to
readily obtain BLS data.

All employeesuitilize computersin their work. For employeesin some programs, laptops or penpads

arethe primary tool for dataacquisition. The program-specific applications of thesetechnologiesare
generally taught in program-specific courses. Training of regiona and state staff on general computer
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applications such as spreadsheets and word processing isnormally accomplished by acombination of
on-the-job training, mentoring, and vendor-specific training obtained commercialy.

4, Interviewer Training Evaluation

At the Census Bureau, interviewers eva uate their training at the conclusion of formal training sessions.
Latein 1996, the Census Bureau conducted acomprehensive evaluation of interviewer training. Over
500 interviewers and senior interviewers participated in an attitudinal survey which focused on
interviewer training for acomputer-ass sted data collection environment. Resultsfromthissurvey note
that most interviewers rate automated training as * excellent” or “good” on such topics as: gaining
respondent cooperation, learning survey conceptsand definitions, communicating the survey’ spurpose,
and answering respondents questions. Interviewersfelt somewhat less favorable about training on the
topics of converting refusals, interviewing by telephone, and following skip patterns. Overall,
approximately 90 percent of theinterviewerswho responded to the survey said they felt “ thoroughly”
or “adequatdly” prepared by thetraining they had received. Thisevduation tool has been sandardized
for routine implementation.

Written training eva uationsarea so used within NASS. NASDA enumerators complete an eval uation
after eechworkshop. Survey statigticians complete eval uations after each mgor survey that encompass
the entire survey process, including training issues.

InBLS, training evaluations are completed by trainees after formal courses. These address issues of
both content and presentation. Periodicaly, taskforces composed of both regiona and headquarters
employessareformed to review and refinetraining and " certification” requirementsfor thevariousBLS
programs. BL Sfield representativesin most programs compl ete end-of-survey reportswhich, in part,
evaluate the success of training effortsin addressing individual survey issues. These ofteninclude
specific recommendations for future training content.

5. Quality Assuranceasa Tool to Identify Interviewer Training Needs

Observation of Field and Telephonelnterviewing. Inthe CensusBureau, field observationisone
of the methods used by the supervisor to check and improve performance of the field representative
gaff. It providesauniform method for assessing the FRs attitudestoward thejob, use of the computer,
and evaluating the FRs ability to apply concepts and procedures during actua work situations. There
are three categories of observations -- initial, general performance review, and specia needs.
Information from these observations is used to provide feedback to the FRs.

INNASS, NASDA supervisory enumerators are responsible for carrying out aquality assurance check
onmajor surveysand periodic checkson other surveys. Thistwo-phased evaluation may point out
deficienciesin questionnaires, ingtructions, training, supervision, equipment, or other problemsinwhich
corrective action should be taken before the next survey. The NASDA supervisor isresponsible for
providing guidance to enumerators on how to improve. Thisguidancewill comein many forms, but
shouldincludeinformation on new developmentsin NASS, instruction on survey techniques, coaching,
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and suggestions for improvement. Additionally, supervisory enumerators complete a“NASDA
Enumerator Evaluation” form for each enumerator following al mgor surveys. Thisprovidesinput for
addressing interviewer performance issues that have broad implications in formal training.

BL S uses observational interviewsto deal with the substantive content of the collection and with
interview techniques, including presentation and ability to obtain voluntary cooperation by effective
explanation of the program and its applications. The observersaregenerally regiona supervisorsand
senior field staff. Upon entering duty, field personnel normally observe an experienced field
representative collecting data, followed by areversal of rolesin later interviewswhen the experienced
person observestheless experienced individua — leading to collection " certification.” After theinitiad
training phases, observationd interviews are normally conducted periodicaly for al collection staff.
Feedback and retraining are the primary purposes for the observational program.

Telephone monitoring is used to identify quality problemsfor CATI work. In al three agencies,
interviewers can be monitored at any time. However, they are usually monitored during about 2.5
percent of their log-intime. Interviewersare monitored by survey and tel ephone center supervisors
who, in remote offices, hear the actual interview and seewhat dataare being recorded. Feedback is
given to the employee immediately.

Role of Reinterviews. A reinterview is the process of conducting for a second time a previous
interview using adifferent interviewer (usually asenior field representative or survey supervisor). The
reinterview processidentifies potentia falsfication in reporting, problemsin theinstrument design that
need to be corrected to assure quality data, and problem areasrequiring additiona interviewer training
and development, such as lack of understanding of specific survey concepts.

Sometimes the reinterview is not arepesat of the origina questions but rather a cognitive reinterview
using different questions and probing techniques. Generaly thisis aface-to-facereinterview of a
previously conducted face-to-face or telephoneinterview. Theorigina respondent isrecontacted and
asked aportion of the questionsontheorigina interview, questions concerning how survey responses
were formulated, and questions about the survey processin genera. The cognitive reinterview process
pointsour problemssimilar to thoseidentified in arepeet of theoriginal interview. Theseproblemsmay
identify needs for additional interviewer training and development.

BL Sconductsreinterviewsaspart of itsquality assuranceand training regime. Thesetakevariousforms
inthedifferent BLS programs, but an example of the strategy used would bethe reinterview program
of theNational Compensation Survey. Ascollected schedulesfor thisprogram are uploaded fromthe
laptops by field staff onto the central nationa database, a probability sample of them is selected and
routed to the reinterview staff at headquarters. Then, within each sampled schedule, a probability
sampleof detailed dataitemsis sel ected and respondents are reinterviewed, normally by telephone.
Results are reviewed on a schedule and item basis by the headquarters reinterviewer and the collecting
field economist asan informal training mechanism. Resultsare a so categorized and tabul ated into
Pareto chartsfor broader error pattern analysis (by management and staff) and asaguideto targeting
training effortsin the program.
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Useof Quality Control Procedures. Many BLS programs contain a structured statistical quality
analysis component related toincoming data. These vary considerably in sophistication and content,
from small samplereviews of SIC coding done by Statesto relatively sophisticated Pareto analysis of
error patternsof probability-sampled incoming datain the Price and Compensation programsof the
Bureau. Theobjectivesof theseeffortsareto identify "conformance to specification” error patternsand
to discern whether error sources may befor individual reportsor more general in nature. If they are
individua, then targeted training programs directed toward individud interviewersare conducted. When
errors are not highly correlated with individuals but are rather systemic or random, clarification or
dteration in program-widetraining, procedures, or gpproachesisimplied. Normally in these structured
quality andyss programs, there are different sampling ratiosfor incoming work of individuaswith lower
error rates than for those with higher error rates.

The BL S compensation program containsa calibration” component which issmultaneoudy atraining
and qudity improvement device. Cdlibration exercisesessentialy involve smdl groupsof field staff who
work on case studiesin datacollection. The case studiesmay be either constructed or live data cases.
The objective of the exerciseisto generate discussion of the precise handling of agiven fact-set under
the conceptsand procedures of the programinvolved, to elucidate any differencesinthegroupin how
the given facts should be handled, and to lead to action itemsfor training and program decision-making
on differencesthat may remain unresolved or unclear. Calibration exercisesare conducted by both
headquartersand regiona staff and may beeither relatively general or targeted to particular collection
issues.

6. Interviewer Training I ssues

Theintroduction of computer-assisted interviewing requiresthat theinterviewer betrained in the use of
thetechnology. Thisisanew training cost, but not anecessary component of al survey training since
this knowledge generally carries over from one application to the next. However, within each
gpplication theinterviewer needsto learn how to proceed through theinstrument. Thisnew component
isincluded as part of the survey-specific training.

Survey managers are concerned about the increase in the cost of interviewer training. Interviewer
training for the regiona office staff involves travel by both the interviewer and instructor. Other
componentsof training costsincludethe cost of reproducing and distributing thousands of documents
and the often hidden management review costs (i.e, the time spent by headquarters and regional
managersreviewing and commenting upon preliminary training materias). Trainingcostsaredso driven
by interviewer turnover.

One solutionto the spiraling costs of training devel opment and delivery might be the use of advanced
training technologies such as CBT, CD-ROM, and distance learning. However, these training
techniques present additional technical and cost requirements. For example, multi-mediatraining
involves the purchase of additional peripheral equipment such as compact disc players.

7. The Futureof Interviewer Training

CHAPTER FIVE -60 - TRAINING FOR THE FUTURE



Gengrdly, any mgor changein interviewer traning will providefor threeitems: basic interviewing kills
mastery, quick adjustmentsto technol ogical and operationa changes, and smultaneoudly training many
interviewersin acogt-effective manner. An administrative information system that hasinformation on
interviewer performancecould providedirectionfor training design and modification. Thiswould alow
linkage between performance and training.

NASS has entered into a cooperative agreement with the University of Michigan to assist in the
development of improved interviewing methodology. Thefocus of thisagreement will betoidentify
methodol ogy that reducesinterviewing and datacollection errors, thusimproving dataquality. The
agreement involvesthestudy of alternativeinterviewer training regimensacrosssurvey organizations,
with emphasisontechniquestoimprovetherate of participation among sample unitsand improvethe
quality of survey responses. The University of Michiganwill construct aset of alternative procedures
for training interviewers in methods to reduce survey nonresponse and measurement error.

Similarly, the Census Bureau engagesthe services of Syracuse University's School of Education—
Instructional Design, Development, and Eva uation Program. Thecontract providesacomprehensive
evaluation of interviewer training, using the Current Population Survey’sCATI and CAPI training
programs as the evaluation focus. Current plans require that training design and content, training
ddivery, and an assessment of interviewer knowledge, skills, and abilities obtained through formal and
on-the-job training be addressed.
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